
 MESSAGE FROM THE CHAIR

A Defining Moment for 
Mortgage Leadership

As this is my first widely circulated message as 
Chair of MSEA, I want to take a moment to reflect 
on where our industry stands and the vital role the 
Mortgage Servicing Executive Alliance plays in shap-
ing its future. Today, we find ourselves at a pivotal 
moment in the evolution of mortgage leadership, 
one that demands vision, collaboration, and an 
unwavering commitment to excellence. We gather 
not as individuals, but as a united force, driven by 
purpose, passion, and the pursuit of innovation.

Our mission is clear: to elevate the next generation 
of mortgage leaders and transform the industry through 
inspiration and innovation. We are not just participants 
in this journey; we are pioneers, breaking barriers and 
laying the foundation for a more dynamic future.

Our Core Values
These values are the pillars of our leadership and the 
foundation of our mission:

•	 Connectedness: Building meaningful relation-
ships and ensuring every voice is valued.

•	 Empowerment: Cultivating talent and uplifting 
those around us.

•	 Integrity: Establishing trust as the cornerstone of 
lasting relationships.

•	 Innovation: Driving progress and staying at the 
forefront of industry transformation.

These principles are more than words; they are 
our guiding light as we cultivate talent, foster part-
nerships, and set new standards of excellence.

MSEA is more than an alliance; it is a movement. 
A path for those who dare to lead, innovate, and 
inspire. Let this moment mark the beginning of a leg-
acy—one that will stand the test of time and attract 
the brightest minds to our cause. To today’s leaders 
and tomorrow’s visionaries, welcome to a future built 
on purpose and driven by possibility.

Together, we elevate. Together, we lead. Togeth-
er, we transform.

Warm regards, 

Timika Scott
U.S. BANCORP  

Chairperson, MSEA
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Cultivating the 
Next Generation of 
Mortgage Leaders

 MSEA MEMBER SPOTLIGHT

James Braxton 
—Championing 
Borrower-Centric 
Innovation 

As we launch the inaugural MSEA 
Member Spotlight, our goal is simple: 
to create space where members can 
connect beyond titles and logos—to 
hear the stories behind the profes-
sionals shaping our industry. Whether 
you’re new to mortgage servicing or 
have been in the trenches for years, 
these spotlights offer a chance to learn 
from each other’s journeys and visions 
for the future.  

Our first feature highlights James 
Braxton, VP of Customer Resolution 
at Servbank. With a career shaped by 
family legacy, purposeful leadership, 
and a drive to reshape the borrower 
experience, James exemplifies the 
strategy and empathy that today’s 
servicing landscape demands. From 
his start in loss mitigation to leading 
collections teams with a borrower-first 
mindset, James brings insight, innova-
tion, and intentionality to everything he 
touches. 

A Family Legacy and a Personal 
Mission 

Q: Can you tell us a bit about your 
background and how you entered 
mortgage servicing? 

“My path was practically paved 
at the dinner table. My mother broke 
ground in originations, then transi-
tioned to loss mitigation, and my broth-
er later joined liquidation. Watching 

 INSIGHTS

Housing Market 
Pressures: Echoes 
of the Past or New 
Challenges? 

By David Solomon 

The 2008 housing crisis was a 
pivotal moment in the global economy, 
triggered by a combination of factors 
including loosened credit standards, 
risky lending products, assumptions 
of house value appreciation, and a 
housing market bubble. One of the key 
drivers of the crisis was the increased 
debt-to-income ratios for homeown-
ers at the time of origination, which 
became increasingly unsustainable as 
adjustable-rate mortgage (ARM) inter-
est rates adjusted, negative amortiza-
tion features expired, and the cost of 
other consumer goods rose. Lenders 
extended credit to borrowers who 
couldn’t truly afford the home. Many 
homeowners had debt-to-income 
ratios that were precariously high, often 
exceeding 40% or even 50%, making 
it difficult for them to make mortgage 
payments when the housing market 
began to decline. 

Current Housing Challenges 

Today, the housing market is 
facing a new set of challenges that 
are driving total debt-to-income ratios 
higher. While debt-to-income ratios 
at the time of origination may not be 
as alarming as in 2008, increased 
property taxes and insurance costs, 
combined with rising student loan 
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them succeed convinced me to try servicing 
after college. I started in loss mitigation at 
Greentree/Ditech, moved into training, then 
climbed the leadership ladder at The Money 
Source, now known as Servbank.” 

James’ résumé—collections, SPOC, cus-
tomer care, training—is impressive. But what 
stands out most is his sense of purpose. He 
describes collections, often seen as a “tough” 
corner of servicing, as fertile ground for rede-
fining the customer narrative. “Why can’t col-
lections be a destination role?” he challenges. 
That question alone signals a leader focused 
on transformation. 

Leading With Values and Vision 

Q: What does a typical day look like as VP of 
Customer Resolution? 

“It’s a mix of strategy and hands-on 
coaching. I oversee daily, monthly, and 
quarterly projects, always tying performance 
to compliance and borrower experience. I’m 
equally at home refining KPIs and mentoring 
emerging leaders.” 

That commitment has yielded results. In 
2021, James earned TMS’s Pink Unicorn of the 
Year, the company’s highest peer-voted honor. 
He credits the win to “leading with authentic-
ity—doing the hard work even when no one’s 
watching.” It’s a mantra that echoes Servbank’s 
culture and the ethos we champion at MSEA. 

The Innovation Imperative 

Q: Which changes or innovations are you 
passionate about influencing? 

 “Communication. We must meet borrowers 
where they are—digital channels, asynchronous 
messaging, and intuitive self-service tools. I 
want to help shift servicing toward a flexible, 
borrower-centric model.” 

James’s passion for artificial intelligence 
ties directly to this mission. He sees AI as both 
a challenge and an opportunity: the same 
algorithms that could depersonalize a borrower 
interaction can also personalize it, if used 
thoughtfully. He is currently “diving deep” into 

how Servbank can use AI to predict borrower 
needs and streamline compliance while 
preserving the human touch. 

Mentorship: A Non-Negotiable Investment 

Q: As an established leader, how do you pass 
knowledge to the next generation? 

“It’s easy to get lost in email and deadlines, 
but I carve out time for development 
conversations. Leadership growth doesn’t 
happen by accident; it requires planning and 
consistency. Mentoring keeps me grounded 
and helps me grow alongside my team.” 

His advice to newcomers: find what 
motivates you and lean in. In a field with 
endless pathways—compliance, tech, borrower 
experince—purpose is the compass. 

Future-Ready Leadership 

Asked what qualities will define tomorrow’s 
servicing leaders, James didn’t hesitate: adapt-
ability, data fluency, and empathy. Adaptability 
to navigate regulatory shifts; data fluency to 
turn analytics into action; empathy to serve 
borrowers through difficult chapters. He sees 
MSEA as a catalyst: “We can create space for 
next-gen leaders through cross-company 
mentorship circles, innovation labs, and policy 
roundtables that give emerging voices a seat.” 

Beyond the Office 

James’s commitment to people extends 
beyond the office. Weeknights find him shut-
tling his daughter to flag football and cheering 
for his son’s baseball games. His dream is to 
retire near a California beach with USC football 
season tickets. He shares his home with a 
200-plus-pound English Mastiff and admits 
WWE is his current guilty pleasure—at least 
until college football season. 

Parting Wisdom 

James shared the best advice he’s ever 
received—a line that feels like his professional 
motto: “Great things come from hard work and 
perseverance. No excuses.” 

Message from 
the Executive 
Director of 
Governance
Greetings, 

Compliance. Governance. Structure. 
These three principles are fundamental 
to achieving our shared goals. When I 
joined MSEA as Executive Director of 
Governance earlier this year, my mis-
sion was clear: to bring these principles 
to life through meaningful action.

As highlighted in the messages from 
Timika and Michael, we are committed 
to being both a catalyst for change and a 
builder of lasting impact on behalf of our 
members and those we serve.

It’s a privilege to be on this journey 
with you, ensuring our work is:

•	 Transparent
•	 Timely
•	 And, most importantly, executed 

with purpose

I hope the changes you’re experienc-
ing reflect these priorities and inspire you 
to engage even more deeply. We’re just 
getting started—and I look forward to our 
continued success together.

See you at the Five Star Conference 
in September!

Warm regards, 

Yvette Gilmore
ServiceLink 

Executive Director of Governance, 
MSEA
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Why James’s Story Matters to MSEA 

As the industry faces AI disruption, 
economic shifts, and changing borrower 
needs, leaders like James Braxton light the 
way. His blend of operational rigor, curiosity, 
and people-first leadership reflects the values 
MSEA aims to elevate. 

Innovation isn’t just in tech stacks—it lives 
in everyday choices: the emails answered 
with empathy, the metrics tied to borrower 
outcomes, and the juniors coached after hours. 

On behalf of the MSEA Executive Council, 
I thank James for sharing his journey. May it 
inspire us all to challenge assumptions, mentor 
intentionally, and lead with purpose—because 
the future of mortgage servicing depends on it.

“Leadership growth doesn’t happen 
by accident; it requires planning 

and consistency. Mentoring keeps 
me grounded and helps me grow 

alongside my team.” 
James Braxton, 

VP of Customer Resolution, Servbank
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Vice Chairman Update

I hope everyone is having a great start 
to their summer and finds time to recharge 
and relax. 

From the beginning, MSEA’s mission—to 
prepare the next generation of industry 
leaders and address emerging challenges in 
support of homeownership—has resonated 
with me in every interaction with this group. 

We’re already seeing the positive impact 
of recent changes to our subcommittee 
structure. Notably, the Communications 
Subcommittee has:

•	 Improved its meeting cadence
•	 Standardized the update process
•	 Launched this very newsletter to keep 

us all informed

Stay tuned for more exciting updates 
from them, including the launch of MSEA’s 
social media presence!

We’re also hard at work on our first 
whitepaper, which will showcase the 
thought leadership MSEA brings to the 
industry.

If you haven’t yet joined a subcommit-
tee—or are interested in switching—please 
reach out to me with your top two choices. 
We’re looking to staff each group with pas-
sionate, energetic leaders.

Thank you for your continued 
commitment.

Warm regards, 

Michael Merritt
BOK Financial  

Vice Chairman, MSEA

repayment and credit card debt, are putting 
significant pressure on homeowners’ finances. 
Since the COVID pandemic, many homeown-
ers have taken on additional debt, including 
credit card debt and student loans, which has 
increased their total debt-to-income ratios. 
According to recent data, many homeowners 
are now carrying debt-to-income ratios sim-
ilar to or even higher than those seen during 
the 2008 crisis. The latest research by the 
Federal Reserve Bank of New York’s Center 
for Microeconomic Data for Q1 reports that 
U.S. households collectively owe $18.203 tril-
lion in debt as of the first quarter of 2025, with 
mortgages comprising 70% of this total. The 
average household debt is $105,056, up 13% 
from 2020. This represents total household 
debt, including auto loans, credit cards, and 
student loans, not just mortgage obligations. 

Key Drivers 

Increased property taxes and insurance 
costs are major drivers of this trend. As property 
values have risen in recent years, so too have 
property taxes. Insurance costs are also on 
the rise, driven by the increasing frequency 
of natural disasters and the escalating cost 
of repairs. For many homeowners, these 
increased costs are being passed on in the 
form of higher housing expenses or increased 
overall debt, making it increasingly difficult 
for them to afford their homes. Student loan 
repayment and credit card debt further stress 
this scenario by contributing to the increase 
in total debt-to-income ratios, as many 
homeowners struggle to keep up with their 
monthly payments.  

The impact of these factors is being felt 
across the housing market. Many homeown-
ers find it difficult to afford their homes, and 
some are facing foreclosure. The increase in 
total debt-to-income ratios is having a ripple 

effect on the broader economy, as homeown-
ers are forced to cut back on discretionary 
spending and reduce consumption. Policy-
makers and industry leaders are increasingly 
concerned about the potential for a housing 
crisis driven by these factors. Policy discus-
sions continue across industry and regulatory 
forums to monitor these trends. 

Conclusion 

The 2008 housing crisis was driven by 
multiple factors, including loosened credit 
standards and high debt-to-income ratios. 
Although the 2025 housing market may bear 
some resemblance to 2008, it is bolstered by 
stronger regulations and lower delinquencies. 
Still, credit stress, rising values (taxes), and 
disaster risks (insurance) require action. By 
supporting borrowers, balancing markets, and 
stabilizing policy, stakeholders can prevent a 
crisis and ensure a resilient housing ecosystem. 

With over 20 years of mortgage banking 
experience, David Solomon has held a number 
of leadership roles in primary and secondary 
markets that focused on portfolio manage-
ment, driving growth, and scalability, leveraging 
technologies to build efficiencies, manage risk, 
process automation, and enhancing customer 
satisfaction. Solomon’s leadership responsibil-
ities have included Servicing Operations, Risk 
& Compliance, Operational Modernization and 
Transformation, and Data and Analytics. Sol-
omon’s mortgage banking experience allows 
him to provide up-to-date insights to clients 
with industry best practices on process design, 
leveraging technology to gain efficiencies, and 
risk management. Over the years, Solomon 
has become a trusted advisor to the financial 
services industry, inclusive of Wall Street firms, 
banks and credit unions.
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