
Process ImProvement - By tony GarrItano

Don’t Go Overboard
Sure, technology can solve a lot of the problems facing mortgage today, but 
there is such a thing as too much technology, too.

If you read PROGRESS in Lending’s daily e-letter you’ll find that I tell a lot of family stories. I can’t 
help it, I’m a family guy. And besides, we can learn a lot from our day-to-day family life that can 
be applied to work.
To this end, I want to share a tale of when technology becomes too much technology or just 

technology for the sake of technology. Right now my third-grade son is very computer savvy. He loves 
the computer, and that’s as it should be. I’m very proud actually.

His school is now jumping on the computer wave, as well. The school’s website has been redesigned 
with many new bells and whistles. One of these new bells and whistles is math review. My son has a 
username and password to log into his personal space within the website to do math review at home. 
He goes through the automated forms, answers the questions and does his review.

I think this is great. Why? The system produces analytics based on his performance that go back 
to his teacher. She knows when he did his review, how long it took him to answer each question and 
of course which ones he got right and which ones he got wrong. Having the review on the computer 
also eliminates the controlling parent from the mix. The parent can’t do the homework for the child 
without getting caught. In addition, because the work is online the student is more interested. My son 
is anxious to do his review.

So, I really like this use of technology. Besides automated math review we can view homework 
assignments to make sure the kids do all they need to do and download field trip permission slips 

without the teacher having to print lots and lots of 
paper. These are good features in my opinion, as well.

What else will the kids be doing online? Later 
in the year they will start blogging. They will start a 
blogging journal and the kids from the other classes 
will get to leave comments for them. They in turn will 
get to view all the other blogs and leave comments for 

their friends, too. This will help them with their Language Arts skills. It’ll help them better express 
themselves through writing, and as a writer I like that a lot. It’s good when your child appreciates what 
you do and learns in the process.

So far, so good, but now we come to what I view as the bad part. We had teacher/parent conferences 
just a few weeks ago. We get to meet the teacher to find out how our son is doing and all that. Well, 
the teacher sent us home a slip with our appointment that we had to approve. She followed up with an 
e-mail. We approved and we thought all was well. Apparently we were wrong. 

Soon after we were being told that we had to sign on to the school’s system and get our own 
username and password. I’m OK with that, but I wanted this new access for me and my wife to add 
value as it has for my son. So, I questioned it. Apparently I needed a username and password to again 
approve my appointment with the teacher online so everyone could see the schedule online. 

I think this is a bit ridiculous. I’ve already approved the meeting via a slip sent home and an e-mail 
and now I need a username and password to do it again. Why? What a waste of everyone’s time. It 
doesn’t make any sense to me.

We have to move forward. We have no 
choice. Progress will happen. Things will 
change. Improvements will be made.
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Back to my earlier point, technology can solve real 
problems and improve whatever process you employ, but you 
can also get carried away with it. Technology should make your 
process easier, faster, cheaper, more efficient, etc. Technology 
shouldn’t be put in place to make you do the same thing over 
and over again. 

If we look at upfront disclosures, putting those online makes 
for a better process and if the borrower can click to sign they can 
even commit to you in record time. But if they already signed a 
paper form, why make they e-sign the same form? Technology 
should not replicate a bad paper process, 
it should improve the process and 
eliminate duplication. 

To go back to the math review 
online, that has a lot of benefits. The 
kid likes it, just like the borrower likes 
a quick and easy online process; the 
teacher gets an automated record of 
everything the kid did online just like 
the LO gets an automated record of 
everything the borrower did online; the math review is free 
from tampering by meddling parents just like the online 
lending process adds security to help fight fraud. There are 
lots of parallels to be drawn.

I would submit to you that everything deserves a second 
look. Nothing is perfect. Also, that second look shouldn’t just 
be a one-time review, it should be a constant review. Nothing 
stays the same and that’s not a bad thing. Technology itself is 
evolving quickly. Look at the sheer number of things that can 
be done on your phone now vs. just a few months ago. As I 
look at electronic signing technology, for example, the earliest 
e-signing technology specific to mortgage that I know of didn’t 
start hitting the market until the late 90s and there was really no 
market for that technology in mortgage at that time. Those early 
e-signing vendors had to do a lot of outreach and education. 
Despite that outreach and education it seems to me like new 
regulation is what is prompting lenders to use this technology to 
take out both cost and risk that lenders can no longer afford. My 
point is that despite the clear return on new types of technology 
it sometimes takes big brother, in this case Washington reform, 
and intense market conditions, because in a conforming market 
you have to find a way to get cost out of the process somewhere 
in order to survive and be profitable, for lenders to act. That’s 

unfortunate in my estimation. My son’s school went a bit too 
far in terms of adopting technology, but I think they are to be 
commended for acting.

What would I say to lenders looking to find that right 
balance? I was just watching State of the Union on CNN because 
I’m a political junkie and I saw an interesting commercial. 
The commercial started with early imprints of life, moved to 
dinosaur footprints, human footprints, railroad tracks and to a 
futuristic looking car. The car was an Audi because the ad was 
done by Audi to advertise their cars. The tagline at the end 

of the commercial read something like 
“Progress can’t be stopped, but it can 
be driven.” 

What’s the point? We have to move 
forward. We have no choice. Progress 
will happen. Things will change. 
Improvements will be made. We have to 
embrace this change. We can’t deny it or 
ignore it. If we do, we will certainly be 
left behind.

I’ve been reading my kids a book called “The Tales of 
Beedle the Bard” by J.K. Rowling. It’s an offshoot book based 
on the Harry Potter franchise. It’s a collection of fairy tales 
that the witches and wizards of the Harry Potter world tell their 
children to teach them valuable lessons. “The Tale of the Thee 
Brothers” is in this collection and is referenced directly in 
“Harry Potter and the Deathly Hollows,” which is now playing 
in a theater near you. The idea behind this story is that these 
three brothers encounter Death and try to trick their way out 
of dying. In the end the trick is on the three brothers as they 
all find that the best they can do is evade Death for a given 
period of time. Why do I mention this here? First, I’m a big 
Harry Potter fan myself and I encourage you to read the books. 
Second, I would simply say to lenders today that like Death is 
unavoidable, so is technology.

The way to move forward in a positive direction is to listen to 
the borrower and do what’s right for your organization in terms 
of smart technology adoption. Don’t go too far, but please get 
moving. The same way Audi says progress can be driven by 
you buying their cars, I would say progress can be driven by you 
making continual decisions about how you should implement 
new technologies to improve the process for everyone, decisions 
that just plain make sense. ❖

Tony Garritano is Chairman and Founder of PROGRESS in Lending. As a speaker Tony has worked hard to inform 
executives about how technology should be a tool used to further business objectives. For over 10 years he has worked 
as a journalist, researcher and speaker. He can be reached via e-mail at tony@progressinlending.com.
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