
  
n today’s environmentally conscious, highly technological industry, more mortgage 
professionals are starting to ask: “Is paper becoming obsolete?” Although the answer 
should be a collective and enthusiastic “yes,” many are still skeptical of the growing 

It’s time for change. The ROI is clear. Paperles saves time, saves money and saves 
the environment.
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trend, while others are rejecting it alto-
gether. When the economy took a nose-
dive, the mortgage industry took a spe-
cific hit. Therefore, it is more crucial now 
than ever for lenders to take advantage 
of paperless opportunities that will make 
them more efficient and increase rev-
enues. Sure, there will be short-term pain 
points and upfront costs, but soon after, 
your company will sit back and realize the 
significant return on investment. 

What a Waste

The mortgage industry is notorious for 
wasting paper. The documents that make 
up each customer’s loan file contain hun-
dreds of pages, when you factor in the 
applications, tax returns, credit reports, 
pay stubs, etc. And oftentimes, employ-
ees make several hard copies of each file 
to send to title agents, appraisers, under-
writers and other third parties involved 

in the mortgage approval process. You 
do not have to be an environmentalist to 
sense that something needs to change.

Common misconceptions that derail a 
move toward a paperless solution include 
costs, lack of security and excessive time 
spent learning new methods. However, 
in my experience as a business head of 
Wipro Gallagher Solutions, a paperless 
loan origination system and fulfillment 
service provider, I have found that not 
only are these notions false, but going pa-
perless usually has the opposite effect. 

the ROI Is CleaR

There are numerous advantages to going 
paperless. In the mortgage industry, con-
sumer privacy is a top priority. Storing 
paper documents in file cabinets poses a 
significant security threat. And because 
most documents contain sensitive cus-

tomer information, lending institutions 
end up spending hundreds of dollars per 
month on a shredding service. In a pa-
perless environment, password protec-
tion, encrypted data and user authoriza-
tion ensure lenders that the information 
is protected. The ability to back up docu-
ments also increases security and reduces 
the risk for permanent loss in a situation 
of fire, burglary or employee error.

Mortgage fraud would also decrease 
as a result of using electronic documents. 
The need for “wet ink” signatures will 
soon be outdated due to an influx in 
cases of identity theft and forgery. New 
advances in technology are making it 
more difficult for fraud to take place. For 
instance, the use of digital signatures re-
quires logins, passwords, security ques-
tions, a personal identification number 
and other security barriers to prevent 
identity theft. 

Another benefit is increased efficien-
cy. Centralizing all documents to one 
location allows for easy and immediate 
access. Since data is only entered into 
the system once, processing and turn-
around time is significantly decreased. 
Therefore, closings are completed in 
hours rather than days and customers are 
more satisfied. As access to files can be 
granted to more than one person simulta-
neously, the need to make copies is elim-
inated along with the risk of misplacing 
rogue copies around the office. In addi-
tion, centralizing data for your process 
provides a more collaborative environ-
ment that eliminates unnecessary touch 
points and speeds up the process. This 
environment enables multiple produc-
tion resources to work on the same file 
without having to wait for a response on 
certain documentation from every single 

third-party individual.  
Digital files are especially necessary 

in an industry inundated with complex 
regulations, and documents need to be 
readily available. For instance, audits are 
becoming more frequent. If you operate 
in a traditional environment and an au-
ditor needs a document from two years 
ago, there is only a small chance you will 
be able to find it. There is absolutely no 
chance it would be found within a matter 
of seconds. Electronic documents enable 
lenders to obtain full loan files almost in-
stantaneously, making the ever-dreaded 
audit process less painful. 

Further, going paperless reduces 
costs. Most professionals do not con-
sider the amount of money that goes 
into the traditional paper environment. 
In addition to purchasing several reams 
of paper every month, there are also the 
costs of stamps, ink, toner and courier 
and storage services. Going paperless 
means eliminating these everyday costs, 
not to mention the manual labor associ-
ated with them. 

While reducing costs cannot be em-
phasized enough, you should also be 
careful not to overlook the savings as-
sociated with making the most of op-
portunities. Time spent making copies, 
printing and sending documents, filing 
papers, rewriting data and searching 
for missing papers can be better spent 
serving customers and processing more 
loans. Eliminating physical documents 
alleviates the need of having to main-
tain them, saving time and aggravation. 
Many lenders today want to take advan-
tage of centralized processing services at 
low cost locations (domestic as well as 
off-shore centers) to reduce costs as well 
as increase service levels. Success of this 
delivery model completely depends on 
how efficiently your LOS technology 
can support the paperless process.

Obviously, another benefit to switch-
ing to a paperless solution is improving 
the environment. According to the United 
States Environmental Protection Agency, 
the average worker uses approximately 
10,000 sheets of paper per year, which 
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The mortgage industry is notorious for 
wasting paper. The documents that make up 
each customer’s loan file contain hundreds  
of pages.

“ “



amounts to four million tons of paper an-
nually. Not only would reducing those 
statistics help the environment signifi-
cantly, it would position your company 
well in the minds of consumers who are 
jumping on the “green” bandwagon. 

Making the change to a paperless of-
fice should be an industry-wide exercise, 
with mortgage professionals relying on 
one another to move forward. Lenders 
should work hand-in-hand with their 
vendors to lay the groundwork for them 
through robust technology with SaaS 
capabilities. Transaction-based pricing 
models take away most of the heavy lift-
ing associated with going paperless for 
the lender. 

I realize change is daunting for com-
panies that are comfortable with their 
current methods of operation. In fact, 
it is typical that the biggest concern is 
over how well received the new platform 
will be. Most users are reluctant to ac-
cept new models, and managers fear that 
they will not be used correctly. Speak-
ing first-hand, I can confidently say that 
the transition is fairly straightforward 
if implemented properly. First, test the 
software extensively. Run it through day-
to-day operations to ensure it functions 
adequately. This will give you valuable 
feedback about its capabilities and what 
needs to be improved. Also, knowing 
its abilities will make employees more 
confident in the system and more open 
to using it.

To help with the integration of a pa-
perless process, invest in comprehensive 
training programs. The most effective 
transitions do not happen overnight. 
Therefore, it is imperative to begin train-
ing sessions well in advance, while em-

ployees are still using existing methods, 
to prevent unforeseen issues. Vary train-
ing sessions according to how each em-
ployee learns. Some may prefer sit-down 
tutorials while others prefer to experience 
the technology first-hand. Encourage 
employees to sit in on demonstrations to 
better understand the product and work 
out any kinks to the system in a safe and 
casual environment. With better under-
standing comes an easier adoption.

Next, open the lines of communica-
tion within the company. Employees do 
not want to be forced into doing their 
job a different way without having in-
put. They will be much more receptive if 
they can express their concerns through-
out the process. It is helpful to hold 
regular meetings to give employees the 
opportunity to ask questions and share 
their opinions. These meetings can also 
act as a forum for the company to share 
tips and best practices for using the new 
system.

Make It Matter

Finally, I believe in the power of incen-
tives. Rather than just expecting that 
your company will accept new business 
processes, provide your employees with 
creative rewards for embracing the new 
technology. People simply respond bet-
ter to change if you can create positive 

associations with it. For instance, if your 
new system can now store customer files 
on an Internet-accessible server, consider 
offering a work-from-home day every so 
often for your employees.

As we have seen over the years, great 
leaps and bounds have been made in 
our business with the addition of auto-
mated APR calculators, AUS and rules 
engines, and even enabling consumers 
to easily apply for a loan themselves. 
Going paperless is yet another natural 
progression in the evolutionary process 
of the mortgage industry. The traditional 
environment is labor intensive and time 
consuming, two factors the mortgage 
industry cannot ignore. I believe that in 
the very near future, mortgage compa-
nies will have to be fully equipped with 
the most advanced technology, including 
full e-mortgage software, in order to re-
main competitive in this industry. ❖
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I believe in the power of incentives. Rather 
than just expecting that your company will 
accept new business processes, provide your 
employees with creative rewards.

“ “
Anil Raibagi is the General Manager and Business Head at Wipro 
Gallagher Solutions, which provides cost-effective, end-to-end loan 
origination technology and fulfillment services to financial institutions. 
WGS’ lending technology and fulfillment processing solutions support 
paperless environments and enable users to reduce costs and streamline 
workflows and business practices. For more information, visit the 
company’s website at www.gogallagher.com.
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