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The Paperless 
MovementMovement
Eric Kujala of DocVelocity talks about why going 
paperless is so important in today’s market.

This year electronic collaboration vendor DocVelocity made 
headlines when it introduced DocVelocity Threads, which 
is essentially an online customer portal. Threads allows you 

to communicate and exchange documents with anyone involved 
in the loan process —even if they don’t have DocVelocity. This 
means anyone in or outside of your company can ask questions, 

upload additional documents, or 
get updates on where their file 
is in the process. The company 

also introduced DocVelocity Desktop, which combines the 
scalability and flexibility of a Web-based application with the 
speed and power of a desktop application. This gives you secure 
online access to data anywhere in real time with the ability 
to perform virtually all daily tasks on an ultra-fast desktop 
application. Eric Kujala, Vice President at DocVelocity, talked 
with us about these advances and how the mortgage industry can 
evolve to a more paperless environment overall.
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Q: Tell me about the threads update and how 
that's going?

ERIC KUJALA: Threads is all about the com-
munications that we had with our clients. 
We do a good job of listening to our cli-
ents and trying to understand what their 
problems are. We really want to try to un-
derstand what the industry problems are 
that our clients face today. In a roundabout 
way we go to a point where they said that 
they need to think about better ways of 
communicating with the customer. They 
told us that they want their customers to 
have an easier time of doing business with 
us so they come to us instead going with 
our competitors.

That seems like a simple request. As 
we talked this through with them we first 
asked them what their definition of a cus-
tomer was. It may seem like an easy ques-
tion with an easy answer, but actually it 
isn't. In the end, our customers answered 
this question in a variety of ways. It actu-
ally came down to the fact that they want-
ed to reach a subset of a variety of differ-
ent mortgage participants in a wholesale 
organization. For example, the broker is 
the customer they want to get the docu-
mentation in and speed up interaction. 
They also wanted better quality interac-
tions from and with the broker.

When you're a retail organization that 
client is different. Retail lenders have a 
couple of different customers. They have 
the loan officer in that they want to re-
cruit the best loan officers. And don’t 
forget, everybody wants to offer the best 
overall process so that they can transfer 
document seamlessly to each depart-
ment within the mortgage organization. 
We want to help bridge that gap. That's 
what threads accomplishes. We are help-
ing lenders of various sizes, shapes and 
forms deal with a variety of customers in 
an automated fashion.

Q How is it going? Do you have any customer 
response yet?

ERIC KUJALA:  Customers are telling us 
about threads every day. It's changing how 

they're interacting with their customers. 
We've been working with customers 
for the last several months to optimize 
threads and to deploy it. It is been very 
successful. A lot of our customers are 
in production with the technology right 
now. There's a strategy around this. It's 
nice to see lenders thinking strategically 
about technology. As we help them roll 
out this technology they are telling us that 
it's giving them a leg up. They are finding 
new ways to get new business with this 
technology and that's very gratifying 
because that's what technology should do. 
In the end it should be a helping hand for 
wholesale lenders, retail lenders, really 
any lender in the mortgage industry today. 
As a vendor you want to help them get 
new business and help them keep existing 
business by offering an enhanced customer 
experience. You want to provide a clear 
benefit for all the stakeholders involved in 
the mortgage today.

Q: Another key element of DocVelocity 3.0 is the 
desktop feature. Talk to me a little bit about what 
that means to lenders in the market today.

ERIC KUJALA: This evolved from what we 
called DocVelocity Messenger. Basically 
what you can do is add a file from or to 
the Web using this tool. This created a 
new way, and a faster way, for you to push 
those documents as images back and forth 
using the Web so that you can interact 
with people internally and externally 
get those documents to work for you. 

Desktop takes that one step further. We 
want to make sure that users can interact 
with that electronic paper just as easily as 
they can with real paper. That's the whole 
philosophy behind Desktop.

If you think about it, you have docu-
ments moving in and out of the file, and 
you have people interacting with a variety 
of documents. We wanted to accomplish 
this in a seamless fashion. We wanted 
to find an easy way for people to inter-
act with those documents as they move 
back and forth. We also wanted to make 
sure that the experience was as seamless 
as possible. It's a culture change for com-
panies to go paperless. Let's remember 
that the more tools that we can provide to 
make the transition easier, the better the 
industry will be. The best way to think 
about this is that we’re providing steps to 
help lenders transition to a fully paperless 
process with this new tool.

Q: If there was a big message behind version 3.0 
that you want to get into the mortgage space 
what would it be?

ERIC KUJALA: For me it’s all about one word: 
collaboration. You want to make collabo-
ration with internal parties and external 
parties as easy as possible. We are trying 
to get as many of the needed parties into 
a whole file and collaborate, that means 
real estate agents, that means brokers, that 
means underwriters, that means loan of-
ficers. It can't be limited to one person or 
one party. We want to get as many people 
collaborating with an electronic loan fold-
er as possible. You shouldn't have to pull 
the paper file out of a huge loan file and 
then change or slow your process down. 
We want to enhance electronic collabo-
ration and I really think that that's what 
the overriding message of this new update 
should be to your readers.

Q: How has your approach to the market changed 
over time?

ERIC KUJALA: We started going after lenders 
that did 5 to 20 loans a month. There's a 
lot of value for them and for us to go after 
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Industry PredIctIons
Eric Kujala thinks:

1You’ll see more LOS consolidation. 
There will be more acquisitions to come.

2Bank of America will continue to pull 
back. You’ll see more opportunity in 

the wholesale space as a result.

3You’ll see expansion on the retail side. 
You’ll see new branches and satellite 

offices popping up.

Executive Interview



that market. However, we're realizing 
that there's a lot of value for midsize 
and even larger companies to transition 
to a paperless process nowadays. We're 
also finding that this new market is very 
interested in the technology that we have 
to offer. We find our customers now are 
doing much more volume. We want to 
grow with our customers.

Q: What can you tell me about the future of the 
product? 

ERIC KUJALA: We want to increase ef-
ficiency. We want to keep the lenders 
moving in the direction of electronic 
files. We want to get them away from 
using physical paper files because that's 
just inefficient. We also have to think 
about cultural change. I talk a lot about 
the cultural change required to go paper-
less. We have to continue to offer new 
products that makes that culture change 
easier. We will continue to be that flex-
ible, that scalable solution that helps 
lenders go paperless. That flexibility is 
important. We are making changes all 
the time so we can be ready for the next 
mortgage change. We need to get the 
new lender clients going further with 
paperless.

Q: Let’s move away from DocVelocity news and 
talk a little about overall market conditions. All 
the predictions say volume is going to be way 
down next year. Is that your sense? And if so, 
how are you preparing your lender clients to 
compete?

ERIC KUJALA: I have to agree with the 
predictions. However, there is still 

opportunity. As companies start to 
consolidate our customers benefit. The 
overall industry will see a decrease in 
volume but our customers are growing. 
We are going to continue to evolve 
the technology so they can have a 
differentiator. Technology allows you to 
be scalable so you can do less volume and 
still be competitive. 

Q: This year lenders benefited from record 
low interest rates, which created a refinance 
boom of sorts. To keep that going the president 
announced a plan to make it easier to refi. Will 
that plan extend refi activity or has everyone 
already refinanced that could refinance?

ERIC KUJALA: I’m not sure. I’ll use myself as 
an example. Once I do the math, it doesn’t 
make sense at this point. I would like to 
think that people are doing the research 
before refinancing. Surely there are some 
people longing to refi but don’t qualify 
that may benefit. However, I don’t know 
that we’re going to see record refinances. 
We’ll just have to see.

Q: I would imagine that your clients are tackling 
UAD and preparing for the next UMDP deadline. 
How are lenders coping?

ERIC KUJALA: We’re asking our clients 
where they are with this and most say 
that they have a plan. They are taking the 
necessary actions. There are procedural 
changes, but the lenders are ready. I 
see a more positive reaction on this as 
compared to when they mandated the 
GFE and TIL changes. Lenders were 
not sure if they had it right, but now they 
think they have it right. We just want 

to make sure that we are facilitating 
the process change. We work with the 
AMCs and others to make sure that we 
can keep our lenders paperless. This is 
needed.

Q: We’re also seeing a lot of flux in the LOS 
space. I talked to another e-collaboration vendor 
that built their own LOS because the industry 
LOS players would not do an integration. How 
is the LOS space evolving and how would you 
characterize your interaction with the various 
LOS companies?

ERIC KUJALA: We are open to integrate to 
anyone. In terms of dealing with the 
LOS companies, everyone has their own 
strategy. Every LOS has a plan. If you 
take Ellie Mae, for example, they buy who 
they want to integrate with. In their case 
that will probably be their strategy until 
their customers demand more choices. 
The LOS wants to own the customer but 
that will change. Customers will force 
the LOS systems to open up. Salesforce 
has a great model in that you buy the 
application and plug in to whoever you 
want to. There are a lot of industries that 
have that approach and as the mortgage 
industry evolves we will get there, too. 
Lenders want options.

Q: How has the concept of electronic collabora-
tion changed over the years and where do you 
see it going in the future?

ERIC KUJALA: The collaborative file has 
advanced from a regulatory standpoint 
and an operational standpoint, as well. The 
need to do a review or a quality control 
check is difficult in a traditional paper 
world, but now you can set up rules to 
check the file without pulling it out of the 
assembly line. Also, lenders are recruiting 
talent and e-collaboration will be a great 
way to attract quality talent that may need 
to work from home and still be scalable. 
You need to be scalable up and down. 
We’re going to be riding some waves over 
the next few years. You need to be able to 
handle the volume that comes in and the 
volume that doesn’t come in. ❖
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Eric Kujala is Vice President at DocVelocity. Kujala started at Flagstar 
Bank as a home loan advisor in 2002 with responsibility for originating 
new residential mortgage business for Flagstar Bank’s Direct Lending 
department. In 2003, he was named team leader in the department, 
and in 2004 he was appointed assistant vice president, responsible for 
the entire Direct Lending sales team. In 2008, he joined DocVelocity, 
the flagship product of Paperless Office Solutions, Inc., a wholly owned subsidiary of 
Flagstar Bancorp, where he currently serves as national sales and consulting manager. 

InsIder ProfIle


