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AUSTRALIA’S SUNCORP 
HAS EMBRACED BOTH A 
PAPERLESS MORTGAGE 
PROCESS AND A 
ROADMAP TO MOBILE. 
HERE’S HOW THEY DID IT:

Executives working in financial ser-
vices have long been vexed by the 

paper documents that clog their sys-
tems. Yet, experience shows that pa-
per-based systems work against every 
major goal institutions have: improve 
the borrower experience, reduce costs 
and meet regulatory requirements. 
Paper is a major impediment in each 
of these areas. A leading bank in Aus-
tralia recently took on the challenge 
to eliminate paper in its mortgage 
operations, and improve its ecological 
footprint and customer experience – it 
serves as a model for U.S. banks and 
lenders to do the same.
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In the U.S. mortgage industry the 
government has made it clear that 
mistakes in loan files are no longer 
tolerated. Regulator changes to the 
Real Estate Settlement Procedures 
Act (RESPA) set a tolerance on the 
amount the closing cost estimates (de-
livered to new home loan borrower) 
could vary between the Good Faith 
Estimate required under the Truth in 
Lending Act, and the HUD-1 final set-
tlement report delivered at the closing 
table. It has been widely argued within 
the industry that this would require a 
move to paperless loan origination as 
changes on paper documents will cre-
ate problems that delay loan closing. 

Meanwhile, the Consumer Finan-
cial Protection Bureau (CFPB) has 
also declared that each financial insti-
tution bears the burden of proof that 
its own staff, and its partners, have 
met this customer satisfaction goal. 
Satisfying every borrower is not a re-
alizable goal. In order to protect them-
selves from regulator action in the 
face of failure in this regard, lenders 
and servicers must have an audit trail 
they can use in their own defense. Pa-
per documents do not lend themselves 
to the type of verifiable, time-stamped 
and tamper-proof records offered in 
electronic audit trails. Going through 
paper with a government regulator 
during an audit would be a nightmare 
for any institution.

In addition to standing in the way of 
its progress toward the bank’s highest 
priorities, paper is also a substantial 
drain on the bank’s ability to compete 
against those institutions with mul-
tiple origination channels.
A NEW PROCESS FROM 
DOWN UNDER

So what are banks doing to elimi-
nate the paper chase and move into 
the world of complete digital manage-
ment? An interesting example can be 
found in Australia where Suncorp, the 
nation’s fifth largest bank, has taken 
dramatic steps to alleviate growing 
pains associated with paper. 

Suncorp is part of the Suncorp 
Group, which includes general insur-
ance, banking, life insurance and su-
perannuation brands in Australia and 
New Zealand. The group has 15,000 

employees and relationships with nine 
million customers and $96 billion in 
assets. It also processes approximately 
40,000-60,000 mortgages per year. As 
a truly regional bank with a strong 
suite of deposit and lending products, 
the bank prides itself on connecting 
with customers and communities. 

The mortgage market in Australia 

is similar in many ways to that of the 
U.S. Growth is contingent on con-
sumer confidence, which is driven by 
continued employment and low inter-
est rates. Banks in this $1.3 trillion 
market also face similar government 
regulations and environmental con-
cerns that are forcing them to rethink 
how they process an ongoing glut of 
paper. Innovation is an area where 
banks can increase efficiencies within 
mortgage operations. 

Suncorp recently tackled one of 
its most complex business processes 
by adopting an integrated smart pro-
cess application (SPA) solution that 
included a digital capture platform 
along with a new electronic content 
management (ECM) system. The so-
lution went live in November 2011 to 
collect information from loan applica-
tions and assign it to a paperless work-
flow application. The digital transition 
removed the need for thousands of 
paper files to be handled by the loan 
processing team at any one time.

Before the solution was deployed, 
Suncorp Bank’s mortgage processing 
workflow called for three separate 
versions of every loan file to be han-
dled. Loan applications received from 

branches and mortgage brokers were 
processed as paper files, manually en-
tered into the bank’s core system, then 
into another electronic “workflow” 
version in the bank’s manual tracking 
system.

This manual tracking system was 
updated by each processor as the 
physical loan file, and core system 

workflow moved from team to team 
throughout the end-to-end process. 
Suncorp Bank’s mortgage processing 
team began exploring alternatives to 
its manual processes in 2010.

“We were looking at ways to im-
prove our processes and turnaround 
times for customers, and decided 
to automate things and work a little 
smarter,” said Stuart Nielsen, Suncorp 
Bank’s executive manager of mort-
gage services.

“We were sending tens of thousands 
of files a year to an external storage 
provider, and the difficulty of retriev-
ing them from off-site, and within our 
offices, was frustrating.” Initially the 
aim was just to go paperless; however 
after talking further with technology 
providers, the goal was broadened to 
embrace an all-digital workflow.

“We saw we could use optical 
character recognition (OCR) not just 
to image the file and categorize it, 
as some of our competitors do, but 
also to route it. There’s quite a clever 
workflow engine at the back-end of 
this platform. The goal was to have 
one file and no paper.”

Loan applications and supporting 
documents are now ingested via fax 

Going through paper with a 
government regulator during an 
audit would be a nightmare for 
any institution.



or as email attachments sent from 
branches and brokers. Scanning is 
done there, where in the case of the 
Suncorp Bank branches, a fleet of 
more than 200 multifunction devices 

are configured with a scan-to-Kofax 
button.

The loan application data is either 
entered manually into the core bank-
ing system or transferred via elec-
tronic lodgment. There are also many 
supporting documents such as bank 
and credit card statements, tax returns 
and income validation. These docu-
ments are all imaged and categorized 
with the help of OCR.

“The mortgage processing platform 
is the first large scale imaging project 
undertaken at Suncorp Bank, and has 
resulted in our imaging system be-
ing among the best, if not the best, in 
the Australian market,” said Nielsen. 
“One of our goals was to get the level 
of document recognition up to our tar-
get of being 80 percent automated, a 
goal we were able to achieve within 
six months of the launch. It’s really 
exciting to work with technology that 
is so intuitive, providing us scope for 
further improvements and the ability 
to teach new things.”

“In addition to removing paper and 
improving processing speeds, this sys-
tem gives us better capabilities around 
fraud detection and file quality. No 
longer do we have to order files back 
from a physical storage facility, they 
are now instantly available online, 
with a full user audit trail, adding to 
the security of the transaction. Our 

fraud and quality assurance teams 
have faster, more user-friendly access, 
including remote access, to the loan 
files, improving our ability to detect 
irregularities in loan applications and 

in turn our quality assurance.”
The Suncorp team implemented the 

solution in just over 12 months, and 
loan processing times have reduced 
by 10 percent, with further benefits 
still to be realized as recognition rates 

continue to improve. The smart pro-
cess platform has now spread within 
Suncorp for human resources applica-
tions, personal insurance, commercial 
insurance and accounts payable.

Desks now look clean and unclut-
tered and a 39-foot long filing cabinet 
was sent to the recycle bin. In addition 
to speeding up mortgage processing 
for customers, automation is saving 
Suncorp hundreds of thousands of 
dollars each year in paper, printers and 
toner. The green benefits are also con-
siderable, with an estimated 400-plus 
trees spared each year, and the amount 

of carbon dioxide emitted into the at-
mosphere reduced by approximately 
80 tons.
OPPORTUNITY FOR 
U.S. LENDERS

There are many problems with paper 
and many opportunities that justify get-
ting it out of an organization. Institu-
tions that make the effort to do so will 
see their efforts repaid in short order, 
and that includes both the expense 
to implement new solutions and the 
advantages offered by automated sys-
tems. Doing it from a unified software 
platform makes it easier to imple-
ment and manage, especially when 
banks have the ability to develop and 
deploy SPAs that are tailored around 
their mortgage processing needs and 
provide a “plug and play” roadmap to 
mobile capabilities. 

Like Suncorp, U.S. lenders need 
to rethink the way they process mort-
gages and engage borrowers. In fact, a 
top-five U.S. mortgage lender is opti-
mizing their mortgage processing with 
the industry’s first open mobile capture 
platform introduced by Kofax earlier 

this year. They are enabling mobile 
mortgage application processing in 
addition to extending the mobile plat-
form to check deposit, new customer 
onboarding and new account openings. 
Most importantly, the bank will be able 
to lower their total cost of ownership. 
Other U.S. lenders can also succeed in 
cost containment, improved customer 
experience and regulatory compliance 
only if they refine their approach to the 
mortgage origination process by imple-
menting a firm foundation—commit-
ting to the complete elimination of 
paper in their processes. 

Like Suncorp, U.S. lenders need 
to rethink the way they process 
mortgages and engage borrowers.
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