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Imaging And Workflow Tools
Can Help Handle Loan Volume

I t’s no surprise that mortgage
lenders have to handle a massive
amount of paper documents

every day. After all, a single loan file
can contain well over 200 pages.
This shear volume alone inevitably
causes delays in routing and pro-
cessing, as well as occasional inac-
curacies in loan documentation. 

While managing this volume of
paperwork can be difficult enough
on its own, lenders also have to en-
sure that they comply with all regu-
latory guidelines. As companies try
to find new and innovative ways to
handle such a complex part of their
business process, many are turning
to imaging and workflow automa-
tion (IWA) technologies.

IWA combines document and da-
ta capture, along with workflow au-
tomation, to create an end-to-end
solution that integrates with enter-
prise and line-of-business applica-
tions. This enables companies to
convert paper into digital images,
store them in a Web-enabled reposi-
tory for rapid retrieval, and extract
data from them to enhance loan
processing. 

Once implemented, IWA solutions
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can provide lenders with a way to
strengthen controls, drive out costs
and increase efficiencies, while also
achieving compliance throughout the
application and review process.
However, not every solution follows
the same approach or provides equiv-
alent functionality. In addition, there
are different costs and risks associat-
ed with each solution.

Analyzing risks and returns

The two distinct methods that
mortgage companies are typically
following to deploy IWA technolo-
gies are buying, installing and main-
taining an in-house system, or sub-
scribing to a Software-as-a-Service
(SaaS) solution delivered through
document process outsourcing
(DPO) service providers. DPO serv-
ices typically include document re-
ceiving, electronic document cap-
ture, Web-based image hosting,
workflow-enabled process automa-
tion and, in many cases, secure, off-
site, long-term hard copy storage. 

In-house systems enable organi-
zations to staff and maintain an in-
ternal infrastructure, while SaaS so-
lutions allow organizations to focus
on core competencies by outsourc-
ing this process. Each of these meth-
ods supports a company’s compli-
ance strategy by managing content
in a way that adheres to regulations
and minimizes risk.

If a mortgage lender is consider-

ing implementing IWA technology
by purchasing, installing and sup-
porting an in-house infrastructure, it
is important to recognize that initial
upfront costs are small compared to
ongoing personnel requirements to
operate the system and service end-
users. In fact, the total cost over a
three-year period is estimated to be
six to 10 times the initial hardware
and software cost. 

In comparing the in-house option
to a SaaS solution, both infrastruc-
ture and personnel costs of the in-
house alternative must be included
to reflect an equivalent experience
over time. An analysis limited to up-
front hardware and software ex-
penses compared to ongoing SaaS
usage fees can lead to the incorrect
conclusion that an in-house alterna-
tive is lower in cost. In reality, initial
hardware and software costs are in-
significant compared to run-time
costs. The true cost is far higher for
the in-house alternative.

For an in-house solution to be
successful, the expertise of deliver-
ing an always-available IWA system
-including document capture, quali-
ty control, document storage, busi-
ness continuity and servicing users
in general - must be developed and
maintained by internal staff before
any meaningful adoption can oc-
cur. Without adoption, benefits are
limited, while the actual expenses
are significant. There is both a high
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risk and high cost of failure. 
Making the right decision requires

a complete, detailed cost comparison.
When the true operational costs of an
in-house solution are taken into ac-
count, the financial breakeven point
is years in the future. There is also a
chance that breakeven may never be
achieved with an in-house system due
to future infrastructure requirements
and software obsolescence.

“As we evaluated the various op-
tions for document management, we
quickly realized that driving a busi-
ness with digital images requires
proven, reliable management and
controls, nonstop availability, and
policy-based best practices,” says
Steve Glass, chief information officer
at Independence Community Bank
(ICB), a lender in New York and New
Jersey. “All of the administrative and
technical processes associated with
managing an in-house solution can
quickly escalate into a complex and
expensive system that is costly and
time consuming to fully build out,
maintain and change.” 

In contrast to an in-house system,
a SaaS solution requires a signifi-
cantly lower investment. Savings
from expertise and specialization
and the massive economies of scale
of a SaaS provider are passed onto
the customer. Depending on labor
rates, the need for vendor support,
internal IT resource requirements,
disaster recovery, business continu-
ity, and a myriad of expenses associ-
ated with software and hardware
support, the SaaS subscription will
typically be between 10% and 30% of
the in-house costs in a true assess-
ment of multi-year costs.

The risk of failure is low with a
SaaS provider, since specialized ex-
pertise and experience with thou-
sands of users offers a significantly
higher potential for success. Finan-
cial benefit to the customer may ac-
tually be higher because of the SaaS
provider’s experience and capabili-
ties. The cost of failure is low since
there are no large investments in in-
frastructure and personnel. Typical-
ly, SaaS solutions also offer securi-
ty, high performance, broader
functionality, 24/7-system access

documents online, and creating an
electronic process. 

It accomplishes this by first scan-
ning, indexing and storing new loan
documents in a centralized, fully re-
dundant repository, managed by the
DPO provider. Loan documents are
then routed electronically to the ap-
propriate people for review and pro-
cessing based on existing business
rules. 

The collaborative, online loan
folder enables required parties to
share all documents from a loan sub-
mission package and closing package
through the use of a standard brows-
er-based interface. Users do not need
to learn a new way to do business,
but rather perform their current func-
tions using a new tool that makes
their job simpler and faster, all with-
out the need to install software or
hardware of any kind.

If a mortgage lender does select a
SaaS solution, there is one vital fac-
tor that must be taken into account:
the DPO service provider must pass
their SAS 70 certification. This certifi-
cation is critical with federal regula-
tions, such as Sarbanes-Oxley and
Gramm-Leach-Bliley, requiring corpo-
rations to audit the internal controls
of their suppliers and consumer pri-
vacy regulations, including those that
provide document process automa-
tion services.

Whether implementing an in-
house system or a SaaS solution, IWA
technologies can provide mortgage
lenders with dramatic improvements
throughout the application and re-
view process. The problem is that the
strategic focus of most lenders does
not logically map to gaining a core
competency in operating a compre-
hensive, robust imaging and work-
flow automation infrastructure and
its associated support requirements. 

Any company considering deploy-
ing an in-house IWA solution must
decide if it meets its broader strate-
gic objectives. On the other hand, the
SaaS provider offers focused expert-
ise, experience with thousands of
customers, and proven performance
and availability, which translates to a
lower risk of failure and faster return
on investment. 

and user support, and highly scala-
ble service offerings. 

Implementing the solution

Once implemented, the solution
should help lenders process loans
faster, reduce the time spent by staff
collating and preparing documenta-
tion, allow multiple users to work on
the same loan simultaneously, and re-
duce the possibilities of human error
and misplaced documents. 

In addition, potential savings in-
clude eliminated or reduced express
mailings, reduced copy and fax costs
per loan, and reduced time and re-
sources preparing for audits.

Another company that experi-
enced the benefits of a SaaS solution
is Franklin Credit Management Corp.
in New York. In order to handle the
high volume of loan information it re-
ceives, the company had used an in-
house document imaging system that
was maintained and updated by its
internal IT department.

Due to rapid growth and expan-
sion, Franklin Credit realized that it
would have to extend this system,
which meant adding staff, new hard-
ware, additional software licenses
and support resources. The signifi-
cant costs associated with this type
of infrastructure build-out out-
weighed any potential benefits. 

After evaluating a number of new
internal system options, Franklin
Credit decided that a SaaS solution
would enable it to more efficiently
manage highly volatile monthly loan
document volumes. “We now have
the capabilities for painless scalabili-
ty that can meet our rapidly growing
business needs,” says Matt Francisco,
Franklin Credit’s vice president of in-
formation technology. 

The company now manages its op-
erations more efficiently, with all par-
ties being able to collaborate with
electronic loan folders and documents
in real-time over the Web. Processes
such as loan preparation, review and
auditing can be done securely.

An electronic process

A SaaS solution streamlines loan
processes through capturing, collabo-
rating, sharing and archiving loan

Copyright © 2006 Zackin Publications Inc. All Rights Reserved.Subscription information available online at www.sme-online.com.

SME

http://www.sme-online.com


<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /All
  /Binding /Left
  /CalGrayProfile (Dot Gain 15%)
  /CalRGBProfile (ColorMatch RGB)
  /CalCMYKProfile (U.S. Sheetfed Uncoated v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /ColorConversionStrategy /sRGB
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveEPSInfo true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile (None)
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputCondition ()
  /PDFXRegistryName (http://www.color.org)
  /PDFXTrapped /Unknown

  /Description <<
    /FRA <>
    /JPN <FEFF3053306e8a2d5b9a306f30019ad889e350cf5ea6753b50cf3092542b308000200050004400460020658766f830924f5c62103059308b3068304d306b4f7f75283057307e30593002537052376642306e753b8cea3092670059279650306b4fdd306430533068304c3067304d307e305930023053306e8a2d5b9a30674f5c62103057305f00200050004400460020658766f8306f0020004100630072006f0062006100740020304a30883073002000520065006100640065007200200035002e003000204ee5964d30678868793a3067304d307e30593002>
    /DEU <>
    /PTB <>
    /DAN <>
    /NLD <>
    /ESP <>
    /SUO <>
    /ITA <>
    /NOR <>
    /SVE <>
    /ENU <>
  >>
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


