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Recently, the Consumer Financial Protection Bureau announced a new electronic closing pilot
program to allow consumers the ability to review mortgage documents prior to reaching the
closing table. This follows closely on the heels of changes to Regulation B back in January that
required lenders to provide borrowers copies of appraisals or other written valuations promptly
upon completion. Add these to the existing regulations requiring documents to be delivered to the
borrower within three days of application, and it seems that you are being asked to send
information to your borrower at every turn.
The intent of these regulations isn’t to just provide borrowers with the appropriate documents, but
to give them time to review, analyze and ask questions. The last thing anyone wants is for the
borrower to be surprised when they get to the closing table. An informed borrower is a happy
borrower.
So how exactly do you accomplish this? The answer is with a secure communication platform. A
secure communication platform allows you to not only deliver documents to the borrower
throughout the entire loan process, but also allows for the borrower to securely ask questions and
return documents back to you if needed.
When considering a secure communication platform, there are several things to consider. The first
of course is security. While many lenders would never consider sending sensitive information via
e-mail, it is amazing how many sensitive documents are delivered back to lenders in this manner.
Paystubs, W-2’s and previous year’s tax returns all contain information that should never be sent
via e-mail. Unfortunately, many borrowers have no other option of delivering this information
back to the lender.
The next thing to consider is availability. Today’s borrowers are always on the go. For any
communication platform to be effective, it must be able to be accessed via mobile devices. By

making sure that your platform is mobile ready, you are assured that you can always reach your
client, and more importantly, they can always reach you.
Workflow is another factor to look for in a communication platform. What happens if a request
goes unanswered? What if the borrower doesn’t consent to receiving their documents
electronically? To stay compliant with all of the regulations it is very important to be notified when
manual intervention may be required.
The last, but definitely not the least, thing to look for is a complete audit trail. Being able to produce
proof positive that documents were delivered on time and that all ESIGN requirements were met,
along with a history of messages exchanged between lender and borrower will keep you in good
graces with your auditors.
As I mentioned earlier, lenders are being asked to deliver information to borrowers at every turn. By
installing a secure communication platform you can not only meet both the letter and intent of these
regulatory requirements, but make the entire loan process faster and smoother for the borrower.
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