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Overview of Changes 
What is changing? 

• We’re introducing electronic signing (eSignature) for loan and mortgage documentation for the Loan 
Origination process.  

• For loans lodged through ApplyOnline (excluding variations), Broker, Adviser and Direct RM can 
provide clients the option of eSigning their loan agreement. Clients in NSW, VIC and SA, will receive 
the full digital experience, with the option of eSigning both the loan and mortgage documents.  

• A new Welcome letter and subsequent follow up emails will be sent to clients at 7, 14, 30, 80 Day 
intervals. The Broker, Adviser and Direct RM reminder email will realign to the client 
correspondence.  
 

When will this change take effect? 
• Monday 6 April 2020.  

 
Why is this happening?  

• The current process of signing and posting loan documentation can be slow and inefficient and the 
option to eSign will provide a real-time and seamless experience for clients. This is a step in digitising 
our offering and improving the client experience. 
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What has Changed?  
Which clients will be eligible to eSign their loan and mortgage documentation?   

• All applications lodged via ApplyOnline that have selected electronic communication (e-
communication) will have the option to eSign their loan. Clients in NSW, Vic and SA will receive the 
full digital experience and can eSign both their loan and mortgage documents. Clients in Qld, WA, 
ACT, NT and Tasmania are legally required to provide a wet signature (physically sign) their mortgage 
forms.   

 

 
What are the eSignature requirements for each state?  
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What do I need to do if the client elects to eSign their loan? 
• Ensure the electronic communication (e-communication) checkbox has been selected when lodging 

the application in ApplyOnline.     
• For applications with multiple borrowers, each applicant will require an individual email and mobile 

number to complete the verification process.   
• Ensure that each client signs the Privacy Consent form.   

 
Electronic communication (e-communication) must be selected in ApplyOnline 

 

 
Each applicant must have an individual email and mobile in ApplyOnline 
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Each client is required to sign the Privacy Consent form in ApplyOnline 

 
 
Clients that opt in to eSign will receive an email to login and view their documents 
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Clients will be required to authenticate themselves with an SMS authentication code  

 

Homepage for the eSignature portal 
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Loan agreement eSignature page 

 
 
The eSignature confirmation  
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Confirmation that the documents have been successfully eSigned  

 

Clients will receive an email confirming all applicants have completed esigning, and that final 
documents can be downloaded/printed from the portal 
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Can clients still receive their loan agreement by post?  
• Clients can choose to receive their documentation by post and print, sign and return a paper copy of 

their loan agreement. Clients can also select e-communication as part of the application process but 
still opt out of eSign and receive the loan and mortgage documents by post.   

 
Clients can choose to opt out of eSign 

 
 

 
Do we still require the physical signature for some documents?  

• Mortgage forms for QLD, WA, NT, ACT and Tasmania and Statutory Declaration and Guarantee 
Indemnity forms for all States should be downloaded, signed and posted to FMS as the original 
documents are required to commence the Settlement process.   

• The Discharge Authority can be downloaded, signed and uploaded to the portal. The form should be 
physically signed, but the original copy is not required for Settlement.  

 
 
For clients that are required to physically sign their mortgage document, should they sign an 
individual or one copy of the mortgage document?  

• Clients in QLD, WA, NT, ACT and Tasmania are required to physically sign (wet signature) their 
mortgage document. All applicants should sign only one copy of the mortgage document.  
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If there are multiple applicants for the loan, can each client elect to eSign or receive their 
loan documents by post?  

• No, multiple applicants must elect to either eSign or physically sign (wet signature) their loan.  
• If a client selects e-communication as part of the application process but subsequently opts out of 

the process, all borrowers included in the application will be required to physically sign their loan 
agreement.    

 
Why do we require an individual email and mobile number for the client? 

• An individual email and mobile number is required to complete the verification process. Without this 
information, the client will be unable to verify their identify and access their loan and mortgage 
documents.  

 
If the client elects to eSign their loan, can Broker, Adviser and Direct RM receive a copy of the 
documentation?  

• Yes, as per the current process, loan and mortgage documents can be downloaded from Docuprep.  

 
If there is an error in the loan and/or mortgage documents who do I contact?   

• The process will remain the same. The Originator Hotline: 1300 300 400 is available from 9am – 7pm 
Monday to Friday.  

 
Will clients receive a copy of their eSigned loan Agreement?   

• The signed documents will be available to download from the FMS portal for a period of 30 days   
 
 
Can customers opt in to eSign, but then download and physically sign and post their 
documents?  

• If the client has downloaded their loan and mortgage documents from the FMS portal but 
subsequently decides that they would prefer to physically sign (wet signature) their documents, they 
would need to opted out of eSignature. This would automatically trigger FMS to post the documents, 
with instructions on signing and returning the forms.   

 
Will the customer have access to view the Broker comments on the FMS portal?  

• No, the customer will only see the final version of the Loan Documents. Comments won’t be visible  

 
What communications will the Broker, Adviser and Direct RM receive?  

• As per the current process, reminder emails will be sent to the Broker, Adviser or Direct RM. 
However, the cadence will change to 7, 14, 30, 80 Day intervals to align with the new ‘Follow up’ 
letter sent to clients. 
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Client Welcome Letter  

 
 
7 Day Follow Up letter to client 
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Final letter to client 

 
 
Should the mortgage document be witnessed when a client eSigns? 

• There is no requirement for the mortgage document to be witnessed when a client eSigns.  In NSW, 
the witness signature box will still be visible, however there is no need for the form to be witnessed.  
 

 
 
The following link will demonstrate the eSignature process and provide more information.  
 
Who do I contact if I have any questions regarding eSignature?  

• Please contact your Business Development Manager 

https://transcripts.gotomeeting.com/#/s/9c58d975c2500c302cfd5339e3f1bd9203ac949e35a2fe338bfb4ce1448182a0
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