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Overview of Changes 

What is changing? 
• We’re introducing electronic signing (eSignature) for loan application documentation for the Loan 

Origination process.  

• For applications lodged through the Application Centre (excluding companies and trusts and 

increases and variations), customers will have the option of eSigning their loan applications.  

•  eSign will be via a secure portal where customers will access via receipt of SMS and Email 

notification 

• Updates have been made to supporting forms and processes 

When will this change take effect? 
• Monday 31st January 2022.  

Why is this happening?  
• The current process of signing and posting loan application documents can be slow and inefficient 

and the option to eSign will provide a real-time and seamless experience for customers. This is an 

extension of existing capability, enabling eligible customers to electronically sign application 

documents across the end-to-end mortgage origination process, digitising our offering and 

improving the customer experience. 

How do customers opt into eSignature?  
The following process should be followed by the Originator/Direct Home Loan Specialist when lodging an 

application in the Originator/Lodgement Centre for customers to eSign their documentation: 

• Electronic communication (e-communication) checkbox selected. 

• Each applicant has a unique email and mobile number to complete the verification process.   

Do we still require the physical signature for some documents?  
• Physical signatures will still be accepted. The eSigning of the application is an alternative option.  

Why do we require an individual email and mobile number for the customer? 
• An individual email and mobile number is required to complete the verification process. Without this 

information, the customer will be unable to verify their identify and access their application.  

Can customers still receive their application documents by post?  
• Customers can elect to receive their documentation by post and print, sign and return a paper copy 

of their application form as they do today. For multiple applicants, if one applicant elects to receive 

their documentation by post, all applicants will also need to complete the form via this method.  

For Customers to opt out of the eSign process, they need to select I don’t want to sign 

electronically.  

Note: Originators can cancel eSign at any time prior to Application completion. Application tabs will 

be locked once eSign is initiated. If changes are required to the application, eSign must be cancelled 

and reinitiated after updates have been made. 
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If the customer has questions regarding eSign who should they be referred too?    
• If changes are required to the application, the Originator must cancel eSign and reinitiate after 

updates have been made. If a client has a question regarding eSignature or their application, they 

should be referred to their Originator or Direct Home Loan Specialist.  

Who do I contact if I have any questions regarding eSignature?  
• Please contact your BDM.   

  



 

5 
 

Originator Changes 

How has the process changed for the Originators?   
There are five main changes that are being implemented for Originators for applications. These include: 

• Set up eSign applications 

• New Originator declaration section 

• Dynamic application form 

• Auto completion of Supporting document cards 

• Addition and removal of Application form fields 
 

How does a Originator set up an eSign Application? 
The Originator completes the Application form via Originator ApplyOnline (AOL). All Applicants must have a 
unique mobile and email address. For multiple applicants, if one applicant elects to receive their 
documentation by post, all applicants will also need to complete the form via this method.  
Note: eSign is only available for applicant(s) whom have elected electronic communications. Within the 
Summary tab, the Communicating Electronically section, the Yes, I'd like to receive information by 
electronic communication must be checked.  
 

What happens to an Application if it has been sent for eSigning but communicating electronically is 

not checked? 
Applications received which have been eSigned but communication preference is paper, will be immediately 
RMI’d back to the Originator to either have the customer elect for electronic communications or provide 
traditional ‘wet signed’ applications forms. 
 

How does a Originator make a change to an eSign Application once submitted? 
If changes are required to the application, the Originator must cancel eSign and reinitiate after updates have 
been made. This is actioned in the Supporting Docs tab, by selecting Cancel eSign application. 
 

How does a Originator keep track of an eSign Application? 
There are two options to view the status of eSigned applications via Originator AOL. These include:  

• Supporting Documents tab (via the SIGNED button) and/or 

• Status Tracking tab 

 

New Broker Declaration section 
The broker declaration (Part C of the Application form requiring the Originator signature has been removed) 
and will be completed upfront as they complete the loan application and before documents are sent to the 
customer for eSigning. 
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Additional declarations in the compliance tab (replace wet signature)  

 
 

Dynamic Form 
The dynamic form generated by Originator ApplyOnline (home Loan form parts B,C and Needs and Objective 
form) have been uplifted with 100% auto population and no manual entry required. 
 

Auto population of communication preferences 
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Auto population of Foreign Tax information 

 

 
Auto population of joint statement delivery acknowledgement/address 

 
Auto population of Originator credit licence and contact info (including referrer) 
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Auto completion of Supporting document cards 
Once signed by all applicants, forms will be automatically uploaded and verified against supporting 

documents cards. Additionally, eSign compliance card will be auto created. 

 

Additional and Removal of Application Form fields 
Additional fields to capture data required to populate in the Application form (mandatory fields) include: 

o Foreign tax 
o Referral ID’s  

 

New Foreign tax fields 

If Yes is selected in the Foreign Tax Resident field, the Country/Jurisdiction must be selected and either 

Tax Identification Number (TIN) or Reason TIN Not Provided must be completed. 

 

New Referral ID fields (contact name and email fields) 

 

Removal of Credit Card information within the Application form for Fixed Rate Lock 
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eSignature Communication  

What communications will be sent to the Originator?  
The Originator will receive emails advising of updates as the customer signs/completes the eSign process. 

These emails will only be received where Originators have turned on the below highlighted user settings in 

ApplyOnline.  

 

What communications will be sent to the customer?  
• A new Welcome and Follow up emails will be sent to clients at 7, 14, 30, 80 Day intervals. The 

Originator, Adviser and Direct RM reminder emails will realign to the client correspondence.  
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The Client Welcome Email 
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7 Day Follow Up Email to client  

 
Follow Up Email Submit Signed Application to client  

 



 

12 
 

Final Email to client 

 
 


