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Years of work and analysis have taught me that this industry is
very consistent from one company to another. The vast majority
of companies will tell you they are a best practice. What does this
really say? It shows that this industry has a very hard time seeing
things differently, probably because they have never had to do it.
This industry has enjoyed 30+ years of operating in pretty much
the same way. Yes, there were little tweaks here and there, but you
were still doing the same basic things and making some very good
money. Most people look at the leaders or innovators and think that
they are truly different, when in fact, if you dig a little, you’ll find that
all they have really done is put “lipstick on the pig.”
At the end of the day, it’s not that you need to change everything, as
much as it is that you just don’t know how to change. You may also
believe that change is very hard to accomplish, but it really is easier
than you think.

A Tale of Different Thinking
To start any kind of change, you have to think differently. That
doesn’t mean you have to turn the world upside down or risk the
livelihood of your company. Sometimes it means you just have to
change your view of things by one degree.
Example: When I was much younger, I consulted to a Board of
Directors at a car dealership. They had an issue with a certain
model that continually fell off the garage lift when in for service. I
remember a meeting that went on for hours, as their people were
presenting spending millions of dollars to replace all the different lifts
at their dealership.
Discussion went on and on, when a lone woman on the board finally
stopped everyone and said, “hey, did anyone try backing the car in
versus pulling it forward?” Total silence filled the room, and all at
once we got up and ran down to the shop, as the Chairman barked
to get a car and back it in. In one moment, millions of dollars were
saved, for the car rode the lift completely stable not falling off!
If one single person hadn’t looked at the problem a little differently,
they would have spent a large sum of money for nothing!

Innovation with Help
We need help. We have never been faced with so many challenges
at once, and for some problems, we don’t have the experience. After

selling technology to this industry for 15 years, I can tell you what
typically happens. I speak to CEOs, and they have the vision. I
explain the value and show them what they can do. They respond
with excitement and belief that we can move out of this old world,
reduce costs, increase revenue and truly be different. But in an
instant, it all goes bad.
The very first thing the CEO will do is call on his/her key generals and
tell them to take a look at it. Being the expert generals they are, the
very first thing they do is ask some of the following questions:
•

How much does it cost?

•

How many people are on it?

•

How many certifications do you have?

After these questions are answered, they report back to the CEO,
“This won’t work and costs too much.” At this point, the deal is dead
and won’t go any further.
When you analyze what happened, it really is very simple. The
generals simply glanced at the proposition, tried to apply the
technology to their currently very narrow process and said it doesn’t
fit. The fact is, with any technology, we are talking about changing
the process by which we do business.
If you have a bad process and you through new technology at it,
won’t it just suck faster?
The point is, it’s good for you to have very specific expectations
regarding what technology can do for your company. But it’s
important to really explore the options and understand the
perspective of how these innovators see the world, and you will likely
find innovation.
This case couldn’t be any more prevalent than in the current Digital
Closing world, where there is eSigning and there’s Closing Process
Management. These two are totally different things, and you cannot
stereotype everything into one category and call them the same.
What differentiates one technology from another, is the value it
brings, but if you never explore that value, you will never realize it.

How to Approach Innovation
The technologists of the world exist for two reasons. First, they are
automating an existing process.

Second, they are innovating and finding a better way. What do you
want to be? An automator or an innovator?
Take the time to truly understand what these people are saying, and
specifically what value they bring to your company. As a leader,
you cannot just turn over control to the people who help run your
business; you need to qualify what you want done. Guide the group
to explore these solutions, and provide leadership to achieve what
is impossible in the current world. If you still have trouble, default to
this:
•

Show me how you can increase revenue by 10%.

•

Show me how you can reduce costs by 10%.

•

Show me how to get more customers.

•

Show me how I can align with the CFPB mission, vision, and
values.

•

Show me how I can make customers for life.

These are very straightforward objectives, but don’t stop your
analysis until your generals say they can or cannot meet these
objectives. Don’t expect the people running your business today to
take the time to look at things with one degree of angle, challenge
the status quo or find the solutions to the impossible. It can be
done. Otherwise, you just might keep having cars fall off the lift or
spending money you didn’t have to spend.
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