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INTRODUCTION

An increase in use of electronic signatures has been observed across a number of sectors
including Wealth, with the trend accelerating. | n the light of COVID 19 pandemic .
Wealth management firms have had to review and adapt their approach to how they
carry out their business.
How much has changed and is an electronic signature really the only way forward?
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1INTRODUCTION

1.1 Background

It was not that long ago, when the first national lockdown was imposed and as hard as it is to believe, 8
months down the line, we are in this position again.

Back then, in our New Norms_series we explored what it meant for financial services industry and the rapid
changes the business were required to undertake to enable them carry on in the new, remote way.

The continued increaseofes i gnat ur esY

Electronic signatures have been gaining popularity over
the years however it was the pandemic and the

. : o :
restrictions imposed on communities, combined with “ Cm_ has noticed 300 _/° increase in
online account openings amongst

customer expectations that have resulted in a massive . . .
commercial clients (%) 5y

jump in the acceleration of digitisation and
implementations of solutions across businesses.

How much has changed though and is an electronic
signature really the only way forward now?

(11 Intelliflo DocuSign functionality saw a 1189%
increase in uses during the 2 months of the
pandemic. The backoffice provider compared - L)
aggregated user data from February, before Covid
had hit the UK, with the respective data from April,
when the lock down was in full swing.*

As we enter the second national |l ockdown, it As worth re
support businessA in the |l ong run, and the place it tak

YUAOut of 534 resp Integration of electronic

less frequent face to face signatures into the claims
T processes within one of the

S mw mar el A biggest insurance providers in the

59% respondents a
efficiency brought on by the increased
adoption of techn

UK resulted in 5 days savings in
processing time and net £45k
savings in the first year, providing
numerous other benefits to their
customers and employees.

A Source-Hitps://www.moneymarketing.co.uk/news/esignature A Source-BV= Claims Back Five Days in Processing Time with Online
usesoarstenfold/ Signatureshttps://www.youtube.com/watch?v=TZ5kXth71hU&t=4s

04



https://www.simplifyconsulting.co.uk/simplify-insights/
https://www.moneymarketing.co.uk/news/e-signature-use-soars-tenfold/
https://www.youtube.com/watch?v=TZ5kXth71hU&t=4s

1.2 Customer expectations

Results of a recent consumer survey in Spain suggest that digital access in insurance has increased almost
30 percent since the start of the pandemic. At the same time, the level of customer satisfaction within

digital delivery in insurance was the | owesusd timolcojmpar.i
being referred to as the main barrier. (1)

When it comes to the Account Opening processczramstlken exampl
you own itj survey undertaken in 2019, more than half of

digital channels or mobile app as opposed to traditional methods using, pen and paper.(?)

The idea of having to print off document, sign it, find an envelope, get to a post office, buy a stamp and post it
seem to have become increasingly less popular across the generations, consigning pen and paper to the past.

CONSUMER PREFERENCES

Prefer to open a new account via digital channel/mobile app t ANs the upcoming w
customers, Millennials, who are the
; most tech savvy. UH
Q\ )
N\ Bbhi gh earners not r
44% ‘[,\ the changes the businesses will need
/ to implement in timely manner in
- 4 order to meet their expectations
YOUNG MILLENNIALS SENIOR GEN XERS BABY BOOMERS when it comes to customer journeys_
(18 TO 26) MILLENNIALS (38 TO 52) (53TO72) o 5 o
@17037) This is the generation that will shape
the services in the years to come and
doing nothing is no longer an option.
Soorce: 115 PACE oy, 2019

O OneSpan
A Source-Bigitizing your Customer Onboarding and Account Opening in a Time of Bitisgs//www.onespan.com/resources/thank
you?source=/resources/webcadigitizingyour-customeronboardingand-accountopeningtime-crisis

Ways of communicating have been evolving for years however physical distancing and numerous quarantine

measures introduced meant that the process needed attention and instant action.

Uncreasingly, financial services organisations have star!
have become the less preferred option.

Some firms might have accelerated their digital delivery agenda already in place, some decided to put all the
efforts in place to put in place strategic solutions that will serve them and their customers in the years to come
whilst others could have implemented tactical solutions to cope in the unprecedented time, leaving the strategic

Ezetsgapcﬁundgrftafgeh byIiP%ntsiganQ)tTp suggests that continued increase in use of electronic signatures is also
expected by the Adviser population.

i Pens‘igng (» Pensions (s

...of advisers think

7 1 % speed through

technology is key

847 A
...of advisers rate efficient f1%" of ad
administration as

very important*

applications thr
signatures and digital du
key area of inve:

A Source-Hittps://www.linkedin.com/company/ipensiongroup/
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1.3 Increase in electronic signatures implementations

The ever increasing use of digital technology, internet, cryptography and mobile devices means that
documents can now be signed anytime, anywhere.

Electronic signatures allow the customer to open, maintain and close their investment accounts at lower
cost. For insurance firms claim assessments or policy agreements are key areas of benefits. Integration of
electronic signature into the claims processes within one of the biggest insurance providers in the UK

resulted in net £45K savings in the first year, providing numerous other benefits to their
customers and employees.

Whi |l st

over
to end digital account opening experience.

85% Fi

nanci al

Servi

ces

i nsti

tut i

ons offer

The average time to onboard a customer e.g. open new account, apply for pension product, life insurance,
mortgage takes between 1 -7 days.(?)

Implementation of electronic signature can have a massive impact on the overall time. The process usually
follows the key 5 steps enabling the customer to sign the required documentation in minutes, in a safe and
secure environment, wherever they are (providing they have the access to internet).

1]

e\
1@‘
[~

Communication

ID Verification

Access to documents

Electronic signature

d

\2

L

Confirmation

Customer receives
the message via
preferred channel:
A Email

A Customer Portal
A Mobile app

Methods used:

A 1D Scanning

A Selfie

A 2 step verification
code (i.e. OTP)

Document and actions
review

Tak

T Io To Io o

e the action and

submit:

Click to sign

Sign on the device
Date

Sign on paper and scal
Decline

Time stamped and
signed document incl
important envelope
information and
signature certificate

If implemented properly, electronic signatures help wealth management providers realise numerous benefits.
There are number of e -signing solutions on the market that provide add on solutions to an existing email
platforms, with end to end encryption, exacting authentication, no portals or logins requirements for the

recipient, secure reply, legal proof receipts, a tamper

-evident seal audit trail which can be integrated into the

existing business processes, providing benefits to businesses and customers. DocuSign, Adobe Sign, Onespan,
Forensic are just a few examples.
At Simplify we help companies to re -engineer their processes and document the customer journeys to support
the use of electronic signatures.
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Benefits
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2.1 Benefits

Integration of electronic signatures into the business process will help not only to meet requirements of
today but also tomorrow.

The benefits of electronic signatures within Wealth Management increase considerably, given the customer
expectations and volume of the financial transactions.

The changes introduced during the pandemic have considerably accelerated wide acceptance of electronic
signatures.

Key benefits of electronic signature include, but are not limited to:

Improved Customer Outcomes

A Quicker and simpler consumer journeys

A Flexibility to sign at chosen time and location

A Reduced cost 7 printing, posting, stamps

A Safety z enables social distancing to be maintained

Process efficiencies

A Faster transactions

A Streamlined processes

A Reduced administration time
A Reduced use of paper

A Reduced cost for the business

Leverage technology

A Enables remote working
A Addresses Information Security
A Enables process efficiencies to be realised

Risk Reduction

A Reduced risk

A Increased security through the use of available
solutions i.e. exacting authentication, secure
encryption, a tamper -evident seal

Whilst the electronic signature acceptance by firms may differ i.e. AgeWage allows on screen signing whilst

Pensionbee requests signature to be scanned; adoption of electronic signature considerably impacts on the end to

end customer journey and helps organisations realise numerous benefits. Yet, we still see examples, where even

some of the bigger players within the UKAs financial ser
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3.1 Regulatory position

Whilst some firms and customers have been using e -signatures for years, others resisted the change,
sticking to the traditional methods like pen and paper. Although e lectronic signatures have been legal, the
adoption was awaited for a long time. Amongst reasons like cost and time investment, transformation
agendas - regulatory concerns and legal validity have been often quoted as main reasons.

The Pandemic has also changed this perception - governments and regulators around the world provided
assurance to firms when it comes to legality and regulatory aspects, confirming that activities once

required to be conducted in person can now be performed digitally. ®):

20th April 2020

FCA confirmed that its rules do not
signatures and that electronic signatures are permitted.

FINANCIAL FCA also recommended that regulated firms, including

F A CONDUCT advisers consider advice in respect of the legal position and

AUTHORITY reminds firms to consider any related requirements in the
Principles for Businesses and general rules to ensure that,
when a client signs a document electronically, this does not
make it more difficult for the client to understand what they
are agreeing to.

2nd April 2020

Pensions The Pension Regulator in its update recommends to allow
P 4 Regulator electronic signatures and documents. The Regulator asked
trustees to Yencourage other third
st v ok roarechinke same (e.g. fund managers) referring to the statement from
government in that respect.

ISA regulations already include guidance in relation to
Applications in writing.

air GOV.UK copies of signed application forms attached to emails and
email applications with electronic signatures.

The Electronic Communications Act 2000 definition is used in
this aspect.

September 2020

JWe believe Qualified EI ect-termni c Si
component of that digital future. They have added security and

the digital nature of the resultant document will enable joined -up

and automated processing el sewhere

*Source-Bittps://hmlandregistry.blog.gov.uk/2020/07/09/electronisignaturesin-conveyancing

The changes made during the pandemic helped firms to take necessary steps to accelerate the digitisation
and meet the customer expectations so awaited in this area.

10

par

"gdn writingA includes faxes of ' signed

gna

n



3.2 Legal stance of electronic signatures

In summary, electronic signatures are valid under English Law.

Whilst most agreements concluded under the law of England and Wales do not need to be recorded in any
particular form, for those transactions which are subj €
or 3signedij, it has not been clear whether these requir
lack of clarity in the law has been discouraging businesses from executing documents electronically even

when it would be quicker and easier to do so.

The Electronic Act 2000

u UK Act which confirms admission of electronic

MayZOOO signatures however doesnAt e

validity. ( 1)
elDAS
eIDAS( ' el ectronic identification and trust servicesA)
was set out in order to provide consistency to L
regulations in the EU on electronic signatures. It ‘Ju 2014

confirms that an electronic signature cannot be denied
legal validity on the basis it is electronic and that
electronic signatures are admissible in evidence in legal

proceedijngs. (1)
Law Commission Report

The Law Commission produced a report on validity

Sep
2019

of electronic signatures. (r

Government
[ |

response Mar 20 20

In light of COVID 19 pandemic, the position was
subsequently reviewed and affirmed by the

Government on 3 March 2020 () .

Industry Working Group
[

,) Government to establish a group of industry experts
. to monitor the use of electronic signatures and
advise on potential changes and related aspects in
order to support the businesses .j ) 66 0 AOOOAT O1 U
as to when the outcomes of this Industry Working Group will
be published.) 11
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4.1 Considerations

Whilst there are numerous benefits of using electronic signatures, the following points should be
considered by firms when implementing electronic signatures ( 'Y'Q
Intention to authenticate

For the signature to be valid, the signatoryAs i
and be bound by the document need to be clear and any

[T RSN

relevant evidence may be required.
Regulations

Any applicable regulations or requirements must
be satisfied e.g. the requirement for the signature
being witnessed in applicable scenarios

The Regulationistechnology -neut ral and doesnAt mandate use of
particular technology. Because of the pace of technological change, the

Regulation should adopt an approach which is open to innovation and

recognises that technology keeps evolving. There are many integratede -

signing solutions allowing companies to sign contracts with their

customers online, meeting specified requirements to ensure its validity.
Document type ()

() Q) Technology
%

There are certain types of documents or document categories
for which electronic signatures are not appropriate. E.g. wills D
and trusts, powers of attorney, declarations given under oath.

Details of exclusion should be confirmed by the legal counsel
BREXIT

In case of the UK no longer being subject to the Regulation, this would not
mean any imminent changes to the law and market practice in respect of
electronic signatures. Under English law, any form of electronic signature (and
related certificate) would still be admissible in evidence to determine the
authenticity or integrity of an electronic document. Irrespective of the
Regulation, the key question for an English or Scottish court is whether the
electronic signature demonstrates an authenticating intention.

Risk of fraud
QOQ

Whilst consideration to fraud needs to be given, this is not different to
any other type of signature. Wet signatures are not free from fraud O
risk. Handwriting does change over time so do wet signatures too.
What is more, no one firm relies solely on a signature. The use of
combination of proofs of identity and signature is the best and most
secure method. 13
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5.1 Conclusion

The ever increasing use of digital technology, internet, cryptography and mobile devices means that
documents or agreements can now be signed anytime, anywhere.

It is clear that sole reliance on a paper and wet -ink signature shows lack of customer experience
understanding and inflexibility.

One of todayAs reasons for competitive advantage in fir
are able to complete transactions faster and securely. The aid of digital signing can only support this.

The ever increasing demand for mobile financial transactions and digital interactions is expected to be met
by end to end digital process. Whilst some of the core processes are being automated, in reality, there are
yet too many challenges to providing fully digitised end to end process.

Face to face interactions will remain to an extend and will play an important part in transactions in the
years to come however firms need to develop facilities that support digital ways to serve customers who
prefer digital or remote interactions now and tomorrow.

E-signatures, especially when accompanied by the digital identity verification and authentication
technologies, can facilitate remote self -service as well as support advisers, accelerating digitisation and
improving customer experience.

Jackie Boylan, head of FidelityAs FundsNetwork, notes:

JEven as soci al di stancing measures are relaxed, many f
communicating with clients z rather than face-to-facezf or some t i me, and therefore i
able to support them with this.

El ectronic signatures are |ikely to play an increasing

Whil st considerations are required in respect of impler
doubt that the recently observed acceleration in the use of electronic signatures will only continue.

It will shape the future for financial services organisations and customer expectations, delivering great
efficiencies for both as a result.
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