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WHATEVER HAPPENED TO THE PAPERLESS SOCIETY

Good Afternoon

I was sitting up in bed the other night 
Reading the latest Annual report of the Paper Industry Research Association

As you do

And I came across an interesting statistic
The Worlds consumption of paper has increased by over 30% over the last 10 years

Now I couldn’t help wondering 

What ever happened to the paperless Society

Where does all this paper go?

How many trees does it represent?

Obviously whilst it makes a magnificent contribution

You can’t blame it all on the 

8,000 page FSA Rule Book

Or the 328 page Housing Act 2004 which brought in Home Information Packs 

But only in England

So that’s all right

But it’s not just Government and regulators 

It is fair to say that the financial industry itself has not been backward when it comes to paper consumption

I would like to make particular mention of the 47 page ABN AMRO merger document Barclays sent out to all its 700,000 shareholders

Which came to seventeen and a half million sheets of paper

Not including the envelope

And then there is the 17 page Application form 
Which you now have to complete 
For a Bank of Scotland Corporate Deposit Account

Do you know

I can remember when Application forms like that 
Were just tear off slips at the bottom of the leaflet

And of course there are the 26 pages 
Of Mortgage Offer Documentation 
Customers now receive from the Clydesdale
Before I go any further I would like to make one serious point for the record
We at Moneyfacts are very proud of our reputation for total impartiality and independence

If by the end of his speech there are any of you
Who I haven’t insulted or offended

Please don’t take it personally

It isn’t that I’ve forgotten you 
It’s just that in the limited space available

I haven’t time to offend everyone

Incidentally talking about the Barclays takeover of ABN AMRO
I’d just finished reading all 47 pages of the merger document
And I’m not saying it was hard work

In fact the bits on Day Count Fraction 

And Decompounded Swap rates

Were pure magic

And I could hardly put them down

But to be honest in general 
Given a choice between reading it

Or being a Shareholder in Northern Rock
It would have been difficult to choose
And then this letter came from Barclays
It’s all off

You don’t need to read it

RBS are buying ABN AMRO instead

If there is anyone here from RBS

I’m not bitter and twisted
But next time could you make up your minds a bit quicker
And if there is anyone here from the Halifax
I don’t know if you saw the press report of the Halifax KFI 

A couple of years ago

Which showed the solicitors fee at
Seven Million

Nine hundred and fifty two thousand

Five hundred and seventy six pounds

Why or why couldn’t you have done that whilst I was still a Solicitor

Going back to where all this paper goes

We mustn’t forget that apparently endless stream of cooling off letters people get

When they apply for a life policy

Asking them if they are really sure they want that policy

Why else do you think they filled in that dreadful 20 page application form

Does anyone really think they wanted to give a complete stranger 
Details of their weight, sexual orientation, drinking habits 
And every illness however minor since they were born

Dear God

Do you honestly think they gave all those intimate details
Of that embarrassing little problem with the haemorrhoids 
Just for the fun of it?

I suppose quite a lot of paper is also used for computer magazines and computer manuals

I find that interesting

In order to buy a software package so you can do everything electronically

You get a printed magazine first to find out what’s available

And then when you’ve bought the software

They send you a printed manual to tell you how to use it

Is it me?

I was on a local public sector/private sector partnership group until recently
And they were paperless
So they e-mailed out the agenda each month with five attachments.  A total of about 50 pages

And all of us then spent up to half an hour each 
Printing them out

Sorting

Collating 
And stapling them 

So we could all bring them along to the meeting

Some of you will still remember the heady days in the 1980’s and 90’s when the salesmen started coming round trying to sell these machines that were going to save time and paper and slash costs

It started with Word Processors

And then moved on to the PC

Never again they told us would we ever have to retype a document

You simply corrected it on screen
It would save vast amounts of paper
And the same document would only take half the time to produce

Did they mention anywhere that all this kit would have to be replaced every 3 years?

Did they say that the average pencil on your desk will last longer than your PC?

Did they say anything about needing an IT Department?

Great guys

Would miss them awfully

Chance would be a fine thing
Did they say anything about crashes and viruses and rebooting?

Did they say that they would be leaving the design of the software to adolescent youths at Microsoft who take their kicks from including passwords and log-ins?

And who require every instruction to be clicked on then verified and then Okayed

And then it tells you you’ve undertaken an illegal operation

Or instructs you to retry

And who was the clever little darling who thought the right word to put on the off button was the word Start

In French as you know 

Nouns are designated either masculine or feminine
“House” for example is feminine – “la maison”

“Pencil” however is masculine – “le crayon”

So they’ve been arguing whether computers are masculine or feminine

Men say feminine

Because

No one but their creator understands their internal logic
The native language they use to communicate with other computers is incomprehensible to anyone else

And even the smallest mistakes are stored in long term memory for possible later retrieval 

Women on the other hand say its masculine

Because in order to do anything with them you have to turn them on

They have a lot of data but still can’t think for themselves

And they are supposed to help you solve problems but most of the time it’s them who are the problem

Some of you may also remember all those Millennium Bug Consultants 

Those earnest and we thought concerned and genuine people 
Who warned us of the dire consequences if we didn’t prepare for the Millennium
And who made us bring half our staff in on a Saturday to simulate the date change

And made us appoint Year 2K officers

And made us replace half our computer kit

And suggested we install chemical toilets just to be on the safe side

I was on a ship on the Thames on the Millennium night

Moored more or less on the Greenwich Meridian

On the stroke of midnight everyone else on board was toasting each other, drinking Champagne, hugging and kissing and shouting Happy New Year

And I was the sad git looking up at the nearest office blocks 

Which happened to be at Canary Wharf 

To check that all their lights had stayed on

If you remember some companies even sent people to New Zealand to be down there at midnight on the Millennium so they could give Head Office 12 hours prior warning of any problems

The Italians on the other hand

When asked what they were doing about the Millennium bug

Said they planned to come in half an hour earlier the next day so they had time to sort out any problems before work started

I did think about suggesting as a joke that Year 2K consultants 
Were probably now Climate Change Advisers
But sadly I understand that in some cases that’s true
Going back to computer salesmen

Did they tell us that normal letters would go up from less than one page to three or four? 

That Policy Application forms would be 18 pages or more

That mortgage offers would go up from 2 pages to 12

And that contracts could be over 40 pages 

And did they tell us that it was going to be us who’d have to read all this stuff

Because as sure as eggs is eggs the people sending them out 

Aren’t
Now I don’t want you to think I am nostalgic for the past

I realise things have moved forward significantly over the last few years

There have been loads of improvements

Particularly on the advice side

It’s sad really when you realise how backward we were all those years ago

I remember in the 70’s or 80’s the Halifax Building Society as it was then was reviewing every single piece of documentation it produced

So as to cut it down to the absolute minimum

It’s true

Sad isn’t it

They pruned the mortgage offer down to 2 pages

The mortgage instructions were the same

They reduced the mortgage Deed to a single two page piece of A4

And they got the report on title down to a single sheet

As we know one of the greatest advances of the last few years 
Is that the mortgage offer has now gone up from 2 pages then to 12 pages or more now 

And this obviously helps the borrower to understand things so much better
Particularly as they will also receive 

The Intermediaries business card

An IDD

A company brochure
A mortgage KFI

The mortgage application form

The mortgage suitability letter

The MPPI statement of price

The MPPI statement of demands and needs
The MPPI policy summary

And the MPPI application form

The building and contents statement of price

The building and contents statement of demands and needs

The building and contents policy summary

And the building and contents application form
The life and protection statement of price

The life and protection statement of demands and needs

The life and protection policy summary

And the life and protection application form

The lenders KFI

The mortgage offer

The MPPI acceptance and terms and conditions

The building and contents acceptance and terms and conditions

The life and protection acceptance and terms and conditions

And any of those cooling off letters any one feels like sending out

And then there’s

The mortgage itself
All the various policy documents

The paperwork to do with any repayment vehicle

The Estate Agents money laundering requirements

The Intermediaries money laundering requirements

The Solicitors money laundering requirements
And that is of course before you get to any of the documentation actually to do with the property purchase itself
What I find interesting is how far the client has obviously come since my day

It is sad to think that then

We still thought it was our job to sort out the paperwork for the Client

Not to send it to them

And of course if the customer still isn’t completely sure they can also read the small print at the bottom of financial advertisements
Now I don’t know about you

But there is nothing that excites me more

Than reading the small print at the bottom of financial ads

As you know to make it even more interesting some providers
Now put all the small print at the top instead

They now even put it on TV Ads
There is one on at the moment 

I’ve only seen it four times so far

But I’m already down to line 5 of the conditions

And I can’t wait to see how they end up

To show that I don’t treat these speeches just as an opportunity to string a few cheap laughs and insults together

We at Moneyfacts have for your benefit as a piece of original research counted up the number of sheets of paper a customer will actually receive in the normal course of taking out a mortgage

Obviously it depends on each borrower's exact circumstances
Which providers they use
What additional products they take

Whether they go direct or through an intermediary
But you can reckon that in total it will come to a bit over 200 pages of A4
OK

That’s in England 
And I’m sure it’s better here

Like free Student Tuition
Free Care for the elderly

And free Prescriptions
I’d just like to take this opportunity to thank you
For all those Scottish MP’s you’ve kindly lent us at Westminster
To vote on England’s internal affairs

But not on yours

Their knowledge and expertise is invaluable

And I’m sure we couldn’t do without them
With a population of only 45 million we obviously couldn’t find people like that ourselves

But if you would like them back

We’ll do our best to cope
If any of you

Took that as a dig at devolution

It wasn’t

I think all the parts of England 
Would also benefit from being able to make their own decisions 
We did of course have something like it up to a few years ago

We used to call it Local Government

Although we can’t put the clock back

I do wonder

Whether despite any cultural differences between us

The main thing we all had in common

Whether we were 

Scottish


Welsh 


Or English
Was that we are all pissed off

With being told what to do

By people in London
[Who may never have been to our town, city, county or indeed country 
And might not even be exactly sure where it is

But think they can tell us what houses we can build

And whether we can have a new school

Hospital

Road

Tram service 
Or whatever]
My solution would not have been to devolve power to Wales, Scotland or the English Regions

Mine would have been much cheaper and I think better
I would simply have given independence to London
Sorry
As I was saying

200 pages is just for the mortgage
It doesn’t include anything to do with the property purchase itself such as agent’s particulars, survey reports, solicitor’s correspondence, copy contracts, deeds, leases, property information forms 
Or indeed Home Information Packs 

But obviously only in England

If you did include these 

It would increase the figure to well over 300 pages 

Isn’t it time we asked who all this paperwork is here for
It doesn’t help the lender to lend which is their job

It doesn’t help the Intermediary to sell which is their job

And all the evidence 
Is that the borrower is just confused by and in the main ignores it
Which brings me to Woods’s law

Everyone hopes for a touch of immortality so I give you Woods’s Law in the hope that people will still be quoting it in 100 years time
Without of course having a clue who or what Woods was

They will probably think it’s something to do with all the trees we cut down to produce all this paper

Woods’s Law is simply

The more paperwork there is

The less it is read

I was given a 40 page document to read recently in connection with my personal pension

If it had been one and a half pages I would have read it

At 40 pages there wasn’t a chance

So I just signed it 

And sent it back

The only reason I mention that

Is because if any thing does go wrong with that policy

It is nice to know I’ve now got 200 witnesses who can corroborate my story

As an innovation
For this speech
I’ve decided to introduce a helpful hints section

Which I hope you will all find useful

Today’s helpful hint is:-
If you want the customer to read something

Send them one page

If you’ve got something to hide

Send them ten

The fact is a lot of customers find the vast amount of new paperwork threatening not reassuring
In the last few years 

We have concentrated so much effort on all this paper work

That we’ve lost sight of what we are all supposed to be doing

And that is to encourage

Not discourage

As many people as possible to buy their own home, save, insure and invest for their future

But 
You will all say
That’s all very well

But it isn’t the point

It is inevitable that organisations will want to protect themselves

Cover every eventuality however unlikely

Everyone does it

You can’t put the clock back

It’s a sad fact 

But bugger what the customer wants

It’s the Lawyers, Compliance Officers, Regulators and the Ombudsman we are worried about
OK

All of you who have changed your premises and your lifts

To comply with the Disability Discrimination Act

And put in hearing loops

And stair lifts

And loads of disabled signs

And redesigned your website for those with impaired vision
Have you given any thought to those people who just can’t read

You worry about warnings

And Advice
And treating the customer fairly

And yet you solemnly send anyone buying financial products page after page of documentation

Without anyone having a clue whether they can read it

On that subject I would particularly like to commend you to the Bank of Scotland’s

Conditions for their Flexible Current Account

Which they sent out to all account holders
Can I just apologise here

I don’t usually insult anyone twice in the same speech

Because I do try to spread the insults around

And I’m sorry if this means I’ll have to disappoint the rest of you 
But this one really is a corker

Here they are
I am not expecting you to be able to read them from where you are

But then 

The size of the print is so small that half of you 
Probably couldn’t read it 
Even if you had it in front of you

We calculate it’s a point size of 4.5 

Which is about a third of the Royal National Institute for the Blind’s recommended standard print size
The only bit that is readable by everyone with normal eyesight is the bit that says

“We are making a number of changes to our Flexible Current Account conditions to make them easier to read”
I came across another interesting statistic recently

15% of the UK adult population is illiterate

A further 

10% have some form of reading difficulties
Putting that the other way round

It means that only about 75% of the UK population can read and write sufficiently well to even start to read all the stuff you send them whatever the print size
Another fascinating statistic is that about the same percentage – about 75% - own their own home

We must hope to God that it’s the same 75%

So finally
I would just like to leave you all with this thought

Just because we now have the technology to produce

10


20


50

Or
5,000
Page documents

Doesn’t mean we have to

Thank you
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