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WELL, THE MARCH issue of 
Workflow marks a milestone 
— one year since all this 
began. I’m pretty sure I prom-
ised (myself, anyway) that I’d 
stop writing about COVID-
related topics in every editor’s 
letter, but it’s hard when it’s 
still so all-encompassing. A 
year ago I was wondering if 
I’d still be able to take a trip 
I’d planned for my birthday at 
the end of March and HIMSS, 
scheduled for March 11, was 
still on the books, although 
we were starting to question 
whether attending a large, 
indoor event with attendees 
from around the globe was 
wise.

Well, as you probably know, 
HIMSS was the first of many 
large events to be cancelled 
(my birthday soon followed) 
and we quickly learned about 
virtual conferences, Zoom, 
and all the up-until-then-
unheard-of things that have 
become second nature to us 
over the year.

One interesting thing about 
the pandemic is how differ-
ent vertical markets were 
affected. HIMSS was the first 
indicator — if I recall cor-
rectly, one of the reasons for 
ultimately deciding to cancel 

it was that the healthcare 
industry was going to need to 
quickly shift its focus else-
where. Obviously, healthcare 
is the first vertical that comes 
to mind when we think of CO-
VID’s impact, but there are so 
many others. There was edu-
cation — as schools closed 
and school districts tried to 
create online learning environ-
ments, some huge technology 
gaps were exposed. E-com-
merce boomed as people 
tried to stay at home, while 
the travel and hospitality in-
dustry was simply annihilated. 

There’s a make-or-break 
factor that’s common to all 
industries, and that’s their 
ability to transform digitally. 
Some industries naturally lend 
themselves to it — finance, 
insurance and healthcare 
are all verticals where digi-
tal transformation was a hot 
topic long before COVID. 
Others, like K-12 education, 
are well-suited in some areas 
but aren’t what you might call 
natural digital transformation 
targets. But every vertical has 
had to adjust.

In this issues you’ll find 
some examples and case 
studies, as well as overviews 
of the technologies that can 
help effect change.

We seem to be moving 
toward the light at the end of 
the tunnel now, and I hope 
in another year the experi-
ence will be mostly a memory 
(and I’ll finally be able to plan 
a birthday bash). Hopefully, 
though, the lessons learned 
will stick with us. 

EDITOR’S LETTER
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THE INSTANT DIGITAL 
WORLD OF 2020 

AND ITS CROSS-INDUSTRY EQUALIZER 

By  Sam Babic, Hyland

Successful digital transformation has always been a personalized journey. 
When you consider the path to enterprise digital agility, including retooling  
processes across an organization, transformation can seem overwhelming.  
But you can begin to create a digital-first organization by optimizing one  
key area and expanding rapidly from there. With the right tools in place,  
transformation gets easier with each successive solution area.  
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That’s a good thing. Because 
— as this past year has taught 
us — you can’t always predict 
when a technology initiative, 
like enabling remote work, 
will become a technology 
imperative. A year ago, many 
organizations were still in 
very early stages of digital 
transformation, but many 
were able to achieve the real-
time transformation required 
to survive in the instant digital 
world of 2020.

Let’s explore how 
companies across a 
variety of industries 
achieved “overnight” digital 
transformation victories, and 
how you can too.

LEVERAGING  
THE RIGHT TOOLS  
FOR TRANSFORMATION

When it comes to changing 
the way your organization 
does business, the right 
technology can make all the 
difference. One example is 
low-code platforms, which 
have become a great catalyst 
for transformation. If you are 
using a low-code content 
services platform in any area 
of your organization, you are 
already ahead of the curve, 
because:
• Non-technical developers, 
like business unit owners, 
can create and modify 
personalized solutions without 
writing code.
• Your organization can 
cultivate “do-it-yourself 
expansion,” enabling those 
who are closest to business 
processes to identify and 
replace manual processes 
with digital solutions — using 
templates, forms, automated 
and integrated workflows and 

case-based applications.
• You can take full advantage 
of proven migration paths to 
the cloud.

This means you can meet 
evolving needs with secure, 
intuitive, well-performing 
and cloud-forward solutions 
with minimal — if any — 
IT involvement or custom 
coding.

SERVING PEOPLE IN 
THE MANNER THEY 
PREFER HAS NEVER 
BEEN EASIER – OR 
MORE IMPORTANT

Core missions of 
organizations have not 
changed in light of the 
pandemic. Serving customers 
and providing great customer 
experiences are vital.

Many are applying for 
Supplemental Nutrition 
Assistance Program (SNAP) 
assistance for the very first 
time and relying on this 
program to put food on the 
table. Government agencies 
need to respond regardless 
of the increased demand 
prompted by events of the 
pandemic.

A family, already strained 
by life events, needs a timely 
response to their insurance 
claims. If not, they’ll find 
another insurer for their future 
needs. While the missions 
of organizations have not 
changed, how they deliver 
on those missions has - a 
heightened imperative to be 
digitally resilient.

With a low-code content 
services solution in place, 
however small, you already 
have the powerful tools and 
solution framework required 
to succeed. You can future-

proof processes, knowing 
that your solution will be 
compatible with rapidly 
emerging technologies such 
as intelligent automation.

Let’s explore some 
examples of this, using 
specific snapshots from 
different industries.

Snapshot 1:  
Enable connected, personal  
student experiences
Students are tech-savvy 
consumers with significant 
expectations for today’s 
digital encounters. They 
expect fast resolution 
in processes including 
enrollment, transfer, dropping 
or adding classes, changing 
majors or petitioning to 
graduate, among others.

This means that for 
quick resolution, staff 
managing everything from 
enrollment to financial aid 
to student credentials need 
a 360-degree view of the 
student record.

Digitally enabling these 
processes with a low-code 
platform provides that view. 
And for most processes 
this is easy. But even the 
most complex undertakings 
such as transcript credit 
and evaluation (TCE) can be 
simplified with the right tools 
and methodologies.

Intelligent capture inserted 
at the head of an admissions 
or transfer process can 
greatly streamline the 
workflow.

Leveraging machine 
learning eliminates the need 
to manually sort and key 
data from even the most 
complex, diverse document 
types. Instead, template-
free extraction solutions 
automatically and accurately 
capture, manage and load 
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this critical student data 
that exists in large volumes 
and in various formats 
across multiple integrated 
SIS systems, like Workday 
Student, as well as other 
systems and workflows 
across the institution.

Today’s institutions can 
even make graduation digitally 
resilient. They can deliver a 
diploma or digital credentials, 
even when in-person 
commencement ceremonies 
aren’t possible. Blockchain-
driven digital credentials 
provide tamper-proof, vendor-
independent verification. 
Students and graduates can 
share their academic records 
with third parties, including 
employers or other schools, 
right from their mobile devices 
just as easily as adding a 
friend on social media.

Snapshot 2: 
Deliver the best patient care
In 2019, out of approximately 
600 million patient encounters 
in the U.S. alone, 12 million 
were conducted via telehealth. 
In 2020 that number rose to 
360 million.

To meet the demand for 

telehealth, healthcare systems 
must empower their workers 
with remote capabilities. From 
clinicians providing direct 
patient care to administrative 
workers providing essential 
support, the workforce 
requires remote capabilities 
to provide exceptional patient 
care.

For example, radiologists 
can now access diagnostic 
images from home, 24/7, 
and even consult with other 
specialists on imaging studies 
using a simple, secure 
email link. Both parties can 
simultaneously access, 
discuss and annotate the 
same imaging set via their 
own devices.

Low-code content services 
workflows available through 
EMR patient portals support 
telehealth encounters in 
numerous additional ways. 
These workflows provide the 
ability for patients to easily 
upload referral documents 
and images to the EMR, to 
view and share their medical 
images — including X-rays, 
CT Scans and MRIs — and 
even electronically complete 
and sign required forms prior 

to a telehealth session.
Organizations that leverage 

automated, structured 
content services workflows 
have ideal environments 
to further optimize tasks 
with technologies such as 
robotic process automation 
(RPA). RPA is well suited to 
automate repetitive processes 
like patient appointment 
processing, patient data 
entry, scheduling, insurance 
verification, patient pre-
approval, application 
processing and billing.

Why is this significant?
Collecting and repeatedly 

consolidating data and keying 
it into systems is a critical 
activity that needs to happen 
quickly, is traditionally manual 
and very tiresome. Even the 
most high-performing staff 
can easily make mistakes, 
especially with increased 
volumes of patients. These 
activities are not just tiresome 
but can lower employee 
morale and lead to burn 
out. Leveraging bots to 
accomplish these repetitive 
activities not only improves 
efficiency and accuracy, but 
it reduces employee stress, 
and allows your employees 
to focus on higher value 
activities such as patient care.

Snapshot 3: 
File more claims in less 
time
In the insurance industry, 
digital channels have been 
the customer-preferred 
method for interaction and 
collaboration for some time. 
Even in times of unexpected 
crisis.

This is unsurprising, 
considering the proliferation 
of modern tools and apps 
available in smartphones. 
These tools can turn the 

IN 2019, OUT OF 
APPROXIMATELY 600 MILLION 
PATIENT ENCOUNTERS IN THE 
U.S. ALONE, 12 MILLION WERE 
CONDUCTED VIA TELEHEALTH. 
IN 2020 THAT NUMBER ROSE 
TO 360 MILLION.
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most distressing customer 
situations, like a car accident 
or a flood, into a situation 
where the insured feels 
confident that they are in good 
hands and resolution is near.

For example, claims 
collaboration capabilities — 
like virtual field inspection and 
evidence collection apps — 
enable customers to literally 
“walk through” processes in 
real-time with claims staff, 
ensuring they capture the right 
information when it’s needed. 
Here’s an example:

1. After a loss, the customer 
initiates a claim and receives 
a text message with a secure, 
web-based link to their claim.

2. They can then collaborate 
using their phone app with 
adjusters who guide them with 
what to capture and where to 
zoom when taking photos.

3. The recorded video, 
audio and photos are stored 
securely in the platform, and 
are available immediately for 
review.

4. Resolution only takes a 
day or two, rather than weeks.

Low-code integration 
accelerators to P&C solution 
suites like Guidewire and Duck 
Creek also enable insurers 
to provide intuitive insurance 
experiences, including 
everything from providing a 
quote to resolving a claim.

How? It starts with 
intelligent processing, where 
accelerators automatically 
present very specific pieces 
of data at particular points 
in the underwriting process 
instead of requiring staff 
to manually wade through 
thousands of documents 
to find the relevant 
information. This saves time 
and frustration, allowing 
staff to focus on building 
relationships.

Snapshot 4: Serving 
constituents from the cloud
COVID-19 has undeniably 
strained government agencies 
but it has also created some 
learning opportunities. It has 
brought to light that many 
administrative processes 
do not need to take place in 
person. With the cloud, virtual 
interactions create better 
customer experiences.

By leveraging the cloud 
in a modern SaaS platform, 
agencies can provide shared 
services and rapidly deliver 
low-code solutions. This 
provides the ability to meet 
unique requirements while 
lowering the overhead of IT 
administration and ultimately 
focusing on the constituent 
instead of the technology.

Case management 
processes that require 
a complete view of an 
individual, property or 
project can be conducted 
from anywhere, with rule-
based automation assigning 
work, routing approvals, and 
eliminating time-consuming 
tasks.

Online portals provide 
the ability for constituents 
to submit applications and 
supporting documentation 
from anywhere at any time, 

even enabling real-time 
eligibility determination.

Whether it is for Medicaid, 
food stamps, cash assistance, 
early childhood assistance, 
housing or other programs, 
agencies leveraging cloud 
digital solutions enable staff to 
provide the help people need 
when they need it most.

BUILD MORE 
MEANINGFUL, ENDURING  
CONNECTIONS WITH  
THE PEOPLE YOU SERVE

Service is a key differentiator 
between growth and loss in the 
dynamic world of the pandemic. 
Enhancing the customer 
experience at every phase of 
the relationship starting with 
the first impression is critical to 
customer engagement.

Low-code solutions are a 
great equalizer, enabling all 
organizations - large and small 
across all industries - to not only 
survive disruption of any kind 
but to thrive in spite of it.   

Sam Babic is Chief 
Innovation Officer at Hyland

SERVICE IS A KEY 
DIFFERENTIATOR BETWEEN 
GROWTH AND LOSS IN  
THE DYNAMIC WORLD  
OF THE PANDEMIC. 
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THE IMPACT OF COVID-19 
ON MARKET VERTICALS

How will businesses adapt once the pandemic is under control?

By  Kevin Craine for Workflow

It’s no secret that the COVID-19 pandemic has disrupted business in every market 
vertical. Many organizations have struggled to keep afloat. Others, which moved 
proactively to implement digital transformation initiatives before the outbreak, 
have been much more successful in remaining resilient and agile in these 
challenging times. As we approach the one-year mark of the coronavirus crisis 
and countries work to distribute vaccines worldwide, the question becomes:  
how will businesses adapt once the pandemic is under control?  
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IT’S NOT ALL BAD NEWS

Businesses such as those 
in the travel and hospitality 
industry, or traditional 
retailers, are undergoing 
hard times indeed. Other 
market verticals like home 
improvement, telehealth 
and online retailing have 
experienced significant 
growth. To effectively help 
customers plan for the future, 
vendors need to understand 
how technology is becoming 
an integral component of 
the new normal and how the 
business climate is changing 
technology adoption.

Suppliers and vendors 

should take this opportunity 
to analyze their existing and 
future customer base by 
vertical segment with the goal 
of understanding the impacts 
and opportunities in each 
sector. This focused approach 
helps direct development and 
marketing efforts to target new 
clients, build reputation, and 
increase account penetration.

For developers, a strategy 
based on vertical markets 
helps organize product 
and service development. 
Resellers benefit from a more 
pointed marketing and sales 
strategy based on the industry 
and its specialized needs 
versus by product, technology 
or capabilities alone.

INCREASED DEMAND 
FOR DIGITAL  
TRANSFORMATION

One of the major factors of 
COVID-19 is the increasing 
demand for digital transforma-
tion across all market verticals. It 
only took a global pandemic to 
prompt organizations to take the 
transformation seriously; it went 
from a nice-to-have to an essen-
tial strategy for survival. Across 
the board, organizations are 
increasing their investments in 
areas like business intelligence 
and analytics, digital workflow 
and collaboration, and automat-
ed governance and compliance.
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But how will the global pandem-
ic continue to affect operations in 
specific industries? Let’s take a 
look at these major sectors.

SUPPLY CHAIN

Experts warn that supply 
chains will become more 
localized. As the pandemic has 
impacted the world economy, 
more production will need 
to happen at a local level to 
preserve the integrity of the 
supply chain.

Additionally, just-in-time 
supply chains will become 
less heavily deployed. 
Organizations will not accept 
the increased risk. If, for 
example, supply chains are 
disrupted, production grinds 
to a halt because a couple 
of parts are missing. This 
means greater local stockpiles 
to account for an extended 
production buffer during 
times of crisis or massive 
investments in 3D printing to 
locally produce certain parts 
are likely. And, as in many 
sectors, expect the pace 
of automation to increase, 

because robots can’t contract 
coronavirus.

HEALTHCARE

The delivery of healthcare will 
change in a post-coronavirus 
world. It is important to view 
this market vertical in two 
sectors: inside hospitals, and 
outside. Inside hospitals, 
administrators are tooling up to 
increase utilization of capacity 
planning. This makes sense 
because hospitals are seeing 
record amounts of patient 
overflow being exacerbated 
by COVID-19. Hospitals are 
actively looking to find solutions 
to take existing resources and 
utilize them more efficiently and 
faster, such as software that 
finds where unused resources 
(e.g., face masks) can be 
found, automated ordering, 
formal processes for overflow 
planning, and partnerships with 
rapid product development 
companies.

Perhaps the biggest area 
of growth in healthcare 
will be outside hospitals. 
The healthcare vertical has 

seen a dramatic rise in the 
adoption of telehealth and 
video appointments. Even 
before COVID-19, more and 
more patients were beginning 
to prefer getting treated at 
their own home. Now, it’s 
a standard expectation as 
nearly all patients are getting 
accustomed to the idea. Look 
for an upsurge in at-home 
diagnostics — often using 
IoT-connected devices — that 
collect patient data and upload 
that information automatically. 
There will be a host of tools to 
manage chronic conditions and 
digital therapeutic apps that 
can tell if medication was taken 
correctly.

FINANCIAL SERVICES

CFOs and executive leaders 
in all markets will tell you that 
access to capital is essential for 
any business in order to survive 
the shift in economic and social 
dynamics post-COVID-19. 
The financial service providers 
that will thrive are those that 
address the gap in access to 
capital. Digital banking will 
dominate the new norm and 
traditional banks will accelerate 
their technology partnerships 
to keep up with consumer 
expectations.

Experts warn that large tech 
companies such as Google will 
leverage their global influence 
to potentially capture this 
untapped market in the near 
future. For example, in order for 
banks to keep up with consumer 
needs such as contactless 
payments they will partner with 
proven fintech solutions instead 
of consuming resources building 
and testing applications in-
house, and integrate with mobile 
wallets such as Apple Pay and 
Google Pay.

CFOS AND EXECUTIVE LEADERS 
IN ALL MARKETS WILL TELL YOU 
THAT ACCESS TO CAPITAL IS 
ESSENTIAL FOR ANY BUSINESS 
IN ORDER TO SURVIVE THE 
SHIFT IN ECONOMIC AND SOCIAL 
DYNAMICS POST-COVID-19. 
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ENTERPRISE  
TECHNOLOGY

In all industries, the COVID-19 
outbreak has forced companies 
who have been slow at adopting 
the future of work to rethink 
their business practices and 
people. Indeed, the workplace 
in 2021 will demand a different 
set of skills. Now more than ever, 
organizations need to embrace 
disruption as a springboard 
for competitive advantage and 
adopt new ways of working 
that invigorate organizational 
performance. The needed 
capabilities include the ability 
to leverage remote work as an 
advantage, increase information 
agility, and drive business growth 
despite these challenging times.

At the heart of this 
transformation is eliminating 
the reliance on paper within 

core business activities. Indeed, 
organizations that work at the 
speed of paper post-COVID 
will be increasingly rendered 
non-competitive and irrelevant. 
However, despite the ongoing 
trend toward digitization, the 
truth is that many key business 
processes continue to be buried 
in paper. According to Corcentric, 
as of 2019 over 80% of firms still 
used paper checks to pay their 
suppliers, over 70% of invoices 
arrived via postal mail and over 
40% were still delivered via 
fax machine. Clearly, there is a 
mismatch between expectations 
of the paperless office and 
the real reality of post-COVID 
workflow.

MOVING FORWARD

The future of work is today. It’s 
no longer business as usual; new 

ways of working are needed. 
Organizations that embrace 
the disruption and leverage 
the ability to change as an 
advantage will be the ones that 
come out ahead. Providers and 
partners that work to provide 
that advantage, and clearly 
understand the impacts and 
opportunities in each market 
vertical will be more successful 
in making the sale. Making a 
vertical alignment strategy really 
work requires an understanding 
of not just technology, but also 
of the role that the approach 
can play in affecting real world 
process improvements specific 
to the target industry.  

Kevin Craine is a writer, 
technology analyst, and 
the host of The Digital 
Transformation Podcast. 
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LESSONS FROM REBOUNDING
INDUSTRIES

OPPORTUNITIES FOR GROWTH FROM COVID-19

By  Christina Robbins, Digitech Systems, LLC

One year in to our pandemic-affected world, businesses continue to deal with the 
effects of COVID-19. From human resources personnel who are trying to figure 
out what safety practices are needed to give employees peace of mind as they 
return to offices, to a significant shift toward ongoing remote or hybrid work 
arrangements among U.S. employees, it’s likely to alter our work world forever.   
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Among the most dramatic 
challenges has been the 
need to instantly convert to 
digital records and electronic 
processes everywhere possible 
to facilitate work-from-home. 
Businesses quickly put stopgap 
measures in place, but many 
are now reviewing their initial 
technology choices to ensure 
they have robust products 
that will continue to benefit 
their company for years to 
come. Whether it’s digital 
records, process automation, 
or electronic forms, businesses 
need these products and 

services now more than ever. 
Where are the opportunities? 
Consider the following:

TELEHEALTH REQUIRES 
ELECTRONIC RECORDS

Over the last year, many of 
us have experienced our first 
telehealth visit with a physician 
or other healthcare provider. You 
may not have realized that as an 
industry hit hard by COVID-19, 
healthcare is an excellent target 
for digitization and process 
automation services. Despite 

converting to electronic health 
records (EHR) over the last eight 
to 10 years, many physicians’ 
offices have put off converting 
older, paper-based patient 
charts because the charts were 
easy to access in filing rooms 
attached to their facilities. Yet, 
historic patient information can 
be critical in diagnosing current 
health problems — especially 
when decisions need to be 
made quickly in an emergency. 
As the number of cases being 
handled via video call has 
increased, so has the pressure 
to make this information more 

LESSONS FROM REBOUNDING
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accessible when providers 
work remotely. Digitizing older 
patient data so it is accessible 
alongside current EHR 
information improves efficiency 
and quality of care now and 
when healthcare visits return to 
normal after the pandemic ends.

ASK YOUR HEALTHCARE 
PROSPECTS

• Do you need to access 
historical information stored in 
paper charts when visiting with 
patients?
• When participating in 
telehealth calls, how do 
you access this historical 
information?
• Would it be helpful if you 
could view older patient records 
alongside current medical 
information in your EHR?

IMPROVING EFFICIENCIES 
AND SAVING MONEY

Communication is one of 
the four driving pillars for 
Woodstock Hospital, which 
serves the people of Oxford 
County, Ontario, Canada. Before 
the pandemic, Woodstock 
Hospital recognized the 
disconnect between electronic 
medical records and older 
patient charts. “When a patient 
would come into the emergency 
room, we would have to take 
the time to physically find 
their old records. It was very 
frustrating for clinical staff to 
have to wait for information 
they needed to provide care, 
especially in the emergency 
room when decisions need to 
be made quickly,” explained 
Kathy Lavell, CFO (and former 
director of records).

To facilitate better commu-
nication of patient information, 

the hospital imaged historic 
patient records for electronic 
management and made them 
available alongside newer EHR 
information, improving the quali-
ty of the care they provide. Now, 
no matter whether they see a 
patient in-hospital or are provid-
ing consultation via telehealth, 
they’re able to provide the best 
patient care, and the digitization 
project returned such significant 
savings that Nucleus Research 
selected them as one of the 
top 10 technology implemen-
tations of the year in 2020 for 
return-on-investment (ROI).

ACCOUNTS PAYABLE 
CRIES OUT FOR PROCESS 
AUTOMATION

All businesses manage financial 
information, but this area has 
been very slow to convert to 
digital records and process 
automation. However, the 
COVID-19 pandemic has 
forced even the most reluctant 
accounts payable (AP) teams 
to move toward digitization to 
facilitate work from home for 
employees. Having experienced 
the advantages of digital 
transformation for the first time, 
many AP teams are now looking 
for more permanent invoice 
processing and automation 
solutions.

ASK YOUR AP PROS-
PECTS

• Have any members of your 
accounting team had to go into 
the office to complete tasks 
during the pandemic?
• How many systems do 
employees access to complete 
three-way matching and invoice 
approval?

• Would it be helpful if you 
could digitally process and 
approve invoices, allowing 
employees to work from any 
location?

PROTECTING JOBS AND 
KEEPING AN ECONOMY 
FLOWING

Cooperative Educational 
Services (CES) is a procurement 
agency that provides shared 
purchasing services to 211 
public education institutions 
and 250 public entities in New 
Mexico. They manage request 
for proposal (RFP) processes 
including solicitation, evaluation, 
vendor selection, and contract 
management for their members, 
and work with over 60,000 
invoices every year. Managing 
all this information in paper 
procurement packets became 
overwhelming. Before the 
pandemic, CES converted to 
digital records and developed 
an e-procurement process to 
control the flow of information 
throughout purchasing. Packets 
are compiled automatically as 
each record is received, and 
review and approval are secure 
from virtually any location.

During the COVID-19 pan-
demic, New Mexico encour-
aged citizens to stay at home 
and avoid congregating in 
offices. The CES team agreed 
that there would have been no 
way for them to continue to 
conduct business remotely if 
they had not already digitized 
records and converted them to 
an automated process. Dep-
uty Executive Director Robin 
Strauser explained, “Our busi-
ness continues. We haven’t had 
a slowdown because schools, 
cities, and counties still need 
to procure and pay.” And Kelly 
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Basham, AP Specialist, pointed 
out CES’s critical role in keeping 
members supplied with essen-
tial products and helping money 
flow into vendor businesses, 
many of which are local to New 
Mexico. “We pay $5-8 million 
per week to vendors, and if 
those payments stopped, some 
of them would be forced to lay 
off staff or close their doors,” 
she said. “It feels good to know 
we’re helping not just our own 
organization, but our customers 
and vendors to stay in business 
as well.”

PROPERTY MANAGEMENT 
NEEDS ELECTRONIC 
FORMS TO CLOSE NEW 
BUSINESS

Many businesses that require 
face-to-face interactions have 
suffered during the last year 
due to the need to close offices 
and send employees home 
in response to stay-at-home 
orders. Though designed to 
protect our population’s well-
being, these government 
orders have handicapped 
some businesses’ ability 
to make sales and protect 
revenue. Property management 
businesses have been hard hit 
by these regulations because 
they require and manage 
significant paperwork as they 
complete various processes for 
their clients, including finding 
and vetting potential renters, 
managing utilities and other 
services, and maintaining 
up-to-date contracts for each 
property. This process can 
be dramatically simplified by 
converting a business to digital 
records, including electronic 
forms (e-forms) and digital 
signatures (e-signatures), 
to allow paperwork to be 

completed and filed online. In 
many cases, digital records 
also streamline remote access 
using cloud-based information 
management—virtually 
eliminating any need to be in 
the office during the pandemic.

ASK YOUR PROPERTY 
MANAGEMENT PROS-
PECTS

• Have you had to meet 
clients in person to complete 
paperwork during the 
pandemic?
• How much time does that 
take? Have any potential 
clients refused face-to-face 
appointments?
• Would it be helpful if you 
could complete paperwork 
electronically, eliminating the 
need to meet in person and 
streamlining new client setup?

CONVERTING TO ELEC-
TRONIC FORMS MEANT 
“BUSINESS AS USUAL” 
DURING THE PANDEMIC

Real Property Management 
Vancouver (RPMV) is a full-
service property management 
company serving residential and 
commercial properties in the 
Vancouver, Washington, area. 
They manage the listings for 
rental properties, vet potential 
tenants, and negotiate leases 
for the owners of more than 
330 properties and several 
HOAs. Each owner packet 
contains dozens of pages, 
including property contracts, 
all of the rental agreements 
for each tenant, and in some 
cases marketing, utilities, and 
maintenance information as 
well. Setting up a new property 

meant owners had to read 
and complete nine different 
forms, which required a lengthy 
meeting at the RPMV offices.

After digitizing their exist-
ing files, RPMV converted the 
forms in the packet to electronic 
versions (e-forms) that owners 
could complete online. Now 
they simply send a new own-
er the links for the forms, the 
owner fills them out, and auto-
mated routing notifies RPMV so 
they can review the information 
and sign the forms electron-
ically (e-signatures). It even 
routes the completed packets 
to a designated broker in com-
pliance with state law. Overall, 
the process has cut the work 
required to set up new proper-
ties from three to four hours to 
about 30 minutes, saving RPMV 
more than $100,000 every year. 
During COVID-19, RPMV has 
complied with state orders to 
stay at home. Their cloud-based 
information management service 
provides easy remote access 
while maintaining high standards 
of security and compliance. 
“Business is operating at normal 
speed. It hasn’t hindered our 
processes in any way to have 
people working remotely,” ex-
plained owner Bob Butterfield.

As social distancing, stay-at-
home, and vaccines bring us 
closer to the light at the end 
of this challenging season, 
digital transformation remains 
a top priority for businesses. 
Look around and consider how 
remote work may have changed 
the needs of companies in your 
area. Opportunities abound, 
and 2021 may be your best year 
yet.  

Christina Robbins is 
marketing manager at 
Digitech Systems LLC.
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HEALTHCARE 
INFORMATION EXCHANGE: 
TRANSFORMATION DURING CRISIS

By  Brad Arrington, Canon U.S.A., Inc.

The COVID-19 pandemic introduced the most significant threat to worldwide health 
since the 1918 Spanish Flu outbreak, making the ability to quickly gather, share, 
analyze, and act on healthcare data more important than ever. Organizations that 
had focused on health information management since the adoption of the Health 
Information Technology for Economic and Clinical Health (HITECH) Act of 2009 were 
already familiar with these needs. Many healthcare providers have been focused on 
digitally transforming their information management processes to help improve the 
accuracy and efficiency of healthcare information exchange and, ultimately, to help 
improve healthcare service delivery across a patient’s continuum of care.  
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The primary objective for 
most healthcare professionals 
is improving the quality 
of patient care to achieve 
successful health outcomes. 
Meeting that objective 
requires effective healthcare 
information exchange, and 
that calls for the acquisition, 
management, sharing, 
analysis and protection of 
the patient’s healthcare 
information. Electronic 
healthcare records (EHR) 
are a foundational part 
of healthcare information 
exchanges. They contain 
clinical and non-clinical 
patient information that 
caregivers need to provide 
diagnoses, treatment, 
and ongoing care for their 
patients. Spread across 
various systems and 
functions, this information can 
be difficult to consolidate into 
a centralized EHR system. 
Key challenges remain in 
interoperability, accessibility 
of information for patients 
and caregivers and security 
of the information to not only 
deal with regulations such 
as HIPAA, but also to help 
protect the various IT systems 
used to store, manage and 
share it.

These challenges have only 
become more complicated in 

the age of COVID – first with 
the incredible burden placed 
on the healthcare system in 
caring for patients, and then 
with testing and, now, vaccine 
distribution. Trying to keep up 
with technology demands, as 
well as meeting the needs of a 
population in crisis, has kept 
the industry on its toes. How 
can technology vendors help 
the healthcare industry keep 
up and overcome challenges?

BACKGROUND

The Health Insurance Portability 
and Accountability Act of 
1996 (HIPAA) was a milestone 
in the healthcare industry, 
giving patients more control 
over their health information. 
Since health records were 
mainly paper-based at the 
time, though, searching and 
sharing documents was a time-
consuming and often expensive 
process. The HITECH Act, 
passed to promote the 
expansion of EHR systems and 
compliance with HIPAA Privacy 
and Security rules helped make 
EHR systems a foundational 
part of efficient healthcare 
information exchanges.

However, adoption of 
EHRs was uneven and often 
involved disparate systems 

that in some instances did 
not easily lend themselves 
to interoperability. When 
the COVID-19 pandemic 
put increased pressure 
on healthcare information 
management systems, it 
highlighted the challenges in 
interoperability, accessibility 
and security.

PROBLEM 1:  
EHR INTEROPERABILITY 
CHALLENGES

A patient’s EHR is created 
from information found in 
data points scattered across 
multiple systems. Sources of 
this data can include digitized 
paper records, computerized 
healthcare records, diagnostic 
imaging devices, medical 
monitoring equipment, patient 
wearables, emails and more. 
Together, they build a valuable 
single-source record of a 
patient’s diagnoses, treatment 
and medical history.

The ability to simply and 
efficiently share EHRs 
between providers is a key 
to telehealth services, which 
ranked No. 1 in top-of-
mind priorities of healthcare 
IT professionals as the 
COVID-19 pandemic unfolded 
in 2020. A HIMMS/Forrester 

THE PRIMARY OBJECTIVE FOR MOST 
HEALTHCARE PROFESSIONALS IS  
IMPROVING THE QUALITY OF PATIENT  
CARE TO ACHIEVE SUCCESSFUL  
HEALTH OUTCOMES.
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survey asked a group of 
healthcare IT professionals, 
“What is the most pressing 
technology issue you are 
facing now that you need 
the vendor community to 
prioritize?” The top two 
answers involved integrating 
new solutions like virtual care 
and remote collaboration with 
existing clinical workflows, 
and sharing data across 
an increasingly fractured 
continuum of care.

Meeting these challenges 
will not be easy, as most EHR 
systems have proprietary 
architectures, but the 
message is clear: Technology 
vendors must prioritize 
interoperability between 
healthcare data systems, 
content management 
systems, clinical analysis, 
business process systems, 
and other systems that work 
together to create EHRs.

It may be difficult to find one 
technology vendor with the 
answer for all interoperability 
challenges. Instead, 

healthcare IT professionals 
can seek technology providers 
that work together to provide 
whole coverage. Look for 
providers that are best in 
their practice, whether in the 
field of content management, 
process management, or 
data analytics, and who have 
a deep understanding of 
requirements and standards 
such as DICOM, IHE, HL7, 
and FHIR for interoperability. 

Paper and printing 
continue to be a large part 
of healthcare information 
management, so print 
management is also an 
important part of the 
equation. Vendors should 
be able to demonstrate that 
their solutions can seamlessly 
integrate with other systems 
and healthcare processes 
already in use, and work 
across a variety of data 
formats. The result for the 
healthcare provider should 
be a holistic EHR strategy 
with robust interoperability 
that delivering cost-effective 

solutions that can help 
healthcare professionals in 
their daily work.

PROBLEM 2:  
ACCESSIBILITY OF  
PATIENT HEALTHCARE 
INFORMATION

Increased use of EHRs and 
advancements in digital 
information delivery platforms 
have also allowed patients 
to take a more active role 
in managing their health. 
Reports show as many as 
93% of patients reported that 
they can view their health 
records online, although only 
64% reported that they use 
digital devices and mobile 
apps to manage their health. 
COVID-19 exacerbated the 
need for patient access to 
records and for telehealth 
services, as ease of access 
for both patient and provider 
can help organizations deliver 
virtual healthcare – a need 
that is projected to grow even 
as COVID-19 subsides.

Interoperability issues also 
impact access to information 
shared across patient portals, 
which must support a variety 
of data and file formats. 
Information access sites such 
as patient portals need to 
support the variety of data 
that make up a patient’s 
EHR. This can include text 
documents, spreadsheets, 
emails, PDF, DICOM 
images and multiple video, 
audio, image and other file 
formats. It is also important 
for systems to support 
chat, teleconferencing and 
videoconferencing. Of course, 
it is helpful if this functionality 
is available and properly 
formatted for use across all 
platforms a patient or other 

REPORTS SHOW AS MANY 
AS AS 93% OF PATIENTS 
REPORTED THAT THEY CAN 
VIEW THEIR HEALTH RECORDS 
ONLINE, ALTHOUGH ONLY 64% 
REPORTED THAT THEY  
USE DIGITAL DEVICES  
AND MOBILE APPS TO  
MANAGE THEIR HEALTH.
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caregiver might use to access 
this information, including 
PCs, laptops, smartphones, 
and tablets. Healthcare 
providers accessing health 
information can benefit from 
all of the above as well as 
systems that use artificial 
intelligence (AI) to transform 
information into“smart data” 
that can be used to provide 
improved diagnoses and 
treatment services.

A technology vendor 
should be able to provide 
solutions that can integrate 
with multiple healthcare 
information exchange 
access systems, support the 
various viewing platforms 
a patient or caregiver may 
use, and provide convenient 
access and viewing of health 
information as a health 
organization pursues a 
holistic healthcare information 
exchange strategy.

PROBLEM 3:  
INFORMATION 
SECURITY

Before the impact of 
COVID-19, an American 
Medical Association (AMA) 
survey showed 83% of 
physicians had experienced 
a cyberattack. That number 
has only increased as 
hackers take advantage of 
an overworked, overstressed 
medical system. The ease 
with which EHR and digital 
healthcare information 
exchanges allow patients 
and healthcare organizations 
to have access to private 
health information has 
also introduced potential 
data breach points and 
vulnerabilities that can be left 
open by unwitting patients.

As the pandemic 

progressed, the increased 
reliance on telehealth, while 
essential to healthcare in 
the COVID era, became an 
area of vulnerability as well. 
According to a joint guide  
from the AMA and American 
Hospital Association,  
“Remote Virtual Private 
Networks (VPN), and other 
cloud telehealth services have 
quickly expanded to support 
telework, telehealth, and for 
remote monitoring of medical 
devices. However, this 
expansion also dramatically 
increased the ‘attack surface’ 
for cyber adversaries 
who quickly adapted and 
began probing hospital and 
physician office networks.” 

As 2020 came to an end, 
the AMA noted physican 
practices and hospitals 
had to confront cybercrime 
on three fronts: a dramatic 
rise in phishing campaigns, 
targeted attacks on the VPNs 
and cloud services used 
for telehealth and remote-
monitoring devices, and 
an increase in ransomware 
attacks.

Not only do patients expect 
sensitive medical information 
to be kept private, accurate, 
and secure, HIPAA states 
this as one of a patient’s 
rights. Health organizations 
must have appropriate 
security mechanisms 
and standards in place to 
not only help safeguard 
patient information but help 
protect the organization 
from cyber threats that can 
use healthcare information 
exchange endpoints to attack 
the broader IT infrastructure. 
Organizations should look 
for technology vendors 
that can demonstrate their 
content management, 
process management, data 

analytics, and print solutions 
incorporate security by design 
with features that can help 
protect healthcare information 
and IT infrastructure.

SUMMARY

With the digitization of 
data systems, information 
and network security 
has extended from just 
putting measures in place 
to help protect patient 
privacy rights to putting 
measures in place to help 
safeguard the complete 
healthcare information 
exchange system from 
cyberattacks. The COVID-19 
crisis has accelerated this 
transformation in healthcare 
information exchange 
throughout all these areas and 
its impact will be felt well into 
the future. 

As hospitals and other 
health organizations navigate 
through the current COVID-19 
crisis and beyond, the 
selection of technology 
vendors in support of 
healthcare information 
exchange and the use of 
EHR is more important than 
ever. Selecting vendors 
that meet the requirements 
outlined here can help put a 
healthcare organization on 
track to creating a holistic and 
efficient digitally transformed 
healthcare information 
exchange.  

Brad Arrington is senior 
manager, Integrated 
Marketing, Business 
Information Communications 
Group, Canon U.S.A., Inc.
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HOW PUBLIC SECTOR 
ORGANIZATIONS CAN BENEFIT FROM 
PROCESS CHANGE AND AUTOMATION 

By  Chris Ellis, Nintex

Throughout the world, governments and public-sector agencies are facing  
pressures in ways that have rarely been experienced before. 

Natural disasters, uncertain economic conditions, and shifting demands of citizens 
are forcing change at an unprecedented rate. Governments unable or unwilling to 
respond to these pressures risk voter backlash and civil discontent.  
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Across all segments of the 
public sector, organizations are 
facing the grim reality of need-
ing to achieve more with less. 
Caught between constrained 
budgets and increasing de-
mand for service delivery, 
departments and agencies 
must find methods to improve 
efficiencies while also lowering 
operational costs. 

In many cases, there is also 
a desire to conserve funds for 
further potential disruptions. 
Experts predict that COVID-19 
is unlikely to be the last global 
pandemic. In fact, according 
to some experts, it could be-
come endemic — this means 
that this particular pathogen 
will never fully disappear from 
the population.  

What the last year-plus has 
shown us is our resiliency in 
overcoming challenges and 
that all levels of governments 
should prioritize investments 
in digital transformation to be 
well-prepared to act immediate-
ly to unforeseen circumstances. 
This will help them successfully 
navigate today, tomorrow, and 
what lies beyond that. 

A CHANGING WORKFORCE 

There are also pressures for 
change coming from within. 
As a new generation of staff 
enters the workforce, they 
bring with them expectations 
that differ from those who have 
been in place for years. 

Reared in the era of mobility 
and online interactions, many 
are finding themselves frus-
trated by the manual and often 
paper-based processes that 
still exist within all levels of 
government. A sector that has 
tended not to be at the fore-
front of technology adoption 
is now expected to make the 
changes that are required. 

While some public-sector 
organizations may have al-
ready taken some steps, far 
more progress will be needed. 
The shift from paper to digital 
platforms may have begun but, 
in many instances, information 
is now held in isolated appli-
cations and databases that are 
not integrated with other com-
ponents in core processes. 

For example, one team might 
have collected citizen data in 
an Excel spreadsheet while 
another has used a third-par-
ty application. Combining 
and processing this data and 
reaching a desired outcome, 
therefore, remains laborious 
and challenging to complete. 

Younger workers are also 
keen for their workplaces 
to be more like their private 
lives. There, data is stored on 
cloud platforms and available 
from any location and on a 
variety of devices. Achieving 
this within many parts of the 
public sector is, unfortunately, 
still some way off. 

BROUGHT TO A HEAD  
BY THE VIRUS 

The need for fundamental 
changes to many established 
processes was brought into 
stark relief by the global 
COVID-19 pandemic. With 
many staff members forced to 
work from home, operational 
methods that had worked well 
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in the office had to be quickly 
re-architected. 

Shifting citizen requirements 
also required rapid changes. 
The rapid establishment of 
everything from virus testing 
hubs to additional medical 
treatment facilities required 
new processes to be quickly 
constructed and put to work. 
It was a bit like driving a truck 
while it was still being built.  

Unfortunately, in many cases, 
the resulting processes were 
far from ideal. Often, staff had 
to revert to paper-based forms 
and record keeping as digital 
replacements were simply not 
available. In other places, pro-
cess changes went little further 
than scanning static forms and 
uploading them to a website. 

There has, however, been 
something of a silver lining 
during the pandemic. Many 
government departments and 
agencies have noted a signifi-
cant improvement in the way in 
which staff communicate, both 
with each other and the citi-
zens they are serving.  

Staff realized they could 
often no longer shout over the 
room divider or consult col-
leagues by walking down the 
corridor to their office. Instead, 
they had to rapidly adopt 
cloud-based messaging and 
collaboration tools to get the 

job done. As a result, many 
employees are finding they are 
now much more engaged and 
able to consult with others as 
and when required. 

CONTINUING  
THE CHALLENGE OF  
PROCESS IMPROVEMENT 

Now, early in 2021, it’s vital 
that the progress achieved 
during the pandemic is not 
allowed to slow. Public-sector 
organizations need to ensure 
that momentum is maintained, 
and further goals are reached. 

This is particularly important 
when you consider the large 
number of extensive projects 
being undertaken by agencies 
at all levels of government. In 
an effort to stimulate the econ-
omy, agencies have brought 
forward spending on large-
scale initiatives such as public 
infrastructure and housing. New 
schools and hospitals are being 
planned with the focus on gen-
erating new jobs and pumping 
cash through local economies. 

For these projects to suc-
ceed, it will be important to 
have in place the processes 
required to support everything 
from planning and budgeting 
to management and reporting. 

Fully-integrated processes need 
to be designed and deployed 
well before the works them-
selves begin. 

In other areas, such as the 
defense forces, further prog-
ress on process transformation 
and automation is needed to 
support the myriad activities 
underway. For example, effi-
cient and effective processes 
are needed to track equipment 
in the field and ensure vital 
maintenance is carried out as 
schedules require. In educa-
tion, processes are required 
that ensure students receive 
the academic support they 
require, even when forced to 
complete classes from home. 

THE TECHNOLOGIES  
BEING DEPLOYED 

There are a range of core tech-
nologies that will underpin the 
process transformation and au-
tomation projects to be under-
taken within public-sector orga-
nizations. Each offers to deliver 
significant benefits for staff and 
the citizens they serve. 

Topping the list is robotic 
process automation (RPA). This 
technology frees humans from 
mundane, repetitive tasks and 
streamlines manual process-
es. Deployed correctly, it can 
significantly reduce the time re-
quired to complete workloads 
and free up staff to focus on 
more value-adding activities. 

Another technology being 
deployed is artificial intelli-
gence (AI). While still in its in-
fancy within the public sector, 
AI has the potential to improve 
the way services are delivered 
across a wide range of areas. 

For example, AI tools could 
be used to scan incoming 
requests for assistance and 
automatically provide rele-

NOW, EARLY IN 2021,  
IT’S VITAL THAT THE 
PROGRESS ACHIEVED  
DURING THE PANDEMIC 
IS NOT ALLOWED TO SLOW.
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vant information in response. 
AI tools could also be used 
to analyze large volumes of 
data to spot emerging trends. 
Recommendations can then 
be provided on how to guide 
future infrastructure invest-
ments in everything from 
roads and rail to energy plants 
and mines. 

A third area is mobility. 
While this is already well 
established in many areas, 
the potential for it to further 
aid in process improvement is 
significant. Properly equipped 
staff could quickly respond to 
incidents in the field by ac-
cessing centrally-stored data. 
Communication between 
teams can also be boosted, 
thus ensuring processes can 
be completed as quickly as 
possible. 

A STEP-BY-STEP  
APPROACH 

Achieving effective process 
change and automation re-
quires a multi-step approach. 
Each is designed to move 
an organization closer to the 
point where it can enjoy the 
significant benefits that are 
possible. The key steps are: 

1. Obtain senior manage-
ment buy-in: To be success-
ful, a process optimization 
and automation project needs 
to have the backing of senior 
managers. This support will 
help to convince staff at all 
levels that the effort required 
will deliver the desired results. 

2. Identify pain points: There 
is little point in undertaking a 
change program unless ev-
eryone is very clear on exactly 

what problem is being ad-
dressed. Identify the relevant 
pain points and understand 
where transformation efforts 
will have the most impact. 

3. Map out the approach: 
Once target pain points are 
known, map out the steps 
that need to be taken. Deter-
mine which elements within 
each target process should be 
retained and which need to be 
changed. 

4. Define success: Take 
time to clearly define what 
a successful outcome will 
be. Nominate clear metrics 
around efficiency gains, cost 
reductions, and service im-
provements.     

5. Ongoing consultation: It is 
important to undertake con-
stant consultation with all rel-
evant stakeholders throughout 
the project. Keeping everyone 
on board will greatly enhance 
the prospects of success. 

MEETING THE DE-
MANDS OF THE PUBLIC 

The push for process en-
hancement and transforma-
tion is being heightened by 
shifts in the expectations of 
citizens. In a recent survey by 
Deloitte and Adobe, 56% of 
respondents indicated they 
prefer to access government 
information via digital chan-
nels. The survey also found 
that 50% of people find that 
information is inconsistent 
across different government 
sources and most face delays. 

This confirms that there is 
still much work to be done 
when it comes to improving 

the core processes respon-
sible for delivering services 
to citizens. At all levels, gov-
ernments must work to close 
the gap between expectations 
and reality. This can only be 
achieved through comprehen-
sive process transformation 
and automation. 

LOOKING TO  
THE FUTURE 

The global events of the past 
year have served to highlight 
some of the areas within the 
public sector in which core 
processes need to evolve. 
Whether it’s the delivery of 
front-line services or the dis-
tribution of accurate informa-
tion about healthcare options, 
having efficient and effective 
processes in place has never 
been more vital. 

It’s certainly clear that much 
has already been achieved. 
Working against the clock, 
government agencies have 
created support infrastructures 
and measures from scratch 
that will continue to add value 
to the lives of millions of peo-
ple for years to come. 

However, the job is not 
finished. By embracing the 
concept of process transfor-
mation and deploying tech-
nologies such as automation 
and artificial intelligence, 
public-sector processes can 
be improved even further. The 
results will justify the effort 
required.   

Chris Ellis is manager of 
technical evangelism at 
Nintex
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AUTOMATING BUSINESS 
PROCESSES TO TREAT PATIENTS 

AND TEST FOR COVID-19

By  Linda Ding, Laserfiche

Healthcare is one of the fastest growing segments of the U.S. economy, yet  
it’s one of the slowest moving in regards to innovation. The Translational  
Pulmonary & Immunology Research Center (TPIRC) is aiming to change that, 
employing process automation and data analytics in order to develop new 
treatment protocols for patients suffering from rare and orphan diseases,  
and using document management technology to scale their practice.  
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TPIRC founder and Chief 
Medical Officer Dr. Inderpal 
Randhawa spent the early 
part of his career working in 
intensive care units, where he 
saw enough children die from 
anaphylactic reactions to food 
allergens that he began to 
question conventional treat-
ment protocols. He decided to 
dedicate his career to chang-
ing how healthcare operates. 
To help the medical team 
continue to innovate on be-
half of patients, TPIRC and its 
second division, the Southern 
California Food Allergy Insti-
tute, began automating treat-
ment plans, reducing the time 
practitioners spend on paper-
work, and sharing information 
between clinical and research 
divisions.

In addition to regular treat-
ments, at the onset of the 
COVID-19 pandemic the clinic 
rapidly rolled out a key elec-
tronic form and automated 
business process, which were 
used to schedule COVID-19 
testing for high-risk patients, 
ensuring continuity of care.

INNOVATION FUELED  
BY DATA ANALYTICS

TPIRC’s mission is to close the 
innovation gap by developing 
new treatment protocols for 
conditions other physicians 
no longer try to treat or cure, 
a category known as orphan 
diseases. To advance its mis-
sion, TPIRC relies on complex 
clinical processes and huge 
amounts of data that must 
be shared efficiently between 
practitioners.

“What separates us from 
other physicians who are at-
tempting to do any type of food 
allergy treatment is data ana-
lytics,” said Herman Sandhu, 

medical liaison at TPIRC. TPIRC 
physicians compare the results 
of lab tests to over 1 trillion data 
points TPIRC has gathered over 
the years.

Previously, TPIRC managed 
data for each patient manually, 
using a spreadsheet program. 
The laborious process led to 
employee overtime and made 
it difficult to identify data or 
process bottlenecks. The cen-
ter implemented a cloud en-
terprise content management 
(ECM) system, then began 
eliminating siloed programs 
and automating patient data 
tracking.

“Document sharing, docu-
ment storage, and the ability 
to automate processes are 
important for us as we expand 
our program,” said Sandhu. 
“Finding a way to operate in an 
efficient manner, with process-
es as automated as possible, 
was what led us down the road 
to adopting an ECM system.”

TPIRC implemented a pair of 
automated workflow solutions 

to communicate the results 
of lab analyses and automate 
the development of treatment 
plans for food allergy patients.

Sandhu built the Lab Anal-
ysis Workflow, which auto-
matically routes patients’ lab 
results to multiple physicians 
who can provide an assess-
ment or extract information 
from the results. This allows 
the team to smoothly commu-
nicate their medical and data 
analysis, and track when each 
portion of the medical analysis 
is complete.

“Before, I would’ve had to 
manually check all the dates, 
whereas now I’m able to track 
time stamp data that allows 
me to understand how long 
processes are taking,” said 
Sandhu. “The automated 
process enabled me to un-
derstand where bottlenecks 
were occurring and how I 
could improve the process. 
And then, the amount of time 
being spent on each patient 
did speed up.”

TPIRC’S MISSION IS TO  
CLOSE THE INNOVATION GAP  
BY DEVELOPING NEW 
TREATMENT PROTOCOLS 
FOR CONDITIONS OTHER 
PHYSICIANS NO LONGER  
TRY TO TREAT OR CURE,  
A CATEGORY KNOWN AS 
ORPHAN DISEASES.    
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After the Lab Workflow 
Process is complete, TPIRC 
practitioners are able to predict 
the level of allergens that will 
cause a reaction in a particular 
patient and develop a course 
of treatment that will desensi-
tize the patient over approxi-
mately 18 months.

Before automating the work-
flow, Sandhu and Dr. Randhawa 
manually typed treatment plans 
to distribute to practitioners as 
well as to the food lab, which 
produced the food-based 
“doses” patients received 
during each appointment. Not 
only was the manual process 
time-consuming for the prac-
titioners, the food lab couldn’t 
easily export data to under-
stand how many doses of each 
food they needed to prepare 
for each day or each appoint-
ment. To digitally transform 
this process, Sandhu created 
a custom electronic form that 
included the patient’s identi-
fying number, the type of food 
they would consume during 
each visit, the amount of each 
food dose, and the number of 

doses needed. “Now when our 
food lab production team needs 
to know the number of doses 
to produce, they can just pull a 
report,” said Sandhu.

The new form also allows 
TPIRC to add to their growing 
data set, and further increase 
the effectiveness of their 
treatments.

TESTING PATIENTS  
FOR COVID-19

At the onset of the COVID-19 
pandemic, the TPIRC team 
knew they couldn’t interrupt 
their essential health services. 
In order to maintain continuity 
of care while preventing the 
spread of the disease, TPIRC 
began testing patients for 
COVID-19, assisted by an auto-
mated business process.

Over two days, Sandhu 
quickly built a business process 
to receive COVID test requests. 
The process begins with pa-
tients filling out an electronic 
form, providing information 
including their exposure history, 

their distance from the TPIRC 
clinic, and their age.

“With everyone scared and 
unsure what was going on, 
everyone wanted to get test-
ed, but certain patients need-
ed to be tested sooner than 
others,” said Sandhu. “Auto-
mating the process helped us 
to prioritize patients and keep 
track of them.”

Through an automated pro-
cess, TPIRC emailed patients 
consent forms and invoices 
prior to testing. Following the 
test, results were uploaded 
and routed to the diagnostic 
manager, who performed a 
medical analysis then marked 
the test results as either pos-
itive, negative, or invalid. The 
process then branched off 
into multiple flows depending 
on the results: Patients who 
received negative tests were 
sent an email, while results 
that were marked positive 
received a second look from 
one of TPIRC’s main provid-
ers. If the provider confirmed a 
positive result, the automated 
process prompted a member 
of the provider team to reach 
out to the effected family to 
offer guidance. All results were 
saved to the repository.

“We’ve tested over 500 
patients now,” said Sandhu. 
“Our patients needed to feel 
like when they were showing 
up to a clinic, they were in a 
safe environment. If we don’t 
have trust, we can’t offer them 
treatment.”

MAXIMIZING EFFICIENCY 
TO PROVIDE CARE FOR 
MORE PATIENTS

After implementing automated 
workflows, TPIRC immediately 
saw a reduction in the amount 

IN ORDER TO MAINTAIN 
CONTINUITY OF CARE WHILE 
PREVENTING THE SPREAD  
OF THE DISEASE, TPIRC  
BEGAN TESTING PATIENTS  
FOR COVID-19, ASSISTED  
BY AN AUTOMATED  
BUSINESS PROCESS.
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of practitioner overtime. Rath-
er than spending two to three 
hours of overtime per week 
manually completing essen-
tial documentation, providers 
were able to regain some 
work-life balance.

At the same time, TPIRC has 
seen an improvement in the 
flow of information and data 
between the center’s divisions. 
In the healthcare industry, 
clinical practitioners, medical 
researchers, and patient advo-
cates generally operate inde-
pendently of one another, even 
though their work influences 
each other’s results. In an 
effort to realign this disjointed 
system, TPIRC houses not only 
clinical providers, but their own 
research and diagnostic lab, as 
well as an advocacy center.

“We can push all of our 
patient data to the research-
ers, and start to discover new 
bio-markers that we can use 
to test patients,” Sandhu said. 
“This increases our efficiency 
rate and the scope we’re oper-
ating within.”

FUTURE EXPANSION: 
ADDING LOCATIONS  
AND RESEARCHING  
NEW TREATMENT  
PROTOCOLS

The majority of healthcare 
organizations or physicians 
that treat food allergies ad-
vance patients to what they 
call “bite-proof protection,” 
meaning that if the child eats 
something they are allergic to, 
they may still have an allergic 
reaction, but won’t go into 
life-threatening anaphylaxis. 
TPIRC advances their patients 
to a level they call “food free-
dom,” meaning the patients 
can consume as much of their 

previously anaphylactic aller-
gen as they want without fear 
of allergic reaction.

Because of this huge differ-
ence in outcomes, patients 
visit TPIRC from all over the 
country. To provide more 
convenient access for remote 
patients, the facility plans to 
use its ECM system to help 
open satellite treatment cen-
ters, initially in Los Angeles 
and Carlsbad, California, then 
ultimately to every major met-
ropolitan city. Their system  
will allow Dr. Randhawa and 
Sandhu to efficiently commu-
nicate their complex treatment 
plans to practitioners at the 
satellite clinics.

As the footprint of the orga-
nization expands, so will the 
number of orphan and rare 
diseases that TPIRC treats 
as well as the efficacy of the 
treatments already in place. 
Dr. Randhawa’s research 
has already increased the 
life expectancy of patients 
suffering from cystic fibrosis 
from about 15 years to about 
25-30, which they consider a 
good starting point.

Sandhu plans to organize 
TPIRC’s future research pro-
cesses, data, and analyzed 
results using an automated 
workflow. Plans also include 
getting the organization on Mi-
crosoft 365, so TPIRC can take 
advantage of integration into 
their new system and expand-
ed workflow automations.

“I’m in the process of devel-
oping an automated research 
workflow, which will include all 
of our research project time-
lines as well as our process 
for entering research manu-
scripts and submitting them to 
medical journals,” said Sand-
hu. By publishing the center’s 
results in medical journals, 
TPIRC’s treatment protocols 
can begin to benefit anyone 
who suffers from diseases 
otherwise left behind by the 
medical community.   

Linda Ding is senior director 
of strategic marketing at 
Laserfiche

AS THE FOOTPRINT OF THE 
ORGANIZATION EXPANDS, SO 
WILL THE NUMBER OF ORPHAN 
AND RARE DISEASES THAT 
TPIRC TREATS AS WELL AS THE 
EFFICACY OF THE TREATMENTS 
ALREADY IN PLACE. 
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THE WAVELENGTH

Nothing about 2020 was business as usual, and that includes vertical markets. 
What changed and where do new opportunities lie? Our panel of experts 
weighs in. 

Vertical Markets

Bruce Orcutt,
VP, Product Marketing
ABBYY

Scott Dabice, 
Vice President, Pricing & 
Strategic Markets, 
Ricoh Americas Marketing

Ron Cameron, 
CEO and Founder, 
KnowledgeLake

Chris Huff, 
Chief Strategy Officer, 
Kofax

Erica Calise, Director of 
Corporate and Government 
Marketing, Sharp Imaging and 
Information Company of America
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Ron Cameron: We find a lot of attractive opportunities 
in manufacturing, financial services, and state and local 
governments. These vertical markets must manage and 
process consistently high volumes of documents, espe-
cially in their finance and HR departments. For state and 
local governments, the use cases are typically central 
administration and citizen services such as public transit, 
housing and HHS. We’ve also unearthed great opportu-
nities in the education segment because these institu-
tions have transactional content management needs for 
managing the admissions and enrollment process. Other 
areas of opportunity include the transportation/logistics 
segment, where shipping and receiving can generate a 
lot of paper flow.

Bruce Orcutt: Markets that are content-centric and pro-
cess reliant are very attractive for us. These include finan-
cial services, insurance, supply chain and logistics, and 
healthcare — markets that, by their nature, tend to still be 
manually driven and are ripe for digital transformation. 

WHAT ARE SOME OF THE MORE 
COMPLICATED VERTICAL MARKETS THAT 
YOU ARE ACTIVE IN AND WHY?

Erica Calise: The demand of distance learning has im-
pacted the education market over this past year. Both 
K-12 and higher education institutions are looking for 
ways to combat the digital divide, as well as drive cost 
down and increase a student’s access to learning.  Fur-
ther, the decentralized purchasing model characterized 
by large colleges and universities makes navigating the 
different layers within the system challenging – there 
are multiple IT departments and decision makers.  
 
In the healthcare market, group purchasing organizations 
(GPOs) have driven hardware and service costs so low 
that OEMs are hesitant to target it. In addition, navigating 
the different layers within healthcare systems can be 
daunting. Typically, this vertical is approached by more 
experienced sales reps who feel comfortable discussing 
technology specific to healthcare.

Cameron: As a provider of content automation solu-
tions, we help organizations capture, process, and man-
age their most critical documents. Some vertical markets 
have strict regulatory mandates about how documents 
and records are managed, secured, stored, archived and 
disposed of. Heavily regulated sectors such as financial 
services, government and transportation are typically the 
most complicated vertical markets we operate in.

Scott Dabice: One of the more complicated vertical 
markets is healthcare, primarily because its business 
model changed drastically in the last year, and data 
became critically important in terms of managing 
COVID-19 case counts and handling testing variance. 
The industry was forced quite quickly to explore new, 
secure digital routes of sharing confidential information 
when their traditional paper-based way of managing 
patients’ information was no longer feasible during 
stay-at-home orders. We now offer patient informa-
tion management solutions to better manage patients’ 
experiences and information from intake through in-
surance payment and all the steps in between, with pa-
tient care and new recording guidelines that came out 
with COVID. The nature of the pandemic also forced us 
to be more creative inclusive of and beyond print. Our 
offerings had to focus more on customer and employee 
health and safety, and how to get patients in and out 
of medical centers safely using things like signage and 
lockers for PPE that were not necessary in the past. 
 
Finance, banking and insurance are also challeng-
ing industries because, historically, people in these 
markets work onsite in corporate offices where data 
security is paramount. With the onset of the pandemic, 
work shifted to remote and hybrid office environments, 
and we needed to deploy our solutions so they could 
be accessed from anywhere, effectively, efficiently and 
securely. 

Orcutt: Markets where the customer experience is 
most volatile can be complicated, and that is why 
organizations are looking to us to provide digital 
intelligence into how their processes, content and 
people are coalescing. Financial services, for example, 
gained significant competition from non-traditional 
banks during the pandemic that are giving consumers 
more flexible options for banking. Agile, frictionless 
onboarding and transacting is mandatory.  Also, 
complexity stems from not having perceived control of 
processes, not having access to critical information, 
and not being able to monitor, communicate, respond, 
or anticipate bottlenecks in real time. This is especially 
prevalent in the supply chain and in transportation and 
logistics where organizations are dependent on vendors, 
partners, drivers, dock workers and evolving regulations 
that impact frontline and back-end workers. 

HAVE YOU GAINED ENTRY TO A VERTICAL 
MARKET UNEXPECTEDLY? HOW?

Orcutt: We’ve had very notable success within gov-
ernment agencies, an industry that has traditionally 
been viewed as being slow to change. Like all markets, 

WHICH VERTICAL MARKETS DO YOU 
FEEL OFFER THE MOST ATTRACTIVE 
OPPORTUNITIES?
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the pandemic accelerated decisions to incorporate AI 
technologies that augmented their human workforce. 
The California DMV, for example, leveraged our solutions 
to maintain the flow of RealID application processing re-
motely and eliminate lines when they reopened. Also, we 
were instrumental to the U.S. FDA for processing public 
health records during a time their staff was overwhelmed 
with fast-tracking vaccine approval. Our network of 
partners was a key component to getting our solutions to 
vertical markets. 

HOW HAS THE YEAR OF COVID IMPACTED 
YOUR VERTICAL MARKET APPROACHES?

Calise: Access to decision makers and key influencers 
has been significantly impacted by fluctuating lock-
downs. As a result, the virtual approach, be it one-on-
one, webinar-based or via industry virtual events has 
become more important than ever before. This shift has 
forced us to be more succinct, and ready to provide the 
best “elevator pitch” ever. We have developed strategic, 
targeted messaging to aid our sales teams in the process 
- Value of Contract selling webinars, industry specific in-
fographics and best practices for holding virtual meetings 
to name a few.

Cameron: COVID hasn’t really impacted our approach 
to the vertical markets we serve, but it has accelerated 
digital transformation initiatives for our customers across 
all vertical segments. It put the strengths and weakness-
es of today’s information systems in the spotlight, forcing 
businesses in all vertical markets to react, share informa-
tion, and make consequential decisions much faster and 
on a much wider scale than ever before. Documents and 
the data they contain must be available to employees 
wherever they are. Information agility has become critical, 
and organizations have had to turn on a dime to deploy 
cloud solutions and empower remote teams with en-
terprise-class tools. Communication, collaboration, and 
content must flow seamlessly for dispersed employees.

Chris Huff: Digital transformation is the number one 
investment thesis for boards and management teams 
across all verticals. The verticals that invested heavily in 
digital transformation pre-COVID are reaping the benefits 
and finding themselves better equipped for the post-
COVID digital economy, where automation and AI are 
hallmarks of personalized customer experiences and 
operational efficiency. Verticals such as logistics and tele-
com that didn’t invest heavily in digital transformation are 
finding this an opportunity to outmaneuver competitors 
by leapfrogging early automation point solution invest-
ments such as RPA and buying directly into powerful, 
integrated intelligent automation platforms. 

WHAT ARE SOME OF THE BIGGEST CHAL-
LENGES IN THE HEALTHCARE VERTICAL?

Calise: Accessibility to the decision maker within the 
healthcare vertical has been a challenge. This is a dif-
ferent industry with very different rules of engagement 
compared to the education or government marketplace. 
Once engaged, the challenge continues – the manu-
facturer must have the ability to be nimble and easily 
respond to the demands of healthcare IT administrators. 
As well, national service support expectations can be 
problematic. It is not unusual for a healthcare institution 
to require 24/7 service coverage at extremely low negoti-
ated rates.

Dabice: We had to pivot with the healthcare entities to 
introduce a lighter-touch or no-touch system into a very 
hands-on environment and we needed to help them 
digitize information very quickly with the onset of the 
pandemic. Healthcare institutions have been on a very 
methodical path toward digital transformation that was 
accelerated this past year. Whereas in the past, a lot of 
time was spent turning paper documents into digital 
information, now it’s about turning processes into digital 
workflows, and the offsite capabilities that support these 
needs. 
 
The biggest challenge was getting the right attention 
on and dollars invested in these requirements during a 
very trying time. Healthcare entities knew they needed 
the improved outcomes associated with digitization, 
but the path to get to those improved outcomes took a 
back seat to everything else that they were working on. 
We had to take creative steps to leverage their current 
infrastructure to free up the dollars to invest in some of 
those key critical components to help them make that 
important transition. We also put in a lot of effort working 
with new and different departments within hospitals that 
suddenly had needs that we could solve with digitization 
— things like patient information management, insurance 
claims and government reporting. We were able to quick-
ly provide a solution in these areas to help them adapt 
and adopt technologies that go far beyond the workflow 
involved in scanning a page into a system, which is 
where their focus was previously. 

Orcutt: The healthcare industry is facing challenges from 
many fronts; the supply chain,  for instance, where the 
vaccine supply is limited and it’s necessary to record 
and track distribution. This impacts the speed at which 
COVID-19 tests, medicines and vaccines are accessible. 
Financial stability is also a challenge. Healthcare organi-
zations need to reduce readmission rates and strategize 
for revenue recovery post-COVID. There are also new 
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care delivery models with virtual home care and virtual 
visits needing to be incorporated into processes.  
 
Then there’s the impact to talent and staffing. Staffing 
shortages due to remote work, social distancing and 
diminished budgets are impacting patient outcomes and 
operational efficiency. This opens the door for RPA to au-
tomate manual tasks, but healthcare organizations need 
to learn from enterprise’s failure with RPA. They need to 
incorporate process mining to identify which processes 
are best for automation and know what the expected 
benefits will be.  

IS THE STRATEGY OF VERTICAL MARKETING 
TRULY ACTIONABLE OR IS IT JUST HYPE?

Calise: A vertical marketing strategy is truly actionable, 
and to a certain degree imperative if a manufacturer 
wants to be successful in the education, government, 
and healthcare markets. Sensitivity and awareness of 
a vertical market customer’s needs leads to improved 
trust and confidence on the part of the purchasing entity. 
As well, the talk track and process are repeatable which 
enables sales teams to build upon success. For example, 
school district IT decision makers talk to one another. If 
one school district has found a solution that satisfies its 
requirements and leads to money savings, their IT exec-
utive will share that success with others, thus potentially 
building a pipeline for future opportunity. This is very 
much a reference-based industry.

Huff: Vertical marketing is real and has major advantag-
es when executed effectively. First, business leaders for 
the most part seek to drive growth and profitability. This 
balance requires a keen eye toward mitigating opera-
tional risk. Part of mitigating risk includes understanding 
where innovation has been done and done well. Vertical 
marketing allows vendors to leverage high-value wins for 
one customer by sharing the “blueprint for success” with 
newer customers to accelerate their success. Second, 
when marketing to a specific vertical we’re able to build 
reusable solutions and assets addressing specific busi-
ness problems, improving speed-to-market for us and 
speed-to-value for our customers. Vertical marketing is 
real but requires a coordinated action plan involving sales 
execution to drive positive results.

WHERE ARE YOU SEEING THE MOST GROWTH?

Calise: Expansion of product offering in the education 
vertical has proven to be successful for us. Collabora-
tion and distance learning has lead to greater adoption 
of interactive displays. In addition, we are focused on 
healthcare GPO contract opportunities. This vertical is 

unique in that it has not and will not close as a result of 
COVID. There is vast opportunity in healthcare and our 
diverse product offering, ranging from copiers to displays 
to thermal scanners, provides an excellent solution for 
this vertical. 

Dabice: We’re seeing growth in a number of areas. Our  
biggest advantage is that we’ve been building toward 
our digital services transformation for several years 
now, so we’re well prepared to identify opportunities to 
help customers across many industries. None of these 
changes were surprising in terms of where we were go-
ing, but the speed of implementation was surprising, and 
it was fueled by necessity with the onset of the global 
pandemic. What we were planning for in the next two to 
three years, became the next two to three days or two to 
three weeks, at most. All of that happened quickly and 
we’re building on it as we go forward; it’s not going back 
to where we were before. The new normal will be very 
much the new normal we had envisioned; it’s just arriving 
a little earlier than we anticipated. The pandemic merely 
accelerated how quickly we got there and how receptive 
our customers were to it.

Huff: Growth in digital transformation is being driven 
less from specific verticals and more from customer 
personas struggling to manage a complex environ-
ment comprised of the legacy systems of yesterday, 
and the modern solutions of today. This customer 
persona spans all verticals and is more relevant to 
those large companies that have been around for 
many decades, and have a variety of IT investments 
that must be modernized to compete in the digital 
age. IDC measures the digital transformation market 
at $7.1T over the next three years. To connect these 
various disparate data, systems and people requires 
an orchestration workflow engine connecting into 
various applications and running in a hybrid multi-
cloud environment. McKinsey and Deloitte contend 
automation-at-scale requires three core technologies: 
business process management, robotic process auto-
mation (RPA), and optical character recognition (OCR). 
Integrated intelligent automation platforms including 
these three technologies offer companies the ability to 
rapidly gain a competitive advantage by digitizing mis-
sion-critical workflows within complex environments. 
Companies are now able to create a modern veneer 
on top of legacy infrastructure to compete in the 
digital and experience economy while buying them-
selves time to modernize the underlying infrastructure. 
To achieve this outcome, we’re seeing boards and 
management teams increasingly allocate substantial 
digital transformation budgets to add business speed, 
agility and resiliency. 
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As technology continues to change the world we live and 
work in, Konica Minolta is transforming IT by simplifying it. 
Our category-defining range of IT solutions and managed 
services will remove obstacles to productivity; and make  
it easier to plan, manage and grow your IT environment. 
You’ll be able to work smarter, from any device or location.

Konica Minolta has been developing solutions that help 
people do their job better for almost 150 years. We are 
putting people in control of their technology to streamline 
processes and collaboration, helping to make work more 
intuitive. It’s IT on your terms. And innovation that delivers 
value.
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