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OK, SHOW OF HANDS: Who 
had “double hurricanes in the 
Gulf of Mexico” on their 2020 
bingo cards? How about “land 
hurricane in Iowa”? No one? 
Suckers. With four months 
of 2020 left to go, anything 
is possible. And that’s why 
automation and innovation 
are so important.

Wait, what? What do crazy 
natural disasters have to do 
with automation and innova-
tion? Well, when it comes to 
backup and disaster recovery, 
for example, we talk about 
the need for automated pro-
cesses in relation to hacker 
attacks and data breaches. 
Natural disasters, though, 
also create a pretty big need 
for BDR — which is a func-
tion that certainly needs to be 
automated.

And of course, automation 
is critical in 2020 in general. 
In times of economic down-
turn, employees working 
remotely, and reduced staffs 
creating a need for increased 
efficiency, automation plays 
an even bigger role. 

A dispersed work environ-
ment, for example, creates in-
creased silos, as discussed in 
Nintex’s article. Workflow auto-
mation, they note, “addresses 

these organizational silos by 
serving as the bridge that 
connects disjointed teams 
and processes, ultimately en-
hancing communication and 
collaboration across various 
work environments.”

Automation also increases 
efficiencies. As Christina 
Robbins notes in her article, 
“process automation makes 
businesses more efficient and 
reduces their cost of doing 
business, so it’ll be an im-
portant strategy for business 
survival over the next year or 
so.”

 And the continued reliance 
on work-from-home employ-
ees has changed business 
models. Kevin Craine notes 
that “Process automation pro-
vides a great deal of potential 
to reengineer these workflow 
and business models and 
improve core business pro-
cesses by freeing up time 
previously taken by humans 
to perform redundant and 
repetitive activities.”

“Technology has been 
paramount in keeping orga-
nizations operational through 
the pandemic,” notes SER’s 
Gregor Joeris. “Now CTOs 
are looking to speed up their 
digital transformation as 
a result and fully immerse 
themselves in the digital 
workspace, searching out 
innovative tools that can sup-
port them.”

And you better believe 
those innovative tools include 
automation.

EDITOR’S LETTER
09 | 20
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BPO Media strives to be an environmentally friendly 
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  Amy Weiss
  Editor-in-Chief
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Even in a Bad Economy
Your Message Matters

1950s 1980s 1990s

Buchen Advertising 
tracked advertising 

dollars vs. sales 
trends for the 

recessions of 1949, 
1954, 1958 and 
1961. Sales and 

profits dropped at 
companies that cut 

back.

After the recessions 
ended, those same 
companies lagged 
behind the ones
that maintained 

their ad budgets.

McGraw-Hill 
Research analyzed 
600 B2B companies 

and found those 
who maintained 

or increased 
advertising during 

the 1981-1982 
recession grew 

significantly.

By 1985, sales of 
companies that 

advertised 
aggressively had 
grown 275% over 
those that didn’t.

A MarketSense study 
showed brands like 

Jif and Kraft 
experienced sales 
growth of 57% and 
70%, respectively, 

after increasing their 
advertising during

the recession.

The study concluded 
the best strategy for 
coping with a reces-

sion is balanced 
long-term branding 
with promotion for 
short-term sales.

“A man who stops advertising to save money is like a man who 
stops a clock to save time.” — Henry Ford

“Uncertain consumers need reassurance of known brands.
Successful companies do not abandon their marketing

strategies in a recession; they adapt them.” 
— John Quelch, Harvard Business School



RPA TAKES ON THE OPERATOR 
ROLE AND BPM ENTERS AS 

ENGINEER

By  Gregor Joeris, SER Group

Technology has been paramount in keeping organizations operational through 
the pandemic. Now CTOs are looking to speed up their digital transformation as 
a result and fully immerse themselves in the digital workspace, searching out 
innovative tools that can support them.   
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Robotic process automation 
(RPA) is the latest automation 
tool designed to drive 
workspace efficiencies 
and productivity. But many 
organizations are asking 
themselves how RPA differs 
from business process 
management (BPM), and 
which road they should go 
down. 

TALKING DIFFERENCES

RPA is an agile approach 
for accelerating manual 
processes. It decreases 
manual, repetitive and rules-
based tasks to minimize 
keying errors, speed up 
workflows and reduce costs. 
It also frees up employees 
from mundane tasks to 
focus on more important 
business tasks - for example, 
supporting customers, 
negotiating better prices with 
suppliers and monitoring 
product quality.

But we should keep in 
mind that RPA technology 
is based on low-level 
interactions such as mouse 
and keyboard use. It is about 
simulating the clicking and 
typing of a data entry clerk. 
Companies can use RPA to 
speed up a workflow. It has 
the advantage that it works 
around the clock and doesn’t 
tire out. A good use case: 
the automatic and regular 
generation of up-to-date 

price lists for sales reps. It 
can quickly and automatically 
retrieve customer data. In 
this respect, RPA is primarily 
a “robotic task automation,” 
not a “robotic process 
automation.”

To put it simply, with RPA 
you automate workarounds to 
mundane tasks. It treats the 
symptom, however, not the 
cause. Imagine a car patched 
with duct tape. It is faster than 
a full-blown repair, but only 
patches the problem and you 
have no idea how long it will 
last. This is what RPA does.

BPM, by its nature, is more 
complex. It is a holistic, 
structured and strategic 
approach including capabilities 
such as business analytics 
and workflow engines. It looks 
after process orchestration 
to eliminate bottlenecks, 
connect systems and enhance 
productivity enterprise-wide. 
It streamlines collaborative 
features and automates 
production workflows. Wide 
gains can be achieved in 
agility, flexibility, productivity 
and compliance, which can all 
lead to overall cost reductions 
and minimize risks. 

BPM also enables 
integration with other, external 
technologies and offers a way 
to optimize and increase the 
efficiency of humans involved 
in processes. Companywide 
projects can bring about 
significant transformational 
changes for business. 

WHICH WAY TO GO?

With RPA on the hype curve 
right now, many companies 
have huge expectations that 
may not be fulfilled. There are 
a number of misconceptions 
and misunderstandings 
around RPA that need to be 
carefully analyzed. In many 
cases, BPM actually offers a 
better choice for organizations 
looking for intelligent end-
to end automation of 
business processes across 
departments. 

RPA software basically 
builds a digital workforce of 
software bots that can assist 
employees in the automation 
of rules-based tasks and 
procedures. But don’t expect 
it to make decisions. 

The software can handle 
repetitive tasks simultaneously 
which an employee may have 
to carry out consecutively. The 
big advantage here is that RPA 
can work 24/7 and doesn’t 
require sick days or vacations. 

A good example is an 
organization’s purchasing 
department. An employee may 
have to spend many hours 
searching through supplier 
websites to find and compile 
a list of the best market prices 
available. RPA can automate 
this task and carry it out 
error free at regular required 
intervals. The employee can 
concentrate their time on 
higher value projects. 
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As mentioned, RPA is a way 
for companies to automate 
structured tasks that involve 
several process steps that 
are repeated on a daily basis, 
such as transferring data from 
one IT system to another. The 
big advantage is that RPA can 
relieve employees of tasks 
that take up a great deal of 
time, but deliver little business 
value and may be prone 
to errors such as spelling 
mistakes. 

It is important to understand 
that RPA solutions on their 
own have a much more limited 
application scope than BPM 
software offers up. RPA, for 
example, doesn’t work with 
APIs. It basically impersonates 
data input by a human. 

Organizations can utilize 
RPA to accelerate workflow, 
but not improve its quality 
or value. An unsatisfactory 
process will always be an 
unsatisfactory process, with or 
without using an RPA solution. 

In contrast, BPM brings with 
it a much broader approach 
that stretches across the 
digitalization, automation 
and optimization of the entire 
business process journey 
from start to finish – not 

only focusing on data-driven 
processes but also on 
document-based automation 
processes, which make 
up more than 80% of daily 
business. BPM also has 
the power to interconnect 
processes across different 
systems and departments. 
Employees stay connected 
to workflows and retain 
responsibility for decision-
making. BPM and RPA can 
work together – BPM taking 
the lead and RPA taking a 
supporting role. They can 
be integrated seamlessly to 
leverage their benefits for 
intelligent automation. But it 
is important to note that RPA 
can’t replace BPM entirely.

RPA CAN’T MAKE SMART 
DECISIONS

RPA is a great workhorse, but 
when it enters the world of ad 
hoc and adaptive processes 
it soon reaches its limits. 
Why? Because it lacks a 
human’s ability to adapt to 
change. It is also important to 
consider that RPA is designed 
to automate tasks. It hasn’t 
been created to fix end-to-end 

business processes across 
organizations. 

With customer service, for 
example, RPA can retrieve 
data on a customer order or 
complaint very efficiently. But 
it only impersonates human 
data input. It doesn’t have 
a human’s ability to make a 
decision around the data.

This is where a BPM solution 
comes into its own. An AI-
based BPM solution can 
optimize the process from end 
to end, from initial contact 
with the organization to the 
purchasing processes and any 
after-sales applied. It delivers 
all necessary information right 
in the process, finding the 
right employees to handle it 
and helping them to make 
the right decisions faster. 
This way service is improved 
as customers get faster and 
better responses.

DON’T CONFUSE RPA 
WITH BPM

The issue is that many 
organizations confuse RPA 
with BPM and are under 
the illusion that they are 
interchangeable. Hence, they 

ORGANIZATIONS CAN UTILIZE RPA TO ACCELERATE 
WORKFLOW, BUT NOT IMPROVE ITS QUALITY OR 
VALUE. AN UNSATISFACTORY PROCESS WILL 
ALWAYS BE AN UNSATISFACTORY PROCESS, WITH 
OR WITHOUT USING AN RPA SOLUTION. 
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Dr. Gregor Joeris is Chief 
Technology Office of the 
SER Group. 

believe that both can manage 
and automate end-to-end 
process, which isn’t the case.

In reality, RPA can only 
automate repetitive manual 
sub-tasks that make up the 
parts of the entire process. 
BPM is way more powerful. 
It can manage and automate 
workflows and also design 
and enhance processes. 
Its deep dive analytics and 
reporting functions can help 
to expose data silos and 
bottlenecks, for example, that 
may be hobbling performance 
and productivity. 

RPA ISN’T THE 
COMPLETE ANSWER TO 
AUTOMATING BUSINESS

Often organizations look 
to deploy RPA for complex 
processes, which go way 
beyond its capabilities. This 
is probably, as I mentioned 
previously, down to 
reading too much into the 
name – robotic processing 
automation. In many 
scenarios, existing automation 
tools are adequate for the job 
and investing in RPA will not 

add any immediate value.
BPM is a comprehensive 

management solution and one 
that will provide long term 
business benefits. We live in 
a world that is increasingly 
relying on open APIs. It is 
easy to connect systems 
sensibly via APIs, instead of 
taking technology from the 
‘70s, when host systems 
could only be accessed via 
terminal emulation. When data 
is transferred via an API, the 
process will become far more 
streamlined and efficient over 
time than with a workaround 
using RPA, for example. 

An effective BPM solution 
offers the flexibility to change 
processes and add in new 
steps to help make a business 
more agile. Most BPMs 
also include reporting and 
analytics tools to quantify the 
results of workflows for smart 
decision-making. 

DON’T RUN BEFORE YOU 
CAN WALK

Deploying an RPA solution 
requires a robust and 
well thought out strategy. 
Migrating all of an 

organization’s complex 
business processes to 
RPA will lead to failure in 
the vast majority of cases. 
Organizations need to audit 
their processes and identify 
the ones that would benefit 
from automation. These will 
be quick wins for automation. 

But, when it comes to 
modeling, organizing and 
working on ad hoc as well 
as standard processes 
and having the flexibility 
to review, change and 
convert processes with little 
administrative effort, BPM 
ticks the boxes.

Today, businesses of all 
sizes need BPM to meet 
process expectations, 
support collaborative remote 
workforces and have the 
scalability and flexibility to 
compete in a touchless, 
digital economy.  

IN MANY SCENARIOS, EXISTING AUTOMATION 
TOOLS ARE ADEQUATE FOR THE JOB AND 
INVESTING IN RPA WILL NOT ADD ANY IMMEDIATE 
VALUE.
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THE ESSENTIAL ADVANTAGE 
OF PROCESS AUTOMATION

By  Kevin Craine, for Workflow

It’s no secret that the world is changing. And nowhere is the disruption greater 
than in the workplace. Indeed, thanks to a global pandemic, “the future of work” is 
today. Organizations today must adapt and automate not only to survive, but also if 
they hope to remain competitive in the new norm of business. This means fostering 
the ability to enable remote working, ensure productivity, and drive continued 
growth despite these challenging times.   
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One way to do that is 
by leveraging process 
automation as a new way of 
working ... and the timing 
couldn’t be better. Even 
in the face of so much 
uncertainty in business 
today, the convergence of 
developments in process 
automation and the driving 
demand for more agile and 
virtual workflow has offered 
organizations the chance to 
turn these challenging times 
into times of opportunity, 
transformation, and growth. 
The question is: Are you 
ready? 

THE AUTOMATION  
ADVANTAGE

Organizations are rethink-
ing their business models 
and workflow as a result of 
COVID-19. Remote work and 
virtual teams will become a 
more prevalent way of work-
ing, with on-site employees 
becoming a rising exception 
rather than the rule. Now that 
work-from-home has, in many 
cases, proven to be a viable 
alternative, C-suite executives 

and business owners are less 
likely to invest in the resourc-
es, infrastructure, and space 
needed for all of their workers 
to return to business as usual.

Process automation 
provides a great deal of 
potential to reengineer these 
workflow and business 
models and improve core 
business processes by freeing 
up time previously taken by 
humans to perform redundant 
and repetitive activities. This 
makes sense since a majority 
of enterprise workers are now 
working remotely. In many 
cases, processes will operate 
in a completely different 
way; fully automated and 
autonomous.

As a result, there is a rush 
to automate and innovate. 
Forrester predicts that 
investment in business 
process automation will 
increase more than 300% 
this year and that the RPA 
software market will grow 
to total $2.9 billion by 2021. 
More and more organizations 
are working with RPA and 
other tools to automate, 
streamline, and digitize 
workflow. 

FINDING OPPORTUNITY 
IN CRISIS

The upshot is that digital 
transformation is no longer 
simply a nice-to-have, 
it is essential in order to 
compete post-COVID. As 
countries and economies 
rebound, process automation 
surfaces as a distinct 
competitive advantage and an 
essential strategy for digital 
transformation. Now is the 
time for organizations – both 
small companies and global 
names – to respond and 
adapt.

But getting there will take 
more work. According to 
research conducted recently 
by AIIM International, two-
thirds of organizations 
say that their core work 
processes are less than 
50% automated. Indeed, 
participants indicate that their 
back-end processes are at 
least 75% manual – and this 
is seen as a deep challenge 
that must be addressed 
urgently as the demand 
for automation and digital 
transformation accelerates.

ORGANIZATIONS TODAY MUST ADAPT AND 
AUTOMATE NOT ONLY TO SURVIVE, BUT ALSO IF 
THEY HOPE TO REMAIN COMPETITIVE IN THE NEW 
NORM OF BUSINESS.
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APPLYING  
THE ADVANTAGE

Where are organizations 
placing their priorities 
for process automation? 
According to the AIIM study, 
cross-department processes 
are the most important 
targets for automation. 
These span a number of core 
process areas, with the top 
three being logistics (34%), 
HR (29%) and finance (28%).  

 As might be expected, 
the top two individual 
reasons to undertake a 
process automation project 
are tied to efficiency and 
cost. But it is important to 
recognize that 55% of the 
organizations participating in 
the study said their process 
automation efforts are tied to 
organizational performance 
and customer experience. 
Indeed, more and more 
organizations are looking to 
broaden their information 
management strategies and 
capabilities beyond traditional 
notions of “capture, store 
and protect” to one that 
works also to improve 

the performance of the 
organization by automating 
core processes and enabling 
more innovative ways of 
working that make a real 
difference to the bottom line.

BEST PRACTICES

The time to innovate and 
automate is upon us. In order 
for organizations to attain a 
competitive edge, however, 
process automation needs 
to be grounded in the core 
business activities that drive 
day-to-day organizational 
performance. How can 
you make the most of this 
opportunity? Here are four 
best practices that can move 
you forward. 

Look to automate 
end-to-end processes – 
Applications that streamline 
and automate core activities 
like mortgage applications, 
customer onboarding, 
and sales proposals and 
contracts are among those 
that can provide the highest 
return on your efforts. Start 
with these and then expand 

to cover larger, enterprise-
wide projects. 

Evaluate the value of 
pre-trained digital workers 
– Many developers and
providers have solutions
that leverage AI and ML to
create software bots that
are ready to deploy directly
into core processes. These
digital workers are task-
centric and built to augment
human workers by performing
complete business functions
from start to finish.

Work to automate gaps 
where automation has 
not been applied – Many 
organizations have adopted 
discrete pockets of process 
automation, but many key 
business activities continue 
to require manual intervention 
and data entry. This is 
typically because the tools 
have not yet been applied. 
Look to fill those gaps. 

End the war on paper - 
While many paper-reliant 
processes have been 
converted to a digital 
workflow, the more difficult 
document types and 
processes remain bound by 

TO ATTAIN A COMPETITIVE EDGE, PROCESS 
AUTOMATION NEEDS TO BE GROUNDED IN THE 
CORE BUSINESS ACTIVITIES THAT DRIVE DAY-TO-
DAY ORGANIZATIONAL PERFORMANCE.
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Kevin Craine is the 
managing director of Craine
Communications Group.

paper and manual workflow. 
Look to adopt more robust 
data capture solutions that 
remove human intervention 
and leverage information 
in new and more profitable 
ways. 

Overcome information 
silos – Organizations today 
have a lot of information, 
but it is often stored in 
disparate, unconnected 
business systems and 
databases.  As a result, 
workers often spend more 
time accessing information 
and searching for data 
and content than they do 
in activities that provide 
value to the organization. 
A common shared content 
platform is needed for 
improved performance. 

Enable a mobile 
workforce – Now is the 
time for organizations to 
adopt a connected and 
mobile workforce that not 
only allows employees 
to work from home but 
also out-perform their in-
office counterparts. Those 
organizations that stay tied 
to tradition risk getting left 
behind as agility, flexibility, 
and connectivity become 
bellwether requirements in 
today’s challenging business 
environment. 

MOVING FORWARD

Transformation is essential 
today in order to compete 
post-pandemic. Companies 

from all market segments are 
working to leverage process 
automation in ways that 
make a real difference to 
organizational performance. 
Solutions and techniques 
that leverage developments 
in RPA, ML and AI make 
that happen. Look for 
providers and resources with 
the right mix of expertise, 
perspective and capabilities 
that will help you make the 
most of business process 
automation.  

GET YOUR
INFORMATION
FASTER AT
www.WORKFLOWOTG.com
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AUTOMATION AND DIGITIZATION 
OFFER VALUE TO PARTNERS 

AND CUSTOMERS ALIKE
By  Tracey Koziol, Xerox

As I write this, I just finished speaking with one of our channel partners. It is 
important to me to stay tightly connected to the experiences of customers, and 
to understand the challenges and opportunities they face. One of the themes 
that comes up over and over again in this moment of business disruption is how 
partners can best position themselves to move up the value chain.   
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They want to move beyond 
being sellers of hardware to 
providing IT services and relat-
ed solutions, the high-margin 
business that will more deeply 
integrate them into their cus-
tomers’ businesses.

Digital transformation is a 
compelling value proposition, 
but also can be complicated to 
articulate to a customer. And 
yet, we know that a majority 
of your customers are keenly 
aware it has value but may 
not know how to start their 
respective journeys. This reality 
was supported by the findings 
of the “Future of Work” study 
that interviewed 600 global IT 
decision makers. Among the 
findings, we learned: 

• 72% of survey respondents 
were not fully prepared from a 
technology standpoint for the 
abrupt transition to distributed 
remote workforces. 

• Consequently, 56% of IT 
decision makers report they’ll 
increase their technology 
budgets in response, focusing 
chiefly on remote IT support 
(35%), shoring up inadequate 
workflow solutions (27%), 
solving for collaboration and 
communication (22%) and 
purchasing cloud-based 
solutions (10%).

•  A substantial 34% say 
they’re now accelerating 
planned digital transformation 
efforts as a result of the 
pandemic’s ongoing impact.

These numbers represent 
opportunity, especially for 
channel partners who so often 
have the depth of customer 
intimacy and relationships that 
complement what solution 
developers offer. They also 
represent challenges because 
the process of preparing a 
business and a workforce for 
a digital transformation is, in 
and of itself, time consuming 
and difficult. And sometimes 
existing clients need 
persuading that your company 
has the chops to tackle thorny 
digital transformation projects.

If you’re looking for ways 
to frame these conversations 
— talking points for how to 
persuade reluctant customers 
to consider greater digital 
investments from existing 
hardware suppliers — here is a 
framework for structuring the 
conversations.

LEVERAGE YOUR  
DEEP KNOWLEDGE OF 
CUSTOMER PAIN POINTS

Before you can sell digital 

transformation to customers, 
you must understand 
why it matters to them 
at a foundational level. 
Automation and digitization 
are technology’s answer to 
slow, overburdened, highly 
manual systems that drag 
down efficiency and create 
unmanageable costs. 

We saw this firsthand with 
a well-known retail client and 
the partner who served them. 
The partner was persistent in 
pursuing a meeting with the 
retailer’s CIO. Once they were 
able to sit down with the CIO, 
they were effective at capturing 
invaluable intelligence on the 
business needs and problems. 
Through the partner’s 
persistent efforts, we learned 
that workplace attendance was 
a top-of-mind problem. 

We were then able to 
illustrate for the client 
that they could automate 
attendance management 
using an app, and then 
articulated for them the utility 
in additional apps that worked 
together. This only happened 
by taking a collaborative, 
helpful, “we’re in this 
together” posture that paid 
off. Ultimately, the partner 
was able to drive a 50-unit 
deal, unseating a long-time 
competitor.

BEFORE YOU CAN SELL DIGITAL TRANSFORMATION 
TO CUSTOMERS, YOU MUST UNDERSTAND WHY IT 
MATTERS TO THEM AT A FOUNDATIONAL LEVEL.

  09 | 20 workflowOTG.com  17

https://www.theimagingchannel.com/xerox-future-of-work-survey/


DON’T FOCUS  
ON THE FUTURE  
AT THE EXPENSE OF  
THE PRESENT DAY

We know where customers 
need to go but that doesn’t 
mean we ignore where they 
are now. Their immediate 
needs also must be addressed. 
In a COVID era, sharing, 
collaboration, and storage 
are – unsurprisingly – the top 
three areas customers have 
invested in over the past 
few weeks and months. But 
smart partners understand 
these solutions, particularly 
those that are cloud-based, 
also pull double duty: they’re 
aligned with longer-term digital 
transformation goals and help 
move these customers more 
concretely in that direction.

This is an area where 
COVID, and the accompanying 
disruption, provides an 
opening for you. What issues 
do customers suddenly face 
and how can you help solve 
them? We’ve seen mailroom 
apps, for example, that 
take stacks of mail and turn 
them into digital information, 
getting it where it needs to 

go, all through digitization, 
automation, and machine 
learning/artificial intelligence. 
One customer that processed 
more than half a million pieces 
of mail this way reported 
$1.7M in savings. 

These technologies aren’t a 
nod to digital transformation; 
they’re absolutely essential 
to its success. The more 
you can link automation and 
digitization with tangible, 
specific business impact, the 
more customers will see how 
digital transformation is real 
and applicable to them.

USE HARDWARE 
AS A CONVERSATION 
STARTER

There are multiple on-ramps 
to digital transformation – and 
one such entry point is the 
multifunction printer (MFP). 
According to Quocirca in 
2019, 80% of businesses 
saw the smart functions of 
an MFP as valuable. But the 
research also indicated that 
the channel “needs to build 
more expertise ... to better 
educate both prospects and 

existing customers in the 
value of apps to fully capture 
the opportunity.” 

Smart printers can serve 
as the entry into larger 
digital transformation efforts. 
Through cloud and mobile 
digital workflow apps, 
they’re a simple way to help 
customers rack up some easy 
wins – without a major outlay 
of cash. In a challenging 
economic period, that’s 
particularly compelling. When 
customers can try workflow 
automation for themselves, 
using technology like MFPs 
they’ve already invested in, 
it’s a low-risk proving ground 
that sets the stage for bigger 
bets in workflow automation 
to come.

FRAME B2B CONCEPTS 
USING POPULAR B2C 
TECHNOLOGY LIKE APPS 

Digital transformation 
often sounds loftier than 
it is. In this context, what 
we really mean is making 
work simpler, faster, and 
more efficient – and apps 
are a highly effective but 

SMART PARTNERS UNDERSTAND SOLUTIONS, 
PARTICULARLY THOSE THAT ARE CLOUD-BASED, 
ALSO PULL DOUBLE DUTY: THEY’RE ALIGNED 
WITH LONGER-TERM DIGITAL TRANSFORMATION 
GOALS AND HELP MOVE THESE CUSTOMERS MORE 
CONCRETELY IN THAT DIRECTION.
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Today’s Most Affordable
MPS, Document Management
& Work Flow System
ArcDrive is a connected appliance embedded with a 
proven solution stack of advance capture, intelligent 
workflow and managed print services tools.

TheArcDrive.com

TheArcDrive.com  |  ArcDrive@inkcycle.com

EASY TO USE. EASY TO INSTALL. EASY ON THE BUDGET.

Contact your TonerCycle/InkCycle Sales Manager for a 
discussion on how the ArcDrive is helping progressive 
dealers gain traction with new accounts and increased 
retention and profitability with their existing base.

APPLIANCE 

Cloud, on premises or Hybrid Storage

Embedded Advance Capture, 
Intelligent Workflow, 

MPS/ATF

Remote Updates 

ADVANCE CAPTURE

Easy to use

MFP, scanner, network or 
standalone workstation

Independent & affordable

MANAGED PRINT 
SERVICES

Independent

Manage .NET framework

ERP integration

SUPPORTED

36 Month equipment warranty

Remote, On-line support

YOUR BASE

Deepen your existing relationships

Defend existing relationships

New conversations with new prospects

YOUR SERVICES

Offer Converged Managed Print 
Services

Offer Converged Advance Capture/
Intelligent Workflow 

Capture business previously ignored 
or unavailable

https://thearcdrive.com/


The Jiian Fund Has Helped
210 Families

& We Remain Commied to Doing More

In response to COVID-19, The Jillian Fund provided $20,000 in emergency 
assistance to families through gift cards. This enabled families to cover 

the cost of food, medication co-pays, over-the-counter medications, gas, 
and other day-to-day expenses. Many of the families assisted have been 

furloughed; some parents were not eligible for unemployment.

For More Information, Please visit: 

jillianfund.org

Thank You!

https://thejillianfund.org


Tracey Koziol is Senior Vice 
President, Global Offerings 
at Xerox.

lightweight way of doing 
that. Customers intuitively 
understand the value of apps 
and want to engage with 
them, and they can create 
small changes that drive major 
impact in customer results and 
satisfaction. 

A pre-COVID Keypoint 
Intelligence study reinforces 
the point — 89% of 
customers said apps were 
important to the process of 
buying an MFP and another 
85% were able to replace a 
full software application with 
an MFP app.

For those in the channel, apps 
will be a critical differentiator 
moving forward. Apps can be 
broken down in three ways:

1. In-house developed apps
– vertically and horizontally
focused, developed in-house,
designed to fix common
to complex problems. For
example, an auto-redaction
app ensures that documents
requiring the inclusion
of Personally Identifiable
Information (PII) follows privacy
requirements in each country. A
note converter app reads your
handwriting and converts hasty
scrawls to legible text.

2. Partner apps – created
by partners and their peers,
designed to address local
problems and expand business
opportunity.

3. Third party apps – developed
by independent software
vendors to solve highly
specialized, niche problems or
needs.

The option for partners to 
create their own apps is key to 
competitive differentiation. It 
allows partners to play to their 
strengths, particularly their 
deep domain expertise in their 
specific markets or customer 
sets. Templates can help 
make it simple for those with 
no experience or expertise in 
app development, or those 
with development resources 
can custom write their own 
applications using Software 
Development Kits (SDK).   

ARTICULATE 
A DIGITAL VALUE 
PROPOSITION BASED 
ON TRUST

Ultimately, channel partners 
have an opportunity to use 

automation and digitization, 
with app-enabled MFPs as 
the entry point, to become 
trusted advisors to their 
customers, help them create 
more business value, and 
move them more aggressively 
toward their digital 
transformation goals. 

When deployed correctly, 
these technologies speed up 
processes, create capacity 
to do even more, allow 
employees to be redeployed 
elsewhere on higher-value 
tasks, and generate more 
revenue. It’s a clear and 
unequivocal win for all 
involved. The challenge for 
channel partners is learning 
how to effectively sell these 
solutions. This framework 
should help you as you begin 
to initiate these business-
critical conversations.  

DIGITAL TRANSFORMATION OFTEN SOUNDS 
LOFTIER THAN IT IS. IN THIS CONTEXT, WHAT WE 
REALLY MEAN IS MAKING WORK SIMPLER, FASTER, 
AND MORE EFFICIENT – AND APPS ARE A HIGHLY 
EFFECTIVE BUT LIGHTWEIGHT WAY OF DOING 
THAT. 
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BREAKING DOWN 
ORGANIZATIONAL 
SILOS THROUGH 

WORKFLOW 
AUTOMATION

By  Neal Gottsacker and Zoe Clelland, Nintex

Enterprises have struggled with silos in the workplace for years, but the COVID-19 
pandemic shines a harsh light on how damaging these silos can be to efficiency, 
collaboration and quality.   
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Over the years, business 
processes have grown more 
complex. Global research and 
advisory firm 451 Research 
found that 63% of leaders 
use workflows with more than 
100 steps across disparate 
applications. IT sprawl caused 
by the growth of various 
disconnected SaaS solutions 
adds further complexity. While 
each tool provides a unique 
value to certain business 
users, that value is lessened 
when different teams can’t 
communicate and collaborate 
across applications. And in a 
dispersed work environment, 
communication challenges 
have the ability to dismantle 
critical business functions at 
a time when we need them 
most.  

Workflow automation 
addresses these 
organizational silos by 
serving as the bridge that 
connects disjointed teams 
and processes, ultimately 
enhancing communication 
and collaboration across 
various work environments. 

UNDERSTANDING  
WORKPLACE SILOS

To better understand 
the negative effects of 

organizational silos, 
we can look to recent 
headlines. In a way, the 
global healthcare crisis 
caused by the coronavirus 
represents a macrocosm of 
the organizational silos most 
enterprises face. 

From an international 
perspective, each country 
has its own government 
and healthcare institutions, 
which typically operate 
smoothly when dealing 
with the day-to-day health 
of their own citizens. But a 
global pandemic knows no 
geographical bounds, and the 
informational silos within each 
country make sharing critical 
data extremely challenging. 
Without universal standards 
and processes, the data is 
inconsistent and can’t be 
properly aggregated, analyzed 
or acted on.  

The same challenges exist 
for most enterprises, except 
instead of countries, various 
departments and teams are 
the source of organizational 
silos. When sales, customer 
service and product teams 
all use different applications 
and tools to do their jobs, 
organizations encounter 
the same issues with 
consistency, aggregation, 
analysis and plans of action 

that impede healthcare 
institutions around the globe. 
Furthermore, these silos 
hinder cross-communication 
and collaboration, especially 
now as businesses operate 
with limited resources across 
remote work environments.

WORKFLOW  
AUTOMATION  
BREAKS DOWN SILOS

Workflow automation 
technology pulls people 
and information across 
disparate sources directly 
into your business 
processes, eliminating 
frustrating organizational 
silos. Historically, project 
bottlenecks happened when, 
for example, one person in 
a process was unavailable, 
or the next step in a process 
was unclear. With process 
automation, a specific “event” 
automatically triggers a 
workflow that keeps projects 
moving and gets information 
in front of the right people. 

Without silos, workers have 
more time to focus on high-
value tasks. Today’s sales 
professionals only spend 
34% of their time actually 
selling. The majority of their 

WORKFLOW AUTOMATION ADDRESSES 
ORGANIZATIONAL SILOS BY SERVING AS THE 
BRIDGE THAT CONNECTS DISJOINTED TEAMS 
AND PROCESSES, ULTIMATELY ENHANCING 
COMMUNICATION AND COLLABORATION ACROSS 
VARIOUS WORK ENVIRONMENTS. 
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day is spent on non-revenue-
generating tasks like data 
entry and quote generation. 
Workflow automation gives 
sales teams some of that time 
back, so they can focus on 
meaningfully engaging with 
customers. Likewise, improved 
communication resulting 
from more streamlined and 
connected systems facilitates 
collaboration among teams 
— and ultimately, the type of 

innovation enterprises need to 
get ahead. Finally, workflow 
automation technology 
reduces human error, 
improving the overall quality of 
the work in far less time than 
it would take for a human to 
achieve the same results. 

But enterprises must be 
purposeful when initiating 
automation projects. 
Developing a shared 
understanding across 
business units is foundational 
to workflow automation 
success. Before selecting 
which processes to automate, 
map current workflows and 
identify pain points. Be sure 
to use intuitive design tools 
that enable collaboration and 
input across business units, 
so you’re getting the full 
picture.

Imagine how much more 
streamlined our approach to 
the coronavirus would be if 
healthcare organizations were 
better connected around the 
world, automatically sharing 
actionable data with one another. 
Enterprises can actually achieve 
this level of connectivity in their 
operations, making what may 
seem like an unattainable goal 
a reality. And the more business 
leaders work to break down 
silos in their own organizations, 
the more hope there is for 
greater communication and 
collaboration on a larger scale.  

Submitted articles should be of a non-promotional 
nature, emphasizing practical and useful 
information for the reader. Commercializing a 
company or product should be avoided; 
commercial language will be deleted from articles.

Articles are accepted with the understanding that 
they are unique, and have not been published in or 
submitted to any other publication. Articles will be 
copy edited for clarity and conformity with 
Workflow’s style and guidelines. Workflow retains 
the copyright to all articles published.

an ECM professional 
with insights into 
tools or technologies 
that can help the 
channel? 
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YOU a business process

expert with best 
practices to share?
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submissions to 
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to the print editions, 
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dynamic, informational 
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Management, Nintex.
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By becoming an MPSA member you participate in
the development of standards and best practices
that will bring order to document chaos and build
stronger business models.

Visit www.yourMPSA.org today and let us 
support your MPS business growth.

WWW.YOURMPSA.ORG
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COMMUNICATION + COLLABORATION + EDUCATION + STANDARDS = SUCCESS!
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HOW LEVERAGING INNOVATION AND 
AUTOMATION CAN HELP 

STREAMLINE INSURER OPERATIONS
By  Ken Neal, CBPS

To meet business challenges that seem to shift every day, organizations are 
doing everything they can to adapt. One way to achieve this goal is by leveraging 
innovation and automation. The best companies continually use the latest 
approaches to build a resiliency into their operations that can enable them to 
thrive in the current business environment and succeed in the days ahead.    
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In this article I will focus 
on one enterprise that 
exemplifies this idea. A 
leading insurance company 
saw an opportunity to 
significantly advance its 
current BPO program. The 
company had been working 
with a managed services 
provider that was delivering 
a variety of document 
management services. Over a 
period of years, the program 
had grown dramatically but 
lacked important controls. 
For example, the services 
vendor was not providing 

the insurance company with 
any meaningful visibility and 
insight into what services 
were actually being delivered, 
including costs and number 
of employees working in the 
program.

Consequently, the 
insurance company wanted 
to gain greater command 
of the program so that it 
could improve performance 
currently and in the future. 
This meant obtaining access 
to such vital information 
as what work was, in fact, 
being delivered; how many 

employees were under 
contract and working at the 
company’s numerous sites; 
and what the insurance 
company was actually paying 
for the program. Additionally, 
the insurance company 
wanted a BPO program that 
was less concentrated on 
just providing labor and more 
focused on the theme of this 
“Workflow” issue: leveraging 
innovation and automation to 
advance the business.

It was time for a change. 
The company decided to 
team with a new managed 
services partner that offered 
the expertise to transform 
the program and over time, 
deliver innovation enabling 
the insurance leader to be 
better prepared for the future. 
There were many elements 
required by the winning 
bid, but three were critical. 
One was a detailed services 
implementation timeline, 
based on visits to all of the 
site locations in order to 
determine, as accurately 
as possible, the scope and 
complexity of work being 
performed. The research 
enabled the creation of an 
efficient implementation plan 
and established appropriate 
service level agreements.

THE POWER OF A 
PHASED APPROACH

The plan entailed 
implementing services in a 
phased approach. Essential 
steps included taking 
over existing document 
management processes 
— spanning such areas 
as mail, print and office 
services — at numerous sites 
across the country within a 
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few months. This involved 
completing knowledge 
transfer (documenting 
responsibilities and workflows) 
as well as developing and 
finalizing standard operating 
procedures and statements of 
work.

The next phase, about six 
months into the program, 
would comprise exploring 
automation opportunities 
in areas such as document 
imaging and leveraging digital 
technology to digitize and 
distribute mail electronically 
so that the company could 
virtually eliminate fine mail-
sorting and distribution costs.

The third phase, to be 
implemented in about 12 
months, included considering 
such innovations as robotic 
process automation (RPA) 
and consolidating operations 
into regional hubs, potentially 
utilizing the flexible onsite/
offsite/offshore service 
delivery capabilities of our 
business processing centers.

VISIBILITY INTO CRITICAL 
PROGRAM DATA

The second important 
element of the overall plan 

was providing visibility into 
all of the critical program 
information that the insurance 
leader needed; data that had 
previously been unavailable. 
This included open book 
pricing, which enables the 
company to understand 
exactly what it is paying for 
today and into the future. 
An ideal situation is for the 
company contracting the 
services to have the ability to 
audit the service provider’s 
payroll system and determine 
how much they are paying 
an employee and how many 
hours that employee worked. 
These and other vital details 
should be visible on every 
invoice. With this type of 
arrangement, the insurance 
company’s program evolved 
from one in which it had 
virtually no visibility into 
services and costs into a 
partnership that is about as 
transparent as any can be.

The third important feature 
of the implementation plan 
was that it addressed how 
the program would reduce 
risk, easing any fears the 
insurance company might 
have about transitioning 
to a new services provider. 
This included offering a new 
hire bonus that would be 

designed to help retain the 
best employees from the 
previous vendor.

A COMPREHENSIVE 
SOLUTION

The comprehensive solution 
currently spans a wide range 
of services that includes 
providing claims processing 
and underwriting support. 
Claims processing involves 
managing data entry and 
related activity for hundreds 
of processing tasks that 
include indexing medical bills, 
scanning and indexing claims, 
and processing explanation 
of payment (EOP) statements 
and W9 forms.

Other services include mail 
and print management as 
well as office services such 
as reception and conference 
room coordination. One 
special project in progress 
involves moving the 
insurance company from 
its current arrangement of 
numerous desktop printers 
to a centralized printing 
system managed through 
four regional print centers 
that serve multiple company 
locations. The regional centers 

ESSENTIAL STEPS INCLUDED TAKING
OVER EXISTING DOCUMENT MANAGEMENT

PROCESSES—SPANNING SUCH AREAS AS
MAIL, PRINT AND OFFICE SERVICES—AT

NUMEROUS SITES ACROSS THE COUNTRY
WITHIN A FEW MONTHS.
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will be focused on printing 
specialized documents such 
as claims and underwriting 
files. Because the files are 
large, often comprised 
of thousands of pages, 
employees will have the ability 
to submit them digitally via an 
online portal.

For another current project, 
site assessments will be 
implemented to measure the 
feasibility of implementing 
a digital intake center 
solution. This would enable 
the insurance company to 
leverage the benefits of a 
digital mail system.

The need for this is being 
driven by the company 
moving to a more agile 
work environment, in which 
seating and desk space are 
often unassigned, provided 
as needed when employees 
are in the office. The goal 
is to attract the best talent, 
encourage collaboration, 
provide an engaging work 
environment and improve 
efficiency. One challenge of an 
agile workspace is managing 
mail for employees who may 
come into the office only a 
few times during a span of 
month. Digital mail helps 
solve that problem.

In addition to these projects, 

a performance reporting 
system will also be launched 
that leverages a unique 
analytics and reporting 
tool. The system provides 
the capability to monitor a 
variety of metrics such as 
volumes and trends. This is 
critical information for the 
insurance company to track 
so that, together with the 
managed services team, it 
can initiate improvements 
and make informed decisions. 
Additionally, a scorecard 
was put in place for 90-day 
implementation KPIs (key 
performance indicators) and 
the same has been done with 
the ongoing management of 
the program. This includes 
regularly reporting on the 
progress of the project to 
groups within the insurance 
company, including the 
company’s information 
governance unit.

OPERATIONAL EXCEL-
LENCE AND CONTINUED 
GROWTH

With these and many other 
initiatives in play, the insurance 
company and the managed 
services team have worked 

together to forge a new path 
to operational excellence and 
continued growth. Projected 
cost savings are expected 
to exceed millions of dollars 
annually due to workforce 
centralization and optimization 
approaches. Improving 
the efficiency of business 
process workflows has yielded 
such results as significantly 
reducing a claims process 
cycle time as well as cutting 
the document processing 
cycle time for many insurance 
activities. Transparency is 
now a reality. The insurance 
company has visibility into 
the services it is receiving, 
projects it has approved, costs 
it is paying, the number of 
people working at its sites, 
and much more.

Based on improved cost 
efficiency and operational 
effectiveness, the insurance 
company is now better able 
to ensure that it will be there 
when its customers need it 
most — now and in the days 
ahead.  

ONE CHALLENGE OF AN AGILE WORKSPACE IS
MANAGING MAIL FOR EMPLOYEES WHO MAY COME
INTO THE OFFICE ONLY A FEW TIMES DURING A
SPAN OF MONTH. DIGITAL MAIL HELPS SOLVE THAT
PROBLEM.
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THE SECRET TO SURVIVAL IN 
THIS ECONOMIC DOWNTURN

By  Christina Robbins, Digitech Systems, LLC

Could automation be the answer to business survival in an economy slowed 
by the coronavirus pandemic? As the world has adjusted to the health 
threat of the novel coronavirus during 2020, we’re seeing far-reaching 
consequences. From stay-at-home orders resulting in a surge in remote 
workers to the rising mental health crisis resulting from isolation and 
restricted activities, we’re all facing a different day-to-day experience than 
we expected at the year’s outset.    
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Adding to our anxieties, 
the government shutdown 
of various businesses and 
industries combined with our 
decreased consumption has 
created a tenuous economic 
climate in which many 
businesses are struggling 
to stay viable. In difficult 
economies, business leaders 
must find new ways to 
generate revenues and reduce 

costs in order to protect their 
bottom line. As an information 
management reseller, you are 
uniquely positioned to protect 
your opportunity while also 
helping your customers to add 
value to their businesses as 
well through the automation 
of business processes. Even 
before COVID-19, analysts 
across the spectrum included 
process automation as a 

top business priority, and it 
remains a critical strategy for 
2020. 

THE ECONOMIC  
IMPACT OF COVID-19  
IS SIGNIFICANT

The International Monetary 
Fund estimates the global 
economy will shrink 3% this 

  09 | 20 workflowOTG.com  31

https://www.bbc.com/news/business-51706225
https://www.bbc.com/news/business-51706225


year, representing the worst 
decline since the Great 
Depression of the 1930s. And, 
the Bureau of Labor Statistics 
noted US unemployment 
above 11% in June. Though 
the outlook for recovery is 
strong (IMF expects 5.8% 
growth in 2021), companies 
that don’t survive the next six 
to eight months won’t be here 
to see it. 

During a tough economy, 
businesses must look 
inward for ways to increase 
efficiencies that will reduce 
costs. These strategies can 
include redesigning jobs to 
optimize workforce costs, 
reducing spend on supplies, 
and streamlining business 
processes to eliminate 
wasted time. Additional 
financial strength can be 
found by exploring new 
sources of revenue, such as 
expanding product lines or 
finding new target markets. 
When combined, a more 
efficient business that also 
protects revenue has a better 
chance of maintaining a 
healthy balance sheet during 
seasons of decline. 

What does this mean for 

you? Business processes 
are getting squeezed from 
both sides as a need to 
reduce costs juxtaposes 
an expectation of improved 
information security and 
faster results. In a BPO 
Media survey conducted 
after the COVID-19 crisis 
began, VARs who saw 
process improvement as 
the top priority among their 
customers had moved from 
18% pre-pandemic to 43% 
post. According to your 
reseller peers, automation 
has become the number 
one priority for customers. 
This means businesses will 
continue to buy process 
automation technologies, 
despite economic concerns. 
It’s good news for you if 
you’re adding workflow or 
Robotic Process Automation 
(RPA) to the scanning and 
document management 
services you already provide. 

FIND NEW WAYS TO ADD 
VALUE FOR CUSTOMERS

Business inefficiencies have 
been highlighted by the rapid 

transition to remote work. In 
an office, documents are fre-
quently passed hand-to-hand 
or desk-to-desk, which is 
easy because we’re physical-
ly close to one another. When 
so many offices emptied due 
to COVID-19 this spring, 
employees could no longer 
pass documents back and 
forth, resulting in a need to 
automate their transmission. 
Some organizations turned 
to email to share documents. 
Though commonly used, 
email can proliferate docu-
ment versions, and it poses 
security risks for sensitive 
information. Here’s where you 
can step in with workflow and 
RPA technologies to assist 
companies with post-pan-
demic priorities such as de-
signing a contactless custom-
er experience and building 
digital sales interactions in 
place of activities that used 
to require person-to-person 
interaction. 

Process automation makes 
businesses more efficient and 
reduces their cost of doing 
business, so it’ll be an im-
portant strategy for business 
survival over the next year or 
so. Companies are interested, 
because difficulty accessing 
information securely—espe-
cially when workers are not 
in the office—is a significant 
problem. IDC explains that 
the average knowledge work-
er spends about 25% of their 
time managing information, 
yet we only find what we 
need 56% of the time. More 
than 90% of workers believe 
quick access to up-to-date 
documents would improve 
their productivity. 

Thanks to the recent spot-
light on process inefficien-
cies, the market for process 
automation technologies is 

TAKE ADVANTAGE OF  
THE PROCESS AUTOMATION 
BOOM TO STABILIZE YOUR  
OWN BUSINESS AND INCREASE 
THE VALUE YOU’RE BRINGING 
YOUR CUSTOMERS DURING  
THIS DIFFICULT ECONOMY.
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expected to demonstrate 
strong ongoing growth. Mar-
ketsandMarkets estimates it 
to grow from $6.8 billion in 
2018 to $12.6 billion by 2023. 

To get you thinking about 
how process automation 
might help your business or 
customers, let’s take a look 
at two examples. 

1. Cooperative Educational 
Services (CES) is a cooper-
ative purchasing agency in 
New Mexico. A few years 
ago, during a digitization 
process for their records, 
they realized the flexibility 
that automating document 
flow through purchasing and 
billing processes would offer 
them. This conversion to 
automated processes allowed 
CES to shift workers home 
overnight when the New 
Mexico governor imposed a 
stay-at-home order in re-
sponse to COVID-19. Remote 
access and automation sim-
plify approvals and customer 
service for CES employees, 
allowing them to keep $5-8 
million of goods flowing from 
vendors to educational insti-
tutions during the pandemic.

2. Real Property Manage-
ment Vancouver (RPMV) 
is a property management 
company that oversees both 
residential and commercial 
properties. Electronic forms 
and process automation 
enabled them to convert to 
digital owner packets. Now 
owners complete forms 
online and information flows 
through processes electron-
ically to setup and complete 
property rentals. Overall, it’s 
reduced operational costs for 
RPMV and boosted customer 
satisfaction for property own-
ers and renters.

ENSURE YOUR 
SUCCESS

As you’re helping customers 
reduce process inefficien-
cies and streamline business 
costs, you can open new 
markets for your own busi-
ness boosting your oppor-
tunities to thrive during this 
economic season. Adding 
workflow and RPA technol-
ogies to your product lineup 
allows you to compete effec-
tively for larger, more com-
plex deals. Often the solution 
to a business process prob-
lem includes the imaging, 
information storage and 
retrieval, and collaboration 
technologies you’re familiar 
with in addition to workflow, 
RPA, and forms processing 
technologies that may be 
new to you. To shorten your 
learning curve, focus on 
common business processes 
such as hiring and onboard-
ing new employees for hu-
man resources and invoice 
processing for accounts 
payable. 
The following examples of 
resellers who added process 
optimization to their prod-
uct lineup should give you 
a framework for doing the 
same at your business.

1. Document Imaging of the 
Southwest (DISW) is a re-
seller based in New Mexico 
with more than 15 years of 
experience delivering scan-
ning services and document 
management. They have seen 
increased interest from their 
customer base in automating 
common manual tasks such 
as data entry and invoice 
processing. Since adding 
these technologies to their 
offerings, they’ve seen larger 

deals that close more quickly, 
because the customer ex-
pects higher ROI from their 
projects. It’s helping their 
business and customer base 
stay strong despite the pan-
demic.

2. When Bruce Randall 
purchased DocuDriven in 
2015, he recognized that the 
best chance for the company 
to continue to grow would be 
to make the shift from just 
digitization to the process au-
tomation that customers were 
demanding. They’ve devel-
oped expertise in numerous 
common business processes, 
allowing them to customize 
solutions to more unique pro-
cess concerns. Since adding 
automation to their core com-
petencies, they’ve expanded 
their customer base and seen 
strong business growth.

Though financial gurus 
expect the economy to re-
cover in 2021, navigating the 
next several months could 
be confusing. Your prospects 
are turning to process auto-
mation as a key strategy to 
improve their efficiencies and 
reduce costs. Plus, automa-
tion technologies and sales 
are closely related to the 
digitization and document 
management solutions you 
already offer. Take advantage 
of the process automation 
boom to stabilize your own 
business and increase the 
value you’re bringing your 
customers during this difficult 
economy.  
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AUTOMATION & INNOVATION – 
INCREMENT YOUR WAY TO SUCCESS

By  Kevin Neal, P3iD Technologies and DoxaScan

As almost everyone can agree, workflow automation can deliver organizations 
extreme business value with reduced operational costs, improved client services 
and competitive advantages.   
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So, with the promise of such 
great efficiencies, especially 
with amazing innovation such 
as cloud services, artificial 
intelligence, robotic process 
automation and others, 
why isn’t every organization 
implementing workflow 
automation solutions? 
The answer is very simple: 
overcomplication.

DIGITIZE EVERYTHING

Don’t get overcomplicated 
with your initial digitization 
projects. Often, projects try to 
solve the entire problem all in 
one huge chunk rather than 
small, tasty nuggets. Resist 
the urge to do too many 
different things all at once. 

My advice is to start by 
documenting your existing 
business processes that 
involve any sort of manual 
or human intervention. Then 
consider how you can digitize 
each one of these processes 
from the very beginning of a 
transaction. 

Ask yourself, “Is this a 
process that can be born 
digital?” Next, if the work 
process can utilize some sort 
of capture device, determine 
which type of device is most 
appropriate for capturing the 
information.

If you are capturing 
documents, then is it best to 
use a smartphone camera, 
a digital copy machine or a 
single-purpose document 
scanner? If you are capturing 
video, is a smartphone 
sufficient or does it need a 
fixed camera? Or if you are 
capturing voice, will a home 
voice assistant-type device 
work, does it need to be an 
embedded microphone, or 
is the best approach using 

headphones like many of us 
use on our video conference 
calls?

The answers will vary based 
on the specific workflow, so 
the only point is that if you 
start by digitizing everything 
you can start your workflow 
process.

INDEX EVERYTHING 
(THAT YOU CAN)

I’ll admit that indexing your 
digital content is often the 
most difficult part of an 
effective workflow automation 
strategy, but it’s critically 
important to the rest of 
your downstream workflow 
process. 

Indexing, or creating 
metadata, is the crucial 
point where your workflow 
system is really going to be 
smart by delivering intelligent 
content into your downstream 
process, or, as the old saying 
goes, “garbage-in, garbage-
out.” Your downstream 
workflow process can suffer 
immensely from lack of 
metadata, having to correct 
too many errors in recognition 
or, the worst of all, wrong 
metadata.

You often only get one 
chance to capture a bit of 
information and digitize it; 
therefore I always recommend 
collecting as much metadata 
you can about whatever 
information you are capturing. 
You never know when you 
might want to use data such 
as GPS location, timestamp 
of the transaction, or who 
created a piece of digital 
content. You just never know 
when some piece of metadata 
you didn’t think was important 
for your process might be very 
useful to use in some analytics 

AI application where you can 
find cures for cancer, find a 
pattern to trade stocks more 
efficiently, or unlock other 
valuable business insights 
stored deep in your corporate 
data silos.

It’s often not the technology 
itself that’s the difficult part 
but rather the taxonomy, 
or logical organization, of 
your content that requires a 
decision before implementing 
a technology. In other words, 
using an accounts payable 
workflow as an example, a 
decision must be made on 
what indexing information is 
required from each document 
type – such as an invoice, 
purchase order or bill of 
lading. Only then, after a 
decision has been made, 
should the technology be 
applied to automating this 
process.

When it comes to your 
indexing strategy for scanned 
documents, do yourself and 
your colleagues a big favor 
and at the very least use 
full-text OCR to index your 
content on a per-document 
basis. This means that instead 
of storing the OCR index 
information into a database, 
the index (aka metadata) 
information is stored as a 
hidden text layer that is part of 
the PDF file itself. 

You never know when this 
hidden text layer of index/
metadata will prove useful by 
being able to import it into a 
centralized search database 
at some point in the future. 
Believe me, you will have done 
yourself a great service by 
applying full-text OCR as a 
logical first step to your overall 
indexing strategy, especially 
when using modern innovation 
such as artificial intelligence 
and machine learning for 
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indexing. These technologies 
can take this full-text OCR, 
and through an algorithm be 
able to perform even more 
advanced indexing, such 
as unstructured document 
processing or even semantic 
indexing.

THINK GLOBALLY, ACT 
LOCALLY

While digitizing your content 
and indexing the metadata 
within your business processes 
is a highly recommended 
strategy for efficient workflow 
automation, this does not 
mean you should get overly 
ambitious and do things 
recklessly. It is better to take 
a measured approach and 
implement change in small 
increments.

Do not think that all this 
digitalization needs to be 
neatly connected with a 
perfect workflow process on 
day one. It is much better to 
not try and boil the ocean; 
rather, take a small process 
and make it better. Start with 
one department and fix a 
particular pain. After fixing 
this pain, then create another 
“win” with interdepartmental 
collaboration.

MODEL WORKFLOWS 
BEFORE AND AFTER 
SCENARIOS TO PROVE 
CLEAR ROI

Far too often when considering 
workflow automation solutions, 
we get caught up with hitting 
a grand slam instead of 
something like a solid double 
that fills the gaps, to use a 
baseball analogy. One way 
to do that in your business 
processes is to model before 
and after scenarios. There are 
specialized software tools for 
business process management 
(BPM) modeling, or you can 
use something as simple as an 
Excel spreadsheet.

One of the best practices 
when planning to deploy new 
types of innovative workflow 
automation is to observe 
human behavior and be 
honest in the assessment of 
the time spent doing finite 
tasks. Carefully document 
every individual step it takes 
a human to complete a task 
from a time-consumption 
standpoint. For example, in a 
document scanning workflow 
use case scenario, you would 
document in the number of 
minutes each small task takes, 
such as removing staples, 

time spent on manual key 
entry and moving paper from 
one person’s desk to another 
person’s inbox.

Only after collecting all the 
data that you can about the 
current workflow process can 
you start modeling a before-
and-after scenario. Resist the 
temptation to offer suggestions 
or improve the process in 
your data collection process, 
because the intention of this 
work is to establish a baseline 
of a “current time consumed” 
calculation. Establishing a 
baseline of existing business 
processes, upon which 
everyone can agree, is an 
extremely valuable (often 
required) part of the process 
in order for you to justify 
the expense of purchasing 
and implementing new 
types of innovative workflow 
automation technologies and 
solutions.

REMOVE POINTS 
OF FAILURE WITH 
A CENTRALIZED 
WORKFLOW PROCESS

Just as I suggested “digitize 
everything” previously, the 
same applies to “centralize 

FAR TOO OFTEN WHEN CONSIDERING 
WORKFLOW AUTOMATION SOLUTIONS, WE 

GET CAUGHT UP WITH HITTING A GRAND 
SLAM INSTEAD OF SOMETHING LIKE A SOLID 

DOUBLE THAT FILLS THE GAPS.
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everything.” Once again, my 
advice is to keep things simple 
when it comes to a centralized 
approach for your workflow 
processes.

As it relates to the document 
scanning process, a major 
point of failure, believe it or not, 
is the local scanner driver itself. 
How many of us have gone to 
use a USB-attached device 
such as a printer, a webcam 
or another external peripheral 
and been frustrated when, 
for whatever reason, the USB 
device wasn’t recognized? 
Then after unplugging and 
reattaching the USB cable five 
times and something like three 
computer reboots, the device 
comes back online. It’s usually 
not a bad design on behalf 
of the scanner manufacturer 
or a fatal flaw that cannot be 
recovered; it’s just the way 
that operating systems work, 
and sometimes there are 
unexplained errors.

With modern scanner 
driver innovation, using 
a web services scanner 
driver architecture with PC-
less document scanning is 
preferred to remove points of 
failure in a workflow process. 
Why? Because with a web 
service scanner driver so 
many traditional technical 

maintenance problems are 
eliminated, such as operating 
system compatibility, operating 
system updates or USB 
conflicts. Additionally, web 
services mean that one server 
can host many scanners 
instead of a one-to-one 
relationship between one USB 
scanner and one attached 
computer.

MEASURE AND MONITOR 
EVERYTHING

In summary, an effective 
workflow automation system 
is a never-ending process of 
iterating for improvement. 
Therefore, it’s really important 
to collect, monitor and measure 
as much data and metrics 
as possible so that you can 
easily detect and improve your 
processes. 

Make certain to have very 
granular key performance 
metrics that measure items 
such as overall throughput, or 
volume, of the workstation or 
operator. In other words, how 
many documents are scanned 
or how many calls are made per 
person in the process?

However, be careful not to 
fall into the trap of judging the 
efficiency of your workflow 

automation system simply by 
the assumption that a higher 
volume means better work. 
Sometimes a high volume does 
not indicate good work, so also 
measure the quality of clean 
data coming through in your 
workflow process. Basically, 
make sure that errors in the 
workflow process aren’t causing 
you to have to go back and fix 
things later, because that can 
be very complicated, costly and 
expensive.

While all this might sound 
overwhelming, my best advice 
is to keep things simple 
and remove complications. 
Just remember to act locally 
by modeling before-and-
after workflow automation 
scenarios, and to digitize, 
index and measure everything 
in a centralized technology 
architecture. 

If you apply this type of 
thinking when implementing 
new innovation to your 
workflow automation, then 
you can increment your way to 
success.  

MAKE SURE THAT ERRORS IN THE WORKFLOW 
PROCESS AREN’T CAUSING YOU TO HAVE TO GO  
BACK AND FIX THINGS LATER, BECAUSE THAT  
CAN BE VERY COMPLICATED, COSTLY AND 
EXPENSIVE.
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