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Epson offers breakthrough printing innovations, 
like PrecisionCore Heat-Free TechnologyTM, 
engineered to maximize customer value and 
help reduce environmental impact.

LESS ENERGY 
REQUIRED1

FOR OUR PLANET:

Heat-free technology = up to 75% less energy required1

Fewer maintenance parts = less waste
Water-based ink vs. plastic-based laser toner

Learn more at epson.com/BusinessInkjet
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Epson Business Inkjet
Efficient. Compact. Precise. 

FOR YOUR BUSINESS:

Low total cost of ownership = more value
Low intervention = fewer service calls
Fastest print speed in its class2
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WHILE I 
DOUBT 
anyone will 
try to tell 
you the 
COVID pan-
demic was 
worth what-
ever good 
came from 
it, I think a 
lot of work-

ers around the world will 
tell you that remote work 
was a definite silver lin-
ing. Business leaders 
had always hesitated to 
allow workers too much 
freedom when it came to 
working from home, either 
occasionally or on a per-
manent basis, until they 
had no other choice. 

I remember when the 
opportunity to work from 
home was presented to 
me. It was begrudging and 
hesitant and came with 
a lot of “we’ll see how it 
works,” but I was moving 
cross-country and had 
given my notice, and the 
company decided they’d 
rather keep me remotely 
than replace me altogeth-
er. I like to think of myself 
as indispensable, but in 
reality, it was probably just 
the lesser of two evils.

Regardless of how it 
comes about though, 
most workers will tell you 
that the ability to work 
from home is a major ben-
efit. Whether it’s a move 
or a pandemic, the end 
result is you’re doing your 
job without needing to 
leave the house. Whether 

you roll out of bed and 
wander to the desk with a 
detour at the coffee maker 
or you get up early and 
take advantage of the time 
you’re not commuting to 
work out, do the cross-
word puzzle, and spend 
some time with the family, 
it’s a good feeling. 

I won’t go into the end-
less debates and battles 
that the ability to work 
remotely has caused over 
the last year and a half. 
I’m not going to argue 
productivity at home vs. at 
the office, or any of those 
other things we’re prob-
ably sick of hearing. The 
bottom line is, the hybrid 
office is here and it’s go-
ing to stay — not at every 
company or for every po-
sition, but what the chaos 
caused by the pandemic 
gave us, ultimately, was 
options. What you do 
with those options —well, 
that’s what this issue is 
for.

Here you’ll find seven 
experts; technical lead-
ers with the knowledge 
of just how progressive 
organizations can handle 
— and embrace — hybrid 
work. From the hard-
ware and software to the 
knowledge and skills that 
make hybrid work work, 
you’ll find them in this is-
sue — which was officially 
produced and distributed 
from a hybrid office.

EDITOR’S LETTER
09 | 22

WE'VE GOT YOU COVERED
LAS VEGAS • ORLANDO • BOSTON

  Amy Weiss
  Editor-in-Chief
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the latest updates from the ECM and 
information management industry.
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EMPOWERING THE HYBRID OFFICE
By  Debbie Connelly, Hyland

Everything has changed when it comes to the office, and remote work is going to 
be part of the way we do business, at least some of the time. What do workers, 
companies and customers need for maximum efficiency and security?  
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One of the most important 
revelations to come from the 
otherwise largely devastat-
ing COVID-19 pandemic is 
that, yes, many of us and our 
teams can accomplish every-
thing we need to remotely.

Our teams now can avoid 
needless lengthy commutes, 
achieve better work-life bal-
ance, and mostly structure 

their workday as they so 
choose – each a vital change 
to employees’ well-being, out-
put and success. Meanwhile, 
we have realized that we are 
able to communicate with 
our customers in new and 
different ways, still deepen-
ing those relationships while 
distributed from those part-
ners due to COVID.

These have been vital 
acknowledgments by orga-
nizational leaders. But vital 
doesn’t mean easy, and it’s 
been even more challenging 
to adapt to and execute on 
new engagement and execu-
tion strategies in this newly 
distributed world.

The hybrid office has im-
plications for all company 
stakeholders, from em-
ployees to customers and 
everyone in between – and 
there are several key consid-
erations for company lead-
ers so those stakeholders 
can adapt effectively to the 
evolving ways we work and 
communicate.

ENGAGE FREQUENTLY 
AND EFFECTIVELY

Engaging with employees 
has become more difficult 
as workforces have become 
more distributed, while 
engaging with customers 
and partners has become, 
if not easier, more accessi-
ble: Those organizations and 
individuals within them have 
grown more accustomed to 
communicating virtually and 
the many tools with which 
we’re now equipped to do so.

Given those changes, how 
can you engage with each 
group more effectively while 
doing so remotely?

Employee engagement 

remains vital. But the office is 
no longer the glue that brings 
everyone together; corporate 
culture must be shown and 
brought to life for all employ-
ees through micro-interac-
tions. The physical space 
and grand gestures have 
always helped demonstrate 
culture. Those will still exist, 
but more important now is 
that everyone feel culture 
through small moments and 
engagements in their day.

Those engagements may 
take many forms: They could 
be clear, transparent, consis-
tent communication from the 
CEO, or senior HR leaders 
giving employees a voice. It 
could be lighter fare – virtual 
happy hours, fitness classes 
and cooking tutorials; work-
shops or resources with tips 
for employees to stay in-
volved while working remote-
ly; and more. And it could be 
– and should be – leaders lis-
tening to employees’ points 
of view, on employee culture 
matters, or return to work 
strategies, or recent current 
events like social unrest.

And while companies may 
not offer virtual fitness class-
es and cooking tutorials to 
customers and partners, 
those same engagement 
principles hold for these 
groups, too: On-site visits to 
customers in many cases are 
taking place far less fre-
quently, as COVID concerns 
linger or, often, companies 
realize those touchpoints can 
take place virtually.

Micro-interactions have 
become vital here, too: More 
frequent and in some cases, 
more creative, touchpoints 
are welcome and necessary 
so customers and partners 
feel connected through small 
moments and engagements.
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CONSIDER 
HYPERAUTOMATION TO 
IMPACT INTERNAL AND 
EXTERNAL PARTIES

With those engagement 
ground rules in place, now 
you must get to work on actu-
ally making those stakehold-
ers’ work lives easier.

One way: hyperautomation, 
which is, you guessed it, a 
hyper version of the auto-
mation trends about which 
you’ve heard so much. To put 
it simply, this concept en-
ables businesses to leverage 
the performance of existing 
technologies, to automate the 
entire end-to-end workflow 
process. Helping to overcome 
internal boundaries of a busi-
ness, the strategy empowers 
staff to focus on more stra-
tegic, client-focused tasks, 
while creating a greater re-
turn from existing technology 
assets.

Hyperautomation is such 
a powerful toolset because 
of the multiplier effect an 
enterprise can achieve from 
integrating tools that are 
normally found across dispa-
rate systems, such as robotic 
process automation (RPA), 
artificial intelligence (AI) and 

machine learning (ML). These 
are the core enabling tech-
nologies of hyperautomation 
which, when supported by 
event-driven software archi-
tecture, business process 
management and a content 
services strategy, can create 
a transformative infrastructure 
with the power and flexibility 
to automate.

By eliminating delays from 
incomplete processing and 
reducing the need for manual 
handling and potential errors, 
hyperautomation ultimately 
improves the experience of 
both staff and clients, ensur-
ing they are and remain happy 
in every interaction.

The data illustrate the chal-
lenge you’re trying to solve 
for – and the impact of actual-
ly doing so: Recent research 
shows that 92% of survey 
respondents – 92%! – admit 
they waste up to eight hours 
a week searching documents 
for information they need to 
serve customers; 31% agreed 
AI skills would help them be 
more responsive to custom-
ers; and 41% said AI skills 
would free up time for more 
creative tasks, thereby keep-
ing them better motivated.

Due to those issues they’ve 
encountered, 52% of employ-
ees agree that AI-powered 

software that understands 
data like a human makes their 
lives easier. A further 32% 
agree this can help improve 
not only employees’ experi-
ences, but customers’ experi-
ences also.

HELP CUSTOMERS  
BECOME MORE AGILE 

Recent IDC research shows 
that companies are far more 
comfortable now than ever 
before in mixing their commer-
cial software tools with open-
source and low- or no-code 
options. Forward-thinking 
organizations are increasing-
ly identifying and employing 
those solutions that they can 
rapidly deploy to help achieve 
greater efficiency and security, 
ensure authenticity, and act 
more quickly and decisively.

To wit: 56% of IDC respon-
dents said investing in soft-
ware development tools and 
capabilities to drive broader 
app-based innovation was 
a priority or top priority tech 
investment over the next two 
years, to ensure the long-term 
resilience and success of 
the business. But to achieve 
these benefits, organizations 
aren’t putting all their eggs in 
a one-size-fits-all basket: they 

RECENT IDC RESEARCH SHOWS THAT 
COMPANIES ARE FAR MORE COMFORTABLE 
NOW THAN EVER BEFORE IN MIXING THEIR 
COMMERCIAL SOFTWARE TOOLS WITH OPEN-
SOURCE AND LOW- OR NO-CODE OPTIONS.
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are employing a broad variety 
of commercial, open source 
and low-code software where 
each makes the most sense, 
and they’re looking for any op-
portunities to customize their 
software stack to meet their 
needs.

While 27% of IDC respon-
dents said they’d deployed 
commercial software over 
the past 12 months, low-
code (15%), no-code (16%), 
open source (17%) and cus-
tom software (25%) together 
accounted for the lion’s share 
of software products, appli-
cations, services and features 
respondents are using.

The name of the game? 
Agility, and meeting customer 
expectations.

TREAT YOURSELF –  
ORGANIZATIONALLY, 
THAT IS

So you’ve engaged better 
with your employees and 
customers: You’ve made their 
experiences better by auto-
mating processes that elimi-
nate needlessly tedious tasks 
in their day-to-day lives, and 
you’ve armed them with new 
technology that allows them to 
be nimbler with their custom-
ers. Congratulations!

They say, though, that self-
care is just as important as 
taking care of those around 
you and your loved ones. So 
what can enterprises do to 
take care of themselves and 
position themselves for con-
tinued growth and process im-
provement as trends continue 
to shift?

While the automation de-
ployment detailed above is 
one element of a broader 
digital evolution strategy, that 

process runs so much deep-
er: A thorough evaluation 
and re-envisioning of all your 
internal systems and process-
es is appropriate, to ensure 
you’re squeezing every bit of 
efficiency and value out of 
your solutions. Usually, this 
takes place by redefining what 
outcomes mean success and 
then replacing, rebuilding and 
eliminating with a laser focus 
on those outcomes.

There’s intense pressure to 
digitally evolve and become 
more agile, as there’s an inten-
sifying need for those internal 
systems to deliver continuous 
value to employees and a 
customer base that expects 
seamless experiences from 
afar. This process ultimately 
improves employee perfor-
mance by removing barriers 
and allowing teams to self-
serve both within and outside 
these IT functions.

LOCK IT UP!

If remote work and its impact 
is a lukewarm topic right now, 
then security is absolutely 
scalding – and a topic that 
impacts customers, employ-
ees and the entire enterprise, 
with the stakes around secur-
ing the intellectual property of 
yourself and your customers 
never being greater. The rapid 
digital enablement detailed so 
far in this piece has resulted 
in employees working from 
across the world, offsite and 
sometimes off-network. The 
idea of dark data is very real.

More IT capabilities, then, 
now lie on the business side 
of an organization, and bal-
ancing that with the increased 
scrutiny and oversight right-
fully being applied to security 
takes a tremendous amount 

of time and effort. That only 
will continue to increase as 
the sophistication of attacks 
and maturity of the groups 
behind them has begun to ri-
val any well-led organization. 
We are getting far away from 
the idea of fringe groups and 
individuals – like well-mean-
ing employees, for example -- 
being the main drivers of risk.

The groups responsible to-
day are well funded and well 
trained, and have developed 
well-thought-out roadmaps 
of technology and targets. 
Especially in the B2B space, 
organizations are part of 
someone’s supply chain so 
coordination between com-
panies is key in your ability to 
defend against these risks.

Companies must continue 
to protect themselves through 
many layers of protection 
in their security suites with 
well-developed teams and 
practices. In security you 
can never rely on just one 
solution; instead, you need 
overlapping functionality 
that creates a web of pro-
tection. Continued research 
and investment in AI/ma-
chine learning security ca-
pabilities, meanwhile, is key; 
while that technology may 
not be mature enough yet to 
stand alone, it is beginning 
to significantly augment the 
capabilities of existing teams 
as the mountains of informa-
tion and the speed of that 
information becomes expo-
nentially harder to filter and 
correlate to threats within the 
environment.  

Debbie Connelly is chief 
people officer, Hyland.
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HARMONIZING IMAGE 
CAPTURE FOR THE HYBRID 

OFFICE WITH TWAIN DIRECT
By  Kevin Neal, P3iD Technologies

Let’s face it, creating and managing effective hybrid office digital workflow 
solutions is not an easy task. Although nearly everyone agrees on the business 
value, and many businesses have started on their hybrid office journeys, 
organizations get bogged down deploying solutions without a clear strategy due to 
many variables and technology limitations. So, let’s take a look at a few “what ifs” 
and see if we can’t outline a fundamental strategy, using logic and common sense 
instead of over-hyped marketing and sales propaganda.  
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WHAT DOES DIGITAL 
CAPTURE WORKFLOW 
EUPHORIA LOOK LIKE 
FOR THE HYBRID 
OFFICE?

What if there was technology 
that helped harmonize your 
organization’s overall digital 
capture workflow? Would this 
be useful to provide excellent 
user experiences because they 
could work with whatever imag-
ing device, wherever they are, 
and however they wanted? Do 
you think great user experienc-
es result in happier and more 
productive workers with more 
satisfied clients?

Additionally, from a business 
continuity and burden stand-
point, what if this image acqui-
sition harmonizing technology 
was available as open source 
and supported by a group with 
vast experience developing 
hybrid office solutions?

What if this open-source 
technology could provide or-
ganizations the peace of mind 
of having access to the source 
code to support and develop 
additional capabilities to fit their 
precise business needs? Would 
it be of business value to have 
one core technology platform 
instead of the software devel-
opment burden of supporting 
many different technologies?

It exists. Introducing the 
TWAIN Direct project from the 
TWAIN Working Group.

TWAIN WORKING GROUP 
CREATED TWAIN DIRECT 
FOCUSED ON THE 
HYBRID OFFICE

The TWAIN Working Group 
(TWG), a non-profit technolo-
gy group developing industry 

standards for image acquisi-
tion to hardware devices, has 
recognized the need for the 
hybrid office for many years 
based on real industry needs. 
Specifically, TWG has seen 
high growth for “distributed 
capture” (i.e., hybrid office 
solutions) that captures docu-
ments and data as quickly 
as possible into a workflow 
system.

Based on this big trend 
among our community mem-
bers as well as the overall 
industry demand for hybrid 
office solutions, TWG took its 
TWAIN Classic specification, 
an image acquisition device 
to software application spec-
ification, used by millions of 

document scanning devices 
daily, and created the TWAIN 
Direct project. TWAIN Direct is 
a RESTful API (application pro-
grammers’ interface) version of 
the TWAIN Classic driver.

What this simply means from 
a non-technical perspective is 
that now the TWAIN specifica-
tion can be much more easily 
integrated with third-party 
software applications including 
mobile applications and cloud 
services. Also, and this is a 
massive fundamental enhance-
ment, the TWAIN Direct spec-
ification can be hosted inside 
of the scanner’s firmware, so 
this eliminates the need for a 
personal computer to have the 
driver installed.
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THE BUSINESS VALUE 
OF TWAIN DIRECT

As the project name “TWAIN 
Direct” might indicate, one 
of the rather apparent values 
for a software application-di-
rect-to-imaging device (typically 
a document scanner) connec-
tivity is to eliminate the cost of a 
personal computer, plus asso-
ciated software, to operate the 
scanner.

Tangible cost savings of elim-
inating the need for PCs alone 
can be significant to justify 
implementing TWAIN Direct. 
However, suppose you consider 
the indirect costs such as IT 
burden, user productivity, and 
client satisfaction. In that case, 
you can appreciate even more 
the importance of TWAIN Direct 
as a critical part of your overall 
capture strategy.

In a few examples of IT bur-
den and costs, consider several 
time-consuming activities such 
as provisioning the PCs with all 
the required software, and the 
commitment to update operat-
ing system software, scanner 
driver software and scanning 
application software. This IT 
effort can cost departments 
lots of money if they pay an-
other internal department for 
technical shared services. Also, 
USB scanners and printers are 
notorious for various techni-
cal issues, from USB memory 
problems to driver conflicts 
and, finally, the dreaded USB 
disconnects for whatever unex-
plainable reason.

Lastly, there is a lot of lost 
opportunity to offer docu-
ment scanning in high-security 
networking environments such 
as Citrix, PCoIP (PC over IP), 
virtualized desktops, and, gen-
erally, in thin client infrastruc-
tures. Although there are some 
workarounds to using scanners, 

printers, and other peripherals 
in these environments, these 
are often expensive and unre-
liable because scanner drivers 
are not designed specifically for 
these environments.

In these situations, a scan-
ner driver RESTful API such as 
TWAIN Direct, which only re-
quires a network connection, is 
an ideal solution that provides 
both productivity and security. 
In addition, the zero-footprint 
architecture of TWAIN Direct 
is utterly operating system 
agnostic, doesn’t rely on any 
proprietary network protocols, 
and does not require any locally 
installed software.

HYBRID OFFICE USE 
CASES FOR TWAIN 
DIRECT

So, if both the business justifi-
cation and the business value 
are clear for TWAIN Direct, then 
the next logical step is to un-
derstand precisely to which use 
cases this technology applies. 
A critically important initiative 
in an effective digital capture 
strategy is empowering users 
to work anywhere, at any time, 
on any device that is simple, 
secure and efficient.

Because of the versatility 
of TWAIN Direct, it is an ideal 
technology tool to harmonize a 
mixed environment of devices 

for various use cases that allow 
users to work in a ubiquitous 
manner that is the easiest and 
most effective for them. In ad-
dition, TWAIN Direct addresses 
many traditional challenges for 
deploying scanning devices, 
including connectivity, software 
interoperability, and network 
security.

• Corporate office – TWAIN 
Direct supports push or pull 
scanning so a Corporate 
Office can deploy a mixed 
fleet of scanning devic-
es. This diverse fleet can 
include multifunction shared 
scanning devices, high-vol-
ume production scanners 
and desktop scanners, all 
without the cost or burden 
of a computer to operate 
each scanning device.

• Remote Offices –  
As almost everyone might 
agree, working from home 
and remote offices is a 
trend that will never go 
away and will likely acceler-
ate. For example, during the 
COVID pandemic lock-
downs, many companies 
were caught off guard when 
they needed to offer their 
work-from-home employees 
digital transformation tools. 
A quick and easy answer to 
provide work-at-home dig-
ital tools was to purchase 
a cheap all-in-one printer/
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scanner device. Or, the 
companies sent USB-at-
tached scanners to em-
ployees’ homes and used a 
laptop computer to operate 
the scanner.

• Remote Locations –  
An essential part of en-
abling people to be produc-
tive includes using shared 
document scanning devices 
they don’t even own! Imag-
ine you are at the public 
library or a customer’s 
office, and you want to scan 
a stack of papers to your 
cloud storage or capture a 
vital contract back to your 
manager in the office. Now, 
with a TWAIN Direct-en-
abled scanning device, you 
can use the library’s or cus-
tomer’s machine and their 
internet connection, but 
with your TWAIN Direct mo-
bile application with all your 
network security to quickly 
scan those documents.

• Mobile Office –  
Similar to the remote loca-
tions use case, consider 
a mobile worker such as 
a traveling salesperson 
capturing receipts, a first 
responder submitting infor-
mation on a completed call, 
or a field insurance agent. 
All these are great opportu-
nities to enhance operation-
al efficiency by collecting 
data with a mobile-enabled 
workforce. The difference 
between our remote lo-
cations use case and the 
mobile office use case is 
a matter of who owns the 
scanning devices. Instead 
of using someone else’s 
shared scanning device 
with your mobile application 
in the remote locations use 
case example, in the mobile 

office use case, you use 
your own TWAIN Direct-en-
abled portable/mobile 
document scanner. These 
scanners, typically weighing 
less than 3 lbs., are easy 
to bring along during your 
business work day.

These use cases for TWAIN 
Direct are only a few examples, 
but there are many more. How 
organizations choose to imple-
ment TWAIN Direct is really up 
to their creativity and innova-
tion. As a RESTful API, there are 
so many possibilities with mo-
bile and cloud services integra-
tion that we are only scratching 
the surface of these modern 
image capture solutions.

TWAIN WORKING GROUP 
WANTS YOUR OPINION 
AND PARTICIPATION

At the TWAIN Working Group, 
we’ve seen this trend towards 
the hybrid office for many years 
as distributed capture has been 
the highest growth segment. 
However, we certainly want 
other opinions on market trends 
and what we can do better as 
an open-source advocate and 
standards group to make TWG 
more critical to your business 
or positively impact your career.

For these reasons, we have 
several ways in which you can 
engage with TWG, including 
newsletters, forums, focus 
groups, developer’s day, and, 
of course, membership. TWG 
was pleased to have Workflow 
Magazine/BPO Media partic-
ipate in one of our previous 
Focus Groups, and we will be 
hosting more later this year. 
TWG Membership is an option 
for any company serious about 
developing or implementing an 
effective capture technology 
solution.

Lastly, TWAIN Direct De-
velopers Day is an incredible 
opportunity. During one fun-
filled and productive day (Nov. 
9), TWG will host a hands-on 
event for software developers 
to work with TWAIN Direct 
experts and leave the day with 
a functioning TWAIN Direct 
scanning application!

To ensure success, TWG 
is providing Developers Day 
attendees 30-days of pre-
event TWAIN Direct Cloud API 
hosting as well as 60-days 
of post-event hosting so that 
developers can continue  
development.  

Kevin Neal serves as 
marketing chair for the 
TWAIN Working Group.
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HIGH TECH AND HIGH TOUCH: 
THE OFFICE OF THE FUTURE

By  Christina Robbins, Digitech Systems

Over the last year or so, we have experienced historically high levels of job mobility 
and voluntary unemployment. But this unemployment wasn’t typical. Large 
numbers of individuals willingly left the workforce, which should lead us to question 
why. It’s my belief that the Great Resignation signaled historically low employee 
engagement. It’s a call for organizations to improve employee commitment and 
enjoyment at work.  
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How did we get here? The 
COVID-19 pandemic pushed 
millions around the globe 
into home offices, and many 
families realized that they did 
not need a second income, 
while other workers realized 
they did not actually enjoy 
the office environments where 
they’d been spending their 
days. Perhaps a difficult 
coworker, an unrealistic 
workload, or a lack of respect 
and recognition became 
apparent only when they were 
able to relax while working 
in healthier circumstances. 
Perhaps workers whose jobs 
were threatened by artificial 
intelligence and automation 
chose not to reskill in order 
to retain employment. The 
double-disruption created by 
COVID and automation has 
caused massive emotional 
stress for the workforce. The 
consequences of this decline 
in employee engagement are 
significant. Engaged workers 
make fewer mistakes, are 
more creative, demonstrate 
more pro-company behaviors, 
and ultimately increase 
financial results. Companies 
who fail to recognize and 
address job satisfaction will 
fall further behind in the race 
for top talent.

Both technology and people 
have a critical role to play 
in the high tech, high touch 
office of the future. Let’s take 
a look.

THE ROLE OF 
TECHNOLOGY

Technological advancements 
have been driving market 
growth and disrupting the 
workforce since the Industrial 
Revolution, and we can expect 
them to continue to do so.

HYBRID HONORS EMPLOYEE 
DESIRE FOR FLEXIBILITY
So much has been written 
about the hybrid office, work 
from home (WFH), and work 
from anywhere (WFX), that 
I’m not going to spend a lot 
of time on it here. Suffice it to 
say, that as adults, we crave 
flexibility, autonomy, and 
control across most aspects 
of our lives. It’s a healthy part 
of an adult psyche. Having 
experienced widespread WFH 
during the Pandemic, many 
workers understand that work 
location has little to do with 
effectiveness and productivity. 
Therefore, the hybrid office 
honors employee desire for 
flexibility without threatening a 
company’s performance. It’s a 

great way to ease the stresses 
of modern work for many 
jobs. In a Forrester webinar 
held in January of this year, 
Forrester CEO George Colony 
said, “We used to think the 
office was the toolbox. Now 
we know the office is just one 
tool in that box.”

DIGITAL IS JUST THE 
FOUNDATION FOR BUSINESS 
TRANSFORMATION
Our industry has spent 
a great deal of time and 
marketing dollars on “digital 
transformation” initiatives, 
but Valior reports that 90% 
of companies are more than 
half finished with their digital 
transformation, and Forrester 
indicates that only 15% 
consider it a critical objective 
for 2022. Though demand for 
imaging services will continue 
for some time to come, long-
term print volumes will also 
decline, and available older 
paper files requiring imaging 
are limited.

Where might we turn next 
for transformative value? 
The future office will be 
highly automated, and 
workflow technologies are 
the foundation of automation. 
Workflow routes business 
information through business 

TECHNOLOGICAL ADVANCEMENTS HAVE 
BEEN DRIVING MARKET GROWTH AND 
DISRUPTING THE WORKFORCE SINCE 
THE INDUSTRIAL REVOLUTION, 
AND WE CAN EXPECT THEM TO 
CONTINUE TO DO SO.
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processes. It supports the 
WFX nature of work going 
forward, so automation 
technologies will be in high 
demand. They should be 
a core component of your 
product lineup.

ARTIFICIAL INTELLIGENCE VS 
AUGMENTED INTELLIGENCE
Any discussion of the 
office of the future would 
be incomplete without 
considering the growing 
impact of artificial intelligence 
(AI). The World Economic 
Forum indicates that 
machines will be responsible 
for eliminating 85 million jobs 
by 2025, but they also say 
that the same shift toward AI 
will create 97 million new jobs 
in the same period. That’s a 
net gain in jobs.

What’s happening? AI 
automates routine manual 
tasks, which in most cases 
impacts only some aspects of 
a job. Most workers will need 
to reskill only some portions 
of their day-to-day work, and 
all of us will need to adapt to 
the new workforce diversity 
represented by humans 
alongside digital workers. It’s 

called augmented intelligence, 
referring to the genius that 
emerges when humans 
and computers work in 
complementary ways side-
by-side. The office of the 
future will be one that still 
incorporates humans, but we 
can expect to see an increase 
in the digital workforce as 
well.

HUMAN-CENTRIC IS THE 
NEXT STEP TO MAXIMIZE 
VALUE

Workplaces evolved as a way 
for people to come together 
to accomplish shared goals 
— a need that is likely to 
continue. So what makes a 
job attractive? According to 
“Boosting Your Emotional 
Intelligence,” appealing 
workplaces are characterized 
by meaningful work, 
supportive management, 
work that does good, growth 
opportunities, and trust in 
leadership. Each of these 
factors can be linked to 
two key ideas: a need for 
belonging and the importance 

of human-centric design.

THE IMPORTANCE 
OF CONNECTION AND  
BELONGING AT WORK
It may seem “touchy-feely” to 
some, but workers who have 
a strong sense of belonging 
with their workgroup are 
more productive, creative, 
and effective than their less-
appreciated peers. According 
to Brené Brown, It’s not about 
the number of friends they 
have, but rather about feeling 
accepted and respected for 
their contribution. Workers 
who feel invisible and who 
frequently get ignored by 
colleagues and bosses are 
sometimes referred to as an 
“out group.” It turns out that 
in addition to being incredibly 
emotionally painful, being 
in the out group comes with 
significant health risks as 
well. Surgeon General, Dr. 
Vivek Murthy explains that 
loneliness increases the 
likelihood of early death by 
45% (vs. air pollution 5%, 
obesity 20%, or alcoholism 
30%). At work it decreases 
task performance, inhibits 
creativity, and limits effective 

THE WORLD ECONOMIC FORUM INDICATES 
THAT MACHINES WILL BE RESPONSIBLE FOR 
ELIMINATING 85 MILLION JOBS BY 2025, 
BUT THEY ALSO SAY THAT THE SAME SHIFT 
TOWARD AI WILL CREATE 97 MILLION NEW 
JOBS IN THE SAME PERIOD.
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executive functioning on tasks 
such as decision-making and 
reasoning.

STRATEGIES TO CREATE 
A HUMAN-CENTRIC WORK 
EXPERIENCE
As the digital workforce 
grows, the stress on workers 
will increase alongside fear of 
job displacement and a need 
to reskill to remain relevant. 
Leaders must consider how 
they can ease this transition 
for their human workers and 
assist them in feeling seen 
and valued in the workplace. 
A few suggestions:

• Clarify roles for both your 
digital workforce and 
human workers, so task 
assignments are clear.

• Emphasize the value 

brought by humans that 
cannot be found 
elsewhere or mimicked by 
machines.

• Celebrate 
accomplishments by 
recognizing human 
contributions to 
successful projects and 
outcomes.

• Get your humans 
together! If office time is 
limited, organize regular 
social get-togethers or set 
a standard that requires 
staff to participate in 
person on a regular basis.

CONCLUSION

As more machines and 
improved AI technologies 

increase in the workplace, it 
becomes ever more important 
that leaders acknowledge the 
critical role leadership plays 
in the mental and emotional 
well-being of their employees. 
Responsible workplaces of 
the future will pair artificial 
intelligence with human 
intelligence in synergistic 
ways to improve outcomes for 
business as well as people. 
The future demands both high 
tech and high touch.  

Christina Robbins is director 
of strategic communications 
at Digitech Systems LLC.
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DISRUPTION OPTIMIZATION: 
HYBRID AND REMOTE WORKING DON’T 

WORK WITHOUT WORKFLOW 
By  Jonathan Malone-McGrew, Solimar Systems

If you are reading this article, it says a few things about your outlook on innovation 
and business process improvement. It asks a question that should be top of 
mind to those managing communications, data, processes, and people within an 
organization: Is it possible, in 2022, to disrupt ideas about hybrid or remote working 
and the vital role workflow plays in that equation?  
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Let’s face it, as a global soci-
ety we likely all feel disrupted. 
So, this is an excellent time to 
discuss the idea of disruption 
so we can set the table for why 
disruption is still required in or-
ganizations like yours today. To 
achieve this, we should consult 
an old standard, Merriam-Web-
ster. Since 1828, this dictionary 
has guided our understanding 
of terms and meaning. The 
entry on disruption states: “the 
act or process of disrupting 
something: a break or inter-
ruption in the normal course or 
continuation of some activity, 
process, etc.” 

A break or interruption in the 
norm feels like the daily journey 
we embarked on back in March 
2020. However, that doesn’t 
mean that we have optimized 
the impacts of the past disrup-
tion or continued to disrupt. 
This is foundational when 
talking about both hybrid and 
remote working methodologies. 
The year 2020 disrupted our 
norms of working, especially 
for those in production-orient-
ed or people-intensive pro-
cesses within an organization.  

These disruptions span 
everything from accounting 
and customer service agents 
sending and receiving commu-
nications to teams that create 
communications and those 

that manage and deliver both 
printed and digital varieties 
in a production environment. 
The disruption was that teams 
co-located together on a daily 
basis were in a matter of days 
transitioned to remote or hybrid 
working arrangements. Talking 
to people over the past couple 
of years reveals that the dis-
ruption left its mark — some-
times in a good way and other 
times in a less positive way. 
This brings us to today, where 
now we have expectations in 
our culture to be able to work 
remotely or work in a hybrid 
manner. What does that really 
mean? And what does it re-
quire of workflow? 

WHY IS DISRUPTION 
SO DISRUPTIVE?  

It seems advantageous at this 
point to address what our glob-
al work environments mean by 
remote and hybrid working. As 
some of you read this, you will 
be in an office (even today), 
while others will be reading it 
on their tablet at their home 
office, and another group may 
read this while traveling to and 
from sites where they have 
business. Promoting a common 
understanding of the terms is 
key before you can promote 

change and improvement. 
Working from Home (WFH): 

Owl Labs defines this as 
follows: 

“WFH means an employee 
is working from their house, 
apartment, or place of resi-
dence, rather than working 
from the office. Many com-
panies have a WFH policy, or 
remote work policy, that allows 
their employees to work from 
home either full-time or when 
it’s most convenient for them.” 

Note that you may also see 
Work from Anywhere (WFA). 
This is similar with a twist; Hul-
er defines it as: 

“Work from anywhere (WFA) 
is a flexible approach to work-
ing, where a company or 
organization empowers their 
employees to work productively 
and autonomously from any-
where, while remaining aligned 
and connected with company 
culture and goals.” 

Hybrid Working: Webex 
defines this (and the four 
flavors of hybrid working 
types) this way:  

“Hybrid work is a flexible 
work model that supports 
a blend of in-office, remote, 
and on-the-go workers. It of-
fers employees the autonomy 
to choose to work wherever 
and however they are most 
productive.” 

AS SOME OF YOU READ THIS, YOU WILL BE 
IN AN OFFICE (EVEN TODAY), WHILE OTHERS 
WILL BE READING IT ON THEIR TABLET AT 
THEIR HOME OFFICE, AND ANOTHER GROUP 
MAY READ THIS WHILE TRAVELING TO AND 
FROM SITES WHERE THEY HAVE BUSINESS.
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This perceived disruption 
to the work environment has 
also come with limitations that 
organizations have had to find 
solutions for to fill the gaps. For 
example, in the printing side of 
communications, we like to say 
operators couldn’t just take a 
production printing press (the 
size of a bus or small train) 
home with them. There are also 
limited ways to contact pro-
duction environment workers 
for security and productivity 
reasons. When you push work-
ers to remote or hybrid models 
without workflows that are de-
fined and managed by technol-
ogy, you have gaps in visibility, 
knowledge, and potentially loss 
of productivity, quality, and on-
time project completion. This 
challenge isn’t unique to print 
or production environments. 
This is a challenge for customer 
service organizations, content 
creation departments, opera-
tions, and logistics. Anywhere 
there is a manual process or a 
person who has to physically 
touch the process to move it to 
the next step, there is a bot-
tleneck, or worse, a blind spot 
where a point of failure could 
appear.  

These are why disruption 
is still needed in organiza-
tion workflows, especially 
in addressing the islands of 
workflow processes within an 
organization. However, before 

we try to solve all the workflow 
challenges in an organization, 
leaders (like you) can positively 
impact your area of responsibil-
ity and influence those above, 
adjacent, and below you. Why? 
Research from Slack says that 
72% of those workers surveyed 
prefer a hybrid remote-office 
model, with only 12% preferring 
to always work in an office set-
ting. PwC also found that 72% 
of respondents would like to 
continue working from home at 
least two days a week if asked 
to return to working in the 
office. In the communications 
creation, delivery, and receiving 
industries, remote versus hybrid 
considerations will depend on 
what you are doing in an orga-
nization. However, the uptick in 
hybrid expectations is driving 
the need for workflow technol-
ogy in the form of automation, 
visibility, and auditability. It is 
just as much a requirement if 
people aren’t in the environ-
ment every day as they may 
have once been prior to 2020.  

RISKS VERSUS 
REWARDS—OBTAINABLE 
BENEFITS 

Since the start of rapid, forced 
change in 2020, there have 
been many articles on how 
automation and workflow can 

positively impact your organi-
zation, especially in specific 
departments. In the March 
issue of Workflow Magazine, 
several features discussed 
this concept, including as Dan 
Johnson’s article on Common 
Solutions for Unique Challeng-
es. That issue also saw insights 
from Scott Dabice at Ricoh 
USA on Outcome-Driven Work-
flows Meet the Unique Needs of 
Vertical Markets. And to circle 
back to the idea of the forced 
change that came like a tidal 
wave for some organizations, 
Amanda Ulery from Hyland 
Software shared inspiration for 
how to go From Forced Evolu-
tion to Strategic Leader. Each 
of these articles aims to show 
how organizations can benefit 
from an increase in software 
technology and intelligent (or 
software integrated) equipment 
that reduce the requirements 
for manual intervention and on-
site or in-person monitoring by 
employees.  

This is the intersection of 
people, processes, and tech-
nology. Organizations and 
department leaders not actively 
looking at this topic are miss-
ing a significant risk to costs, 
throughput, quality, and sus-
tainable business practices. 
The risk is high because the 
labor market is still difficult, 
which I am sure resonates with 
many of you trying to find both 

ORGANIZATIONS … NOT ACTIVELY LOOKING 
AT [WORKFLOW OPTIMIZATION] ARE 
MISSING A SIGNIFICANT RISK TO COSTS, 
THROUGHPUT, QUALITY, AND SUSTAINABLE 
BUSINESS PRACTICES. 
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skilled and unskilled labor for 
your organizations. There was 
a time not too long ago when 
you could fill gaps with the 
addition of labor, especially in 
our print, digital delivery, and 
digital transformation industries 
that handle high volumes of 
communications and product 
output. The risk of not having 
a workflow that is automated 
and optimized is the loss of 
business, the failure to meet 
customer expectations, or the 
reduction in the margins due 
to mistakes, delays, or variable 
operational costs. Workflow 
technology solutions are less 
sensitive to the market variabil-
ities giving them a strong return 
on investment (ROI) that can be 
estimated prior to the selection 
and implementation in your 
organization.  

To show some examples of 
this, I would like to share some 
workflow stories from the cus-
tomer communications man-
agement, print service provider 
(PSP), and in-plant markets that 
influence my perspective daily. 
As mentioned, 2020 and the 
resulting changes since then 
have challenged organizations 
and customers in delivery and 
engagement with print com-
munications as well as digital-
ly-delivered communications. 
DataProse, from Dallas, Texas, 
found that the changes in how 
documents came into their 
environment caused bandwidth 
issues when processing or 
bringing in work—sometimes 
completely stopping the print or 
digital delivery process. Man-
ual intervention was required 
to try and solve the problem. 
The impact on the business 
was a reduction in capacity, 
which limited the acquisition of 
new customers. The impacts 
of remote working and hybrid 
working were exacerbated as 

there were limited people on 
hand who could manually han-
dle workflow challenges.  

This situation is found across 
organizations, whether you are 
scanning, composing, storing 
and retrieving, or printing and 
delivering. DataProse knew 
they needed to make a change. 
They used  workflow software 
technology to add a piece of 
modular software to their en-
vironment. The technology re-
duced PDF file sizes, reducing 
storage requirements, reducing 
internal network traffic, and 
most importantly, significantly 
improving e-presentment load 
times for consumers. 

Another example is the State 
of Colorado IDS (the State 
printing environment), where 
they found they could lever-
age workflow technology to 
enhance and automate many 
of the workflows brought over 
from the 22 divisions within the 
Department of Revenue due 
to changes to hybrid working 
models. All of this and more 
with only adding one head 
count on the team—who can 
work in hybrid mode.  

The bottom line is, disruption 
is required today for healthy 
and sustainable business in the 
future, especially around work-
flows and remote and hybrid 
working models. Your next task 
is to optimize that disruption 
for positive business improve-
ments. Ask your vendors, sub-
ject matter experts, and friendly 
organizations to review your 
workflows (especially manual) 
and start your risk mitigation to-
day for a positive ROI boost.  

Jonathan Malone-McGrew is 
Senior Director of Engagement 
at Solimar Systems
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HYBRID WORK IS HERE 
TO STAY — AND IT’S THE KEY 
TO ATTRACTING NEW TALENT
By  Terry Simpson, Nintex

More than two years after the start of the pandemic, it’s clear that we’re never going 
back to business as usual — meaning, very few of us will return to full-time work in 
an office. In fact, the recent “State of the Industry: Future of Work” survey by AT&T 
and Dubber Corporation found that 81% of respondents believe hybrid will be the 
dominant work model by 2024, with 56% of work done off site.  
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The survey also found that 
72% of businesses lack a clear 
hybrid work strategy. Despite 
the findings — not to mention 
the massive move to remote or 
hybrid work that has already 
taken place in the past two 
years — many organizations 
have yet to put new formal 
work processes in place. Too 
many organizations are operat-
ing under the false assumption 
that working from home is the 
same as working on-site and 
that as long as their employees 
have their technological needs 
met, they and the organization 
will continue to thrive.

This is not only a mistake 
but also a missed opportunity 
because, for many of today’s 
workers, hybrid work is not a 
perk; it’s a requirement. Imple-
menting a hybrid work strategy 
can help your current employ-
ees thrive and can help you 
attract new talent. Conversely, 
organizations that fail to offer 
hybrid work as an option will 
suffer the consequences.

THE ELEPHANT IN 
THE ROOM

Before we examine why so 
many organizations are op-
erating without a clear hybrid 
strategy, we need to look at 

one of the underlying causes: 
reluctance. There’s a tenden-
cy among leaders of organi-
zations to follow marketplace 
trends even if they don’t quite 
embrace them, and the trend 
right now is remote and hybrid 
work. So, while many leaders 
tout hybrid models public-
ly, they are privately reticent 
about the “new normal” and 
even more reticent about pub-
licizing their misgivings.

In June, Elon Musk faced 
stiff backlash when he de-
manded (in a leaked memo) 
that all Tesla employees work 
in the office for a minimum of 
40 hours per week or face ter-
mination. Despite the uproar 
from some corners, I suspect 
there are many old-school 
leaders who agree with Musk 
but are afraid to say so.

Silent reluctance is only  
one reason organizations lack 
a hybrid strategy. Another is 
a lack of understanding of the 
cultural shift taking place. In 
many cases, leaders are slow 
to recognize and adapt to the 
needs and demands of work-
ers.

Even organizations that are 
adopting a hybrid environ-
ment, however, may fail to 
understand the importance 
of having a strategy behind 
it. The reasons are twofold: 

They believe onsite work can 
be duplicated as remote work 
without any adjustments, and 
they assume that workers will 
thrive as long as their physical 
needs are met.

What these leaders fail to 
understand is that physical 
needs (such as electricity, 
a computer, camera, micro-
phone and internet access) 
are just the foundation. It’s 
helpful here to think about 
Maslow’s Hierarchy of Needs, 
a theory that proposes our 
actions are motivated by 
increasingly complex needs. 
According to Maslow, the five 
stages of needs are physio-
logical, security and safety, 
social, esteem, and self-actu-
alization.

Now let’s look at our hybrid 
workers. They have the tech-
nology they need to do their 
job, but they still need the 
social aspects of work. They 
need a sense of belonging to 
the organization; they need to 
collaborate with co-workers, 
and they need to feel con-
nected to people and rela-
tionships. Looking at the top 
of Maslow’s pyramid, workers 
are looking to get their social 
needs met.

When organizations operate 
without a clear hybrid strate-
gy, they’re ignoring the crucial 

EVEN ORGANIZATIONS THAT ARE 
ADOPTING A HYBRID ENVIRONMENT, 
HOWEVER, MAY FAIL TO UNDERSTAND 
THE IMPORTANCE OF HAVING A STRATEGY 
BEHIND IT.
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social and cultural aspects of 
work. All too often, the atti-
tude of leaders is, “I’ve given 
you the technological tools. 
Now, go do your job.”

Designing and implementing 
a hybrid strategy that incor-
porates company culture and 
a full array of workers’ needs 
helps ensure their success 
and yours. Don’t underesti-
mate the positive effect it can 
have on your recruiting efforts; 
in the AT&T study, 100% of 
respondents said a hybrid 
model will attract young talent. 
And remember, a hybrid mod-
el allows you to recruit talent 
from anywhere in the world, 
meaning you have a better 
chance of getting the right 
person for the right position.

DESIGNING YOUR 
STRATEGY

It goes without saying that 
security and compliance 
must be central to a hybrid 
strategy. The very thing that 
makes hybrid work attractive 
to employees also makes 
it a security risk. You have 
workers logging in from home 
networks or even public net-
works, and it’s imperative that 
you put measures in place to 
protect your data.

Start by adding virtual pri-
vate networks (VPNs) to all of 
your employees’ devices and 
adopting a zero trust security 
model with multifactor au-
thentication.

Culture is the second key 
element. Get a clear under-
standing of your company 
culture and then start to think 
about how to integrate it. How 
will you ensure that it perme-
ates everything regardless of 
whether a worker is at home 
or on-site? How will you keep 
people engaged?

One way to do that is 
through what I call “awesome 
experiences.” For example, 
last month our sales organi-
zation spent three days to-
gether in Seattle to kick-start 
our fiscal year. Many of us 
have been working remotely 
for years, and the event was 
a great opportunity to recon-
nect (or connect for the first 
time!) with our colleagues. Of 
course, we were working and 
strategizing, but a big part 
of the event was socializing 
and bonding. These types of 
events can be incredibly moti-
vating for folks when they get 
back to their remote routines.

Another way to keep people 
engaged and keep the compa-
ny culture alive is to set up an 
internal mentor program where 

older or more tenured employ-
ees are matched with younger 
and newer employees. Much 
of company culture is ab-
sorbed through osmosis at the 
office, in the corridors, in ad-
hoc conversation and during 
social events. When workers 
are coming to the office less 
(or not at all), it’s imperative 
that they have opportunities to 
connect with their co-workers 
through other means.

Next, understand the differ-
ent needs of your employees. 
New hires in their 20s are 
going to have very different 
needs than those in their 30s, 
40s, 50s and beyond, and a 
good strategy will recognize 
these differences. This distinc-
tion is particularly important 
when it comes to motivation 
and job recognition and re-
wards.

Regardless of age or tenure, 
all new starters benefit from 
having onboarding process-
es that are visible and easily 
accessible online. By getting 
new hires up and running 
quickly, they can add value in 
record time, quickly becoming 
contributing members of the 
team.

Lastly, build in the right 
KPIs (key performance indica-
tors) to measure your suc-
cess. The survey found that 

DESIGNING AND IMPLEMENTING A HYBRID 
STRATEGY THAT INCORPORATES COMPANY 
CULTURE AND A FULL ARRAY OF WORKERS’ 
NEEDS HELPS ENSURE THEIR SUCCESS 
AND YOURS.
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76% of respondents don’t 
have the right KPIs to support 
a hybrid model. KPIs will be 
very individualized, but some 
of the metrics you might want 
to consider are churn rate, 
cross-team collaboration and 
the hours people are working. 
There’s a tendency for peo-
ple working at home to work 
longer hours than if they were 
in the office — and you don’t 
want your employees to burn 
out.

Establishing the right KPIs 
and analyzing the findings will 
help you adjust the strategy or 
policies and procedures.

PITFALLS

No matter how well you de-
sign your strategy, there will 
always be pitfalls and chal-
lenges. For example, some 
survey respondents com-
plained they were forced to 
go to the office, only to find 
those they needed to col-
laborate with weren’t there. 
This can be incredibly frus-
trating, particularly for those 

who have to make childcare 
arrangements or commute a 
long distance.

When designing a strate-
gy, leaders need to be more 
thoughtful about how they’re 
creating the work schedule. If 
you require certain people to 
be in on certain days, figure 
out who they might need to 
meet with and coordinate 
schedules. Many organiza-
tions have adopted a model 
where each department is in 
the office on a different day. 
This is a great approach for 
reducing the amount of of-
fice space your organization 
needs, but it doesn’t promote 
collaboration unless you do it 
thoughtfully and intentionally.

One way to keep things run-
ning smoothly and efficiently 
is through digitization and 
automation. Capture pro-
cesses so they are available 
to teams anywhere, anytime, 
and—where it’s practical—let 
automation drive processes 
so they don’t have to be man-
aged manually. Automation 
can be particularly effective 
in scheduling people to come 

into the office and ensuring 
that there is enough space 
for everyone on a given day, 
while digitizing the process 
allows everyone to see who 
will be where, when.

PULLING IT ALL 
TOGETHER

To make a hybrid strate-
gy work, start with a well-
thought-out plan that ad-
dresses the various needs 
of your employees. Then, 
add the right KPIs and adjust 
your strategy based on your 
findings. Don’t be afraid to 
continually innovate to meet 
the needs of your workers 
and your organization. Once 
you get all the elements right, 
you’ll have lower churn, higher 
retention rates and happier 
workers. And that all leads to 
higher ROI.  

Terry Simpson is senior 
solutions engineer at Nintex.
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AUTOMATING 
THE HYBRID OFFICE FREES 
OUR POTENTIAL FOR MORE

By  Jennifer Healy, Ricoh North America

Since humans began working in groups, one of the biggest obstacles to progress 
has been getting people to do the more monotonous tasks. This understandable 
resistance to tedium has led to dreams of robotic assistants not subject to 
human limitations to perform certain tasks — as well as fears of robots taking 
over our jobs. A 2018 Pew Research study showed most people worried about 
the adverse consequences of automation and potential loss of jobs. But today, 
a few altered circumstances have created a renewed need and appreciation for 
automation — and the benefits, opportunities and growth it can provide.    
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We know the story, 
of course. Pandemic 
hits, workers go home, 
businesses that were 
not prepared for digital 
transformation scramble to 
catch up. And somehow, 
they make it work. So, when 
it becomes possible for 
workers to come back to 
the office, they ask: Why? 
In addition to discovering 
that it was possible to do 
many jobs remotely, they’d 
also discovered work-
life balance. When some 
business leaders demanded 
their employees return, 
many chose to seek other 
employment.

The Great Resignation, as 
it became known, isn’t over. 
A PwC survey of 52,000 
global workers shows one 
in five plans to quit their job 
in 2022. While salary is the 
top reason, it is far from the 
only reason —50% cited 
choosing when to work and 
47% cited choosing where 
to work. And “I find my job 
fulfilling” was the second-
most popular answer, right 
behind financial rewards, 
which brings us back to 

automation. A Salesforce 
study found 89% of workers 
are more satisfied with 
their job and 84% are 
more satisfied with their 
company as a result of using 
automation in the workplace.

What does all of this 
mean for the hybrid office? 
It’s probably here to stay. 
Tech research firm Foundry 
found 94% of organizations 
shifted to some form of 
hybrid work structure during 
the pandemic, and 72% of 
IT decision-makers feel the 
transition has created a 
positive shift in the remote 
and hybrid work mindset.

So, let’s recap. We have 
organizations that need to 
make a hybrid work model 
work, staffing shortages, 
skilled workers who 
want flexibility and job 
satisfaction, and a digital-
first technology landscape 
with greatly improved 
intelligent automation 
powered by artificial 
intelligence (AI) and machine 
learning (ML). How can 
you put all of these factors 
together to make hybrid 
work work better? Let’s look 

at some areas that are ripe 
for automation.

CONTENT MANAGEMENT

For any organization, content 
management can be a major 
pain point. From documents 
to file storage and everything 
in between, there are endless 
amounts of different types of 
content that must be organized 
for optimal productivity. For 
many companies, the transition 
to a remote or hybrid office 
model was the impetus for 
digitization. Digital file access 
was the only way many work-
ers could continue to do their 
jobs, and so the process of 
digitizing documents and tran-
sitioning them to an electronic 
content management solution 
(ECM) or document manage-
ment system became a priority. 
However, managing the data, 
ensuring it is always accessible 
and up to date, can become 
an arduous job. Additional-
ly, simply scanning and filing 
documents leads to siloed, 
redundant data that is difficult 
to search and organize.

A SALESFORCE STUDY FOUND 89% OF 
WORKERS ARE MORE SATISFIED WITH 
THEIR JOB AND 84% ARE MORE SATISFIED 
WITH THEIR COMPANY AS A RESULT OF 
USING AUTOMATION IN THE WORKPLACE.
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This is where automation 
comes in. AI can be used 
to recognize keywords or 
images in documents and 
tag them accordingly, and it 
can also generate metadata 
for your documents. This 
can enable documents to 
be automatically sorted 
and filed, making it easier 
for users to search for 
specific items. Other 
automations can be created 
to notify specific users when 
important documents are 
added to the system, and it’s 
possible to automate entire 
workflows so that tasks 
can be assigned, tracked, 
reviewed and approved with 
minimal manual intervention.

HUMAN RESOURCES

The recruiting and hiring 
process these days is 
frequently supplemented by AI, 
as the online screening process 
can be automated, incoming 
resumes and applications can 
be scanned for keywords, 
and interviews scheduled 
automatically. Post-hire, the 
onboarding process is also a 
prime candidate for automation. 
Onboarding is one of the most 

important processes in a hybrid 
office, where new employees 
may not meet their coworkers 
face to face for months, if 
ever, and it’s possible they’ll 
never set foot in a company 
office space. So, even though 
it may sound counterintuitive, 
automating the onboarding 
process helps ensure all new 
employees feel connected to 
the company no matter where 
they work. Onboarding software 
can automate tasks such as 
sending welcome emails, 
scheduling onboarding calls, 
and creating employee profiles. 
Once onboarded, automating 
communication channels can 
help ensure that all employees 
are kept up to date on company 
news and announcements. 
Chatbots, Slack integration, 
and even email automation 
can be used to keep teams 
connected.

Employee productivity 
tracking can be another 
important process in 
a hybrid office. While 
“employee monitoring” 
sounds distasteful to 
some, there is a real need 
for tracking employee 
productivity when workers 
are distributed in multiple 
locations, and an automated 
tracking and analysis tool 
can help identify areas 

where improvement is 
needed. Don’t just leave it 
to the software, though — 
schedule regular check-ins 
with employees to discuss 
their progress and give 
feedback. This will help 
not only track employee 
productivity, but the 
efficiency of your software 
and systems. Finding that 
workers are getting bogged 
down in one step of an 
automated workflow process 
can identify problem areas 
you need to troubleshoot.

Finally, don’t forget about 
the smaller day-to-day 
needs. Automating tasks 
such as expense reports and 
time off requests can help 
save time and money.

SECURITY

Getting an organization’s data, 
personnel records and other 
critical information digitized 
and into automated workflows 
is great. But it does mean that 
a lot of valuable data is sitting 
in the cloud or on on-premises 
databases that still need to 
be accessed from outside 
the office. Network security is 
tough enough when everyone is 

WITH AUTOMATION, YOU CAN SCALE 
YOUR NETWORK SECURITY WITHOUT 
INCREASING THE HEADCOUNT, 
ALLOWING YOU TO HANDLE INCREASED 
CONNECTIVITY WHILE MINIMIZING 
THE RISK OF CYBERATTACKS.
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DAY-TO-DAY TASKS, SUCH AS NETWORK 
DISCOVERY, WHICH IDENTIFIES HOSTS 
AND SERVICES AS WELL AS THEIR 
LOCATIONS CAN BE AUTOMATED, 
AS CAN VULNERABILITY ASSESSMENTS 
AND LOGGING. 

in the same building. A hybrid 
environment, where employees 
may be working on multiple 
devices in multiple locations, 
requires additional attention as 
more devices are introduced to 
the network.

With automation, you 
can scale your network 
security without increasing 
the headcount, allowing 
you to handle increased 
connectivity while minimizing 
the risk of cyberattacks. 
Day-to-day tasks, such as 
network discovery, which 
identifies hosts and services 
as well as their locations 
can be automated, as can 
vulnerability assessments 
and logging. Automated 
network monitoring allows 
the rapid detection of threats 
and enables fast response 
times. Authentication is 
another important security 
measure — setting login 
parameters like length 
and type of password as 
well as requirements for 
multifactor authentication 
and changing passwords 
can all be automated, 
ensuring employees 
adhere to predetermined 
guidelines without hands-on 
intervention from IT staff.

Backup and disaster recovery 
is also an essential process 

to ensure business continuity. 
Automating backups is an 
absolute must; the possibility of 
human error is not something 
you want to gamble on when 
it comes to company data. 
Backup software solutions can 
automatically apply encryption 
protocols, and cloud-based 
storage ensures these are kept 
up to date.

DOES AUTOMATION 
SOLVE ALL HYBRID  
CHALLENGES?

Automated processes have 
advanced significantly 
over the last few years, but 
they’re still not quite up 
to human levels — thank 
goodness. As quickly as 
AI, ML and robotic process 
automation (RPA) are coming 
along, humans still have a 
role to play. Whether or not 
we go willingly into the next 
evolution of work, the hybrid 
office is here, and it needs 
humans to make sure it runs 
smoothly. Humans choose 
the software, humans 
create the rules, and most 
importantly, humans interact 
with humans.

What the last couple of 
years have taught us is 

not how much we don’t 
need humans, but how 
much we do. A couple 
of years of isolation and 
separation have created an 
increased understanding of 
the value of collaboration. 
But it’s also taught us that 
collaboration can take 
place in separate rooms, 
or buildings, or continents. 
And it’s that lesson that has 
shown us the true value of 
automation — not to replace 
humans in the workplace, 
but to supplement them. 
With the right automation, 
we can focus on the more 
complex tasks; ones that 
leave workers feeling more 
fulfilled and inspired. The 
tools automation provides 
— better collaboration, 
improved security, less time 
spent doing meaningless 
tasks — all go a long way 
toward creating a better 
hybrid work environment.  

Jennifer Healy is Director, 
Marketing Strategy and 
Programs, Dealer and 
Partner Channel at Ricoh 
North America. 
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WHAT MAKES THE HYBRID 
OFFICE WORK?

By  Kevin Craine for Workflow

Everything has changed when it comes to the office. Remote work is going to be 
part of the way we do business from now on. The question is: what should you do to 
turn the hybrid office into an advantage?  
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Today, a hybrid office is not 
just a strategic nice-to-have, 
it’s a real-world requirement 
for organizations to continue 
to compete. Now that work-
from-home is the new norm, 
the path to success involves 
upping the game when it 
comes to digital collaboration, 
virtual teams, and information 
agility. Organizations that 
improve customer experience 
and boost organizational 
performance will gain a 
competitive advantage. These 
are all hallmarks of digital 
transformation and a top 
priority for all organizations as 
a result.

WORKERS ARE 
DEMANDING THE NEW 
NORM

Most workers do not want to 
return to the office. According 
to a survey conducted by 
Global Workplace Analytics, 

77% of the workforce wants 
to work from home. This has 
led to a profound change in 
office space needs, workplace 
design, and workforce policies 
and practices. Knowledge 
workers have become 
accustomed to working 
remotely and most report that 
they are more productive as a 
result. According to research 
from PriceWaterhouseCoopers, 
more than half (55%) of 
workers surveyed said they 
prefer working remotely and 
plan to visit the office only as 
needed.

These cultural factors 
are driving the adoption of 
the hybrid office model as 
the standard in 2022 and 
beyond. With hybrid work, the 
workplace is no longer inside 
the four walls of the corporate 
office—it’s an ecosystem 
of employees working from 
home, in coworking spaces, 
and in the office. According 
to Gallup, a majority of U.S. 
companies (53%) expect 
that a hybrid office schedule 
will be the predominant 
arrangement going forward. 
Indeed, 24% expect their staff 
to work exclusively remotely.

THE HYBRID 
ADVANTAGE

Beyond the cultural factors, 
improvements to operational 
performance and customer 
experience are fueling the 
adoption of remote work. 
A hybrid office can quickly 
level the playing field with 
larger competitors and give 
you an edge. Here are a few 
advantages to consider:

Keep costs down – All 
businesses, particularly small 
businesses and startups, 
need to keep expenses to a 
minimum. But traditionally, 
hiring enough staff to cope 
with growing demand means 
more physical workspace, 
more workstations, more 
software, all of which cost 
more money, creating a 
Catch-22 for an expanding 
business. Now, scaling up 
can be done much less 
expensively.

Boost client engagement 
– A hybrid workforce opens 
a door to a new level of 
client engagement. Consider, 

ACCORDING TO A SURVEY
CONDUCTED BY GLOBAL
WORKPLACE ANALYTICS,

77% OF THE 
WORKFORCE 
WANTS TO WORK FROM HOME. 
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for example, remote data 
capture technology that 
provides a way for customer 
service agents to digitally 
capture the necessary 
documents directly over 
the phone or on a Zoom 
call. Customers no longer 
need to go to an office 
location. Now think of 
inspectors, drivers, and 
delivery personnel; these 
are all client-facing activities 
where a remote workforce 
approach works to boost 
client convenience and 
engagement.

Increase productivity –  
A distributed workforce 
means that people can use 
previously “dead” time, like 
travel to off-site meetings, 
more productively. And just 
because employees are 
working off-site doesn’t 
mean they’re off the radar. 
Collaboration tools enable 
people to take part in 
meetings, share data, and 
stay connected wherever 
they are. Productivity is 
increased because the latest 
information is at everyone’s 
fingertips, and not just those 
of the employees in the 
field.

REMOTE POSSIBILITIES

How can you leverage a 
hybrid office? Enabling a 
remote workforce requires 
a thoughtful focus on 
collaboration and identifying 
and building upon the core 
capabilities workers need to 
get their work done. Here are 
a few to consider.

MORE EFFECTIVE FIELD 
EMPLOYEES
The advantage of remote work 
is especially clear with field 
employees. There are several 
ways that mobile capture 
technology, for example, 
is being used to improve 
remote worker productivity 
and service in the field. 
Financial institutions are 
using the techniques for new 
account opening. Insurance 
organizations enable claim 
adjusters with capture 
systems so that they can 
photograph accident scenes 
and damage, then capture the 
accompanying documentation 
and upload the entire batch 
on the spot. Government 
agencies, universities, and 
organizations that work with 
stacks of documentation find 

that mobile capture is an 
open road toward savings and 
service improvements.

STREAMLINED 
ONBOARDING
Every company must land 
and keep new customers, 
but unfortunately, the 
onboarding process for many 
organizations continues 
to be challenged by the 
legacy of paper. But cloud-
based technologies work 
to ease the process of 
customer onboarding. Bank 
loan officers, for example, 
can capture the necessary 
documents directly – in 
customers’ homes or 
workplaces – by simply taking 
a picture with a smartphone. 
While loan origination is one 
good example, a similar 
approach provides new 
value and efficiencies in any 
process where “paperwork” 
must be collected for 
applications, claims, 
contracts, etc.

IMPROVED CUSTOMER 
EXPERIENCE
The flexibility and portability of 
a remote workforce can also 
lead to improved customer 
experience, another important 

THE FLEXIBILITY AND PORTABILITY OF 
A REMOTE WORKFORCE CAN ALSO LEAD 
TO IMPROVED CUSTOMER EXPERIENCE, 
ANOTHER IMPORTANT SUCCESS FACTOR 
TODAY FOR BUSINESSES OF ALL SIZES 
AND TYPES. 
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success factor today for 
businesses of all sizes and 
types. Remote workers, no 
matter where they are located, 
are more readily available 
to review time-sensitive 
material, resolve problems and 
requests, and collaborate with 
customers, team members, and 
stakeholders in real time. This 
potentially gives an organization 
a leg up on its slower-moving 
competitors and boosts the 
ability to generate new revenue 
streams faster.

BEST PRACTICES

Everything has changed when 
it comes to the office. What 
do workers, companies, and 
customers need for maximum 
efficiency and security? Here 
are three areas where you 
may find immediate benefit:

Get rid of paper – Despite 
ongoing digitization, many 
core business processes 
continue to be burdened 
by paper. Important and 
common activities like 
customer onboarding, 
accounts payable, and 
human resources are just 
a few examples. Getting 
rid of the paper is a first 
step that opens a pathway 
to other innovations and 
improvements.

Get a handle on file shares 
– In the rush to digitize, it 
is easy to let some of the 
same patterns of behavior 
and bad habits creep into 
file shares as they do in 
managing paper files. A lack 
of records management 
protocols makes information 
governance a nightmare as 
the volume and variety of 
digital files increases; often 

causing worse problems than 
before.

Embrace the cloud – Cloud-
based apps enable remote 
workers in ways that were 
not practical or possible in 
the past. The best part is that 
you often don’t need to build 
the capability yourself; many 
developers and providers 
have tailor-made solutions for 
core business functions. This 
can be the quickest and most 
reliable way to enable your 
remote workers with the tools 
they need.

Evaluate your current 
process and workflow 
– No matter what activity 
you target for digital 
transformation it is important 
to closely examine the 
current process to identify 
gaps in performance. In 
what specific ways can 
you reduce time, save 
money, or capture a missed 
opportunity? Do this by 
establishing measurements 
that demonstrate how the 
as-is process works today. 
These will point the way 
and indicate improvement 
success later.

Establish specific 
objectives for 
transformation – It is 
important to define what the 
“to-be” process needs to 
be. Do this by developing a 
set of specific expectations 
and objectives like “we will 
reduce the time needed 
for customer onboarding 
from three days to three 
hours.” Use these desired 
to-be measurements as 
part of your RFP or project 
milestones and measure 
your success against these 
objectives.

Enlist a cross-functional 
team - You can better ensure 
success with a cross-functional 
team that includes users, 
process owners, IT support, 
and executives who all work 
together. The mission is to 
replicate the capabilities and 
techniques found to be effective 
in one area to other applications 
within the enterprise. In this 
way, organizations reuse the 
solutions, techniques, and 
expertise involved rather than 
reinventing the wheel every 
time.

MOVING FORWARD

To succeed today will require 
the ability to turn the hybrid 
office into a strength, and 
leverage team collaboration 
and information management 
as distinctive organizational 
skills no matter where people 
are working. Now is the time 
for organizations – both small 
companies and global names 
– to respond and adapt. An 
agile and flexible approach 
to the hybrid office embraces 
the anytime, anywhere, any-
device model of productivity. 
The good news is that your 
team’s best work can happen 
outside the walls of your 
organization and can be 
an important competitive 
differentiator. Look for 
providers and partners with 
the right mix of expertise, 
capability, and vision to allow 
you to make the most of a 
remote workforce.  

Kevin Craine is a writer, 
technology analyst, and 
the host of The Digital 
Transformation Podcast. 
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YOUR GUIDE
TO THE EVOLVING
OFFICE TECHNOLOGY
LANDSCAPE.

Go to www.Work�owOTG.com & www.TheImagingChannel.com and click
on “Subscribe” to receive print publications, digital editions, and weekly e-newsletters.

A publication, website and 
e-newsletter for the business 
process automation and 
content management industry. 
Workflow delivers leading-edge 
information to the principal IT 
VARs, dealers, resellers, OEMs, 
vendors, and distributors.

An integrated resource for the 
print and imaging industry that 
brings together the leading 
market information, business 
concepts, solutions, strategies 
and people in the industry.
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IS YOUR ERP 
FUTURE READY? 
FORZA, built on SAP Business One, offers the imaging channel 

an all-inclusive ERP enabling growth both inside and outside 

the channel I 

With over 65,000 customers and 1 million users on 
SAP Business One, check out why FORZA is the 

best choice for your ERP needs. 

�•ffORZA 
♦ WITH SAP BUSINESS ONE 

Contact us for more information! 

https://www.allcovered.com/it-services/business-consulting-services/


When I.T. works,  you’re  
winning as a team

WELCOME TO THE  
INTELLIGENT CONNECTED WORKPLACE
Where you’ve got the confidence to run business your way. Secure. 
Connected. Empowered. With a digital solutions partner who tailors 
services to care of your business, you can scale up and stand tall. 

When I.T. works, WORK IT

Visit RethinkWork.com
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