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1. Introduction and Background

1.1  The aim of this White Paper is to describe the background to, and delivery of, the business benefits of Workflow and Document Management Systems. 

1.2  Keystar Consultancy Services (KCS) operates in the financial services, utilities, retail and public sectors delivering leading edge business and systems solutions.  Capabilities include strategic business and systems change, rapid systems development and e-commerce applications.

1.3  KCS' mission is to  provide leading-edge quality business and systems  solutions encompassing: 

· Business Change


· Programme / Project Management


· Strategic Systems Planning


· Rapid Systems Development


· Process and System Usability Evaluation.
The KCS skill set currently encompasses:

· Strategic Consultancy 

· Strategic Information Systems Planning

· Programme and Project Management 

· Business Analysis and Requirements Definition

· Product Evaluation and Selection 

· Usability Evaluation 

· Rapid Systems Delivery 

· Workflow and Document Management.
1.4  The background to this White Paper is the work KCS has undertaken with customers and partnering with other consultancies on the strategy and tactics for delivering and using  Workflow and Document Management Systems.
2.  What are Workflow and Document Management?

2.1 Workflow is the automation of routine management and control procedures.  Workflow will allocate tasks, monitor progress through the system, and report on outstanding jobs.  Using Workflow a frequently performed task can be broken into component parts and automated.  Each step is sequenced, allowing the task to flow between those persons responsible for its processing.  Workflow ensures that tasks flow through your business in a standardised manner, reducing the potential for errors and ensuring a consistent level of customer care. 

2.2 Workflow is software controlled, running on both the users’ PC workstations and on network servers.  The software, comprising of functions such as routing, rendezvousing and queuing, is available as separate modules allowing applications to be customised and developed in line with your business requirements.
2.3 Document Management facilitates information control by storing all data on a particular subject in a common format.  It involves the conversion of paper based information into electronic form for indexing, storage and retrieval, and merges this information with existing electronic documents such as word processed files or electronic mail.
2.4 Document Management Systems generally consist of modules of functional software used to control document capture, indexing, storage, retrieval, viewing and manipulation, plus associated specialist hardware such as scanners, high resolution screens, FAX servers and optical storage servers.
2.5 A typical system architecture is shown in the schematic at Figure 1 below. 
Figure 1. System Architecture Schematic
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2.6 As with most business software, Workflow and Document Management Systems are now generally web enabled, and Workflow in particular is a prime target for supply via Application Service Providers (ASPs).  Both technologies are mature.

2.7 Workflow originated as a software tool in the 1980s and was one of the first applications that enabled enterprises to build disparate information systems (mainframe, client-server, and Document Management) into functionality that directly supported end-users enacting business processes.  As such it was a major tool in Business Process Re-Engineering (BPR) and in systems integration (layering a “front-end” across legacy systems).    Workflow as a concept is now being provided built in as part of major “killer” applications such as Customer Relationship Management (CRM), Enterprise Resource Planning (ERP) and core financials.  

2.8 However, as an application, Workflow per se still has a place in enterprises that have implemented some CRM or ERP functionality and require and over-arching systems integration package or, where a first generation Workflow implementation needs to be “squeezed” as an asset to provide maximum business benefits.

3.  The Business Benefits of Workflow and Document Management

3.1  Workflow and Document Management are particularly appropriate for:

· Incident Monitoring;

· Customer Complaints;

· General Enquiries

· Contracts Management

· Engineering / Works Progressing and Management;

· Loss Control;

· Recruitment / HR processing;

· New Product Development.

3.2 Businesses can benefit from Workflow if they have:

· Complex multi-task and multi-branch business processes;

· Milestone checking, particularly in safety critical environments;

· High volume tasks in a non-stop production environment;

· High profile tasks that require continuous processing;

· Tasks which have to be evenly distributed to a few expert staff, to avoid bottlenecks;

· The need for a system to lead staff through complex processes / occasional tasks;

· Multiple tasks which need to be performed in parallel;

· To meet the need for proactive management for resource allocation.

3.3 Businesses can benefit from Document Management if they have:

· Shortage / high cost of office space for records storage;

· Considerable staff time spent managing paper records;

· Paper records which are easily lost or destroyed;

· A need for multiple simultaneous access to records;

· To control versions of documents and the delivery of current information for business use (in hardcopy and electronic form);

· To control records in a safety critical environment;

· A need to provide a single view of all information relating to a task, customer or project etc;

· To improve security and disaster recovery.

3.4 The business benefits of adopting Workflow and Document Management are maximised when implemented together as part of a Business Process Re-Engineering (BPR) programme.  Typically, benefits can include:

· Increased staff productivity - by automating processes and tracking and managing tasks and activities;

· More customer focus - by presenting maximum customer information at the point of need;

· Improved staff morale - by eliminating routine tasks and delay;

· Better managed work-in-progress - by the provision of timely management information enabling productive management;

· Improved cashflow - by enabling just-in-time procurement and automated supply chain and accounting activities;

· Better utilisation of scarce resources - by managing work allocation and enabling task balancing between personnel, and by eliminating routine tasks and activities;

· Higher quality customer service - by enabling “one-stop” customer servicing, over the telephone or by other contact channels.

4. Contact KCS

4.1 If you have a business problem you would like to discuss, or require assistance in the  Workflow or Document Management arena, please contact Bruce Spicer at Keystar Consultancy Services at any of the following:

CONTACT:
Bruce Spicer

Email: 
bs@keystar-consultancy.com
Write:

Keystar Consultancy Services Ltd




Abbey House




Grenville Place




Bracknell




RG12 1BP




UK

Telephone:
+44 (0)1344 423996

Fax:

+44 (0)1344 424024
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