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About the Research

As the non-profit association dedicated to nurturing, growing and supporting the Information Management

community, AlIM is proud to provide this research at no charge. In this way, the entire community can
leverage the education, thought leadership and direction provided by our work. We would like these &% aiim
research findings to be as widely distributed as possible. Feel free to use this research in presentations and
publications with the attribution — “© AlIM 2013, www.aiim.org”

Rather than redistribute a copy of this report to your colleagues or clients, we would prefer that you
direct them to www.aiim.org/research for a free download of their own. Permission is not given for other
aggregators to host this report on their own website.

Our ability to deliver such high-quality research is partially made possible by our underwriting companies,
without whom we would have to return to a paid subscription model. For that, we hope you will join us in
thanking our underwriters, who are:
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Process Used and Survey Demographics

While we appreciate the support of these sponsors, we also greatly value our objectivity and independence
as a non-profit industry association. The results of the survey and the market commentary made in this
report are independent of any bias from the vendor community.

The survey was taken using a web-based tool by 538 individual members of the AIIM community between
March 15, and April 04, 2013. Invitations to take the survey were sent via e-mail to a selection of the 75,000
AlIM community members.

Survey demographics can be found in Appendix A. Graphs throughout the report exclude responses from
organizations with less than 10 employees, and suppliers of ECM products or services, taking the number of
respondents to 486.
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About AlIM

AlIM has been an advocate and supporter of information professionals for 70 years. The association mission

is to ensure that information professionals understand the current and future challenges of managing
information assets in an era of social, mobile, cloud and Big Data. AlIM builds on a strong heritage of &% aiim
research and member service. Today, AlIM is a global, non-profit organization that provides independent
research, education and certification programs to information professionals. AlIM represents the entire
information management community: practitioners, technology suppliers, integrators and consultants.

About the Author

Doug Miles is head of the AlIM Market Intelligence Division. He has over 25 years’ experience of working
with users and vendors across a broad spectrum of IT applications. He was an early pioneer of document
management systems for business and engineering applications, and has produced many AllIM survey
reports on issues and drivers for Capture, ECM, Records Management, SharePoint, Mobile, Cloud and
Social Business. Doug has also worked closely with other enterprise-level IT systems such as ERP, Bl and
CRM. Doug has an MSc in Communications Engineering and is a member of the IET in the UK.

o O
=
D 5
2 @
L1 ® © 2013 NG
r Ilm AlIM - Find, Control, and Optimize Your Information o o
ﬂ 1100 Wayne Avenue, Suite 1100, Silver Spring, MD 20910 ‘é t";
The Global Community of Phone: 301.587.8202 s L‘:
Information Professionals www.aiim.org Sq
-
=47

g

»

9

(3'

=

13

f-

't

©2013 AlIM - The Global Community of Information Professionals 2



Table of Contents

About the Research:

AbouttheResearch...................... 1
Process Used, Survey Demographics . ........ 1
About AlIM . ... ... 2
Aboutthe Author. . ........ ... ... ... ...... 2
Introduction:

Introduction. .................. ... . ..., 4
Key Findings. . ........ ... ... ... ... ... 4

Progress towards the ECM Goal:

Progress towards the ECM Goal. ........... 5
Business Drivers. . . ....... .. ... . o 6
Multiple Systems . ........ ... ... L. 6
ECMSystems. . ................ ... . ...... 7
File Share Replacement. .. ................. 8
ContentCoverage . .............covuvnn.. 9

Strategic Focus for ECM:

Strategic FocusforECM . ................ 10
Product Strategy - “big ECM?” .. ............ 1"
ECM Sub-Systems . . ..................... 12
Records Management . ................... 13
Scanningand Capture . ................... 13

Industry-Specific Requirements:
Industry-Specific Requirements........... 14

Enterprise Integration:

Mobile and Remote Access:

Mobile and Remote Access. .............. 17
Official and Unofficial Access............... 18
Access Mechanisms. . .................... 19
Access Strategies. .. ... L 19

ECM and the Cloud:

ECMandtheCloud. ... .................. 20
HybridCloud. ... ........................ 21

Social Content Emails:

Social ContentEmails ................... 22
EmailArchive . ........... .. ... ... .. ..... 23

©2013 AlIM - The Global Community of Information Professionals

Spending Plans:

SpendingPlans. . ....................... 23
ECMSponsors. . .........ovuiieeinn. ... 23
Licencesand Services . .. ................. 24

Conclusion and Recommendations:

Conclusion and Recommendations......... 26
Recommendations . . ..................... 26
References. . ....... .. ... . . ... . 27

Appendix 1 - Survey Demographics:

Survey Demographics . . ................. 28
Survey Background . ............ ... ... 28
Organizational Size ...................... 28
Geography . ......... .. . 28
Industry Sector. . . ...... ... ... ... ... 29
JobRoles . ... ... ... ... .. 29

Appendix 2 - Selective Comments:
Appendix 2 - Selective Comments ......... 30

Underwritten in part by:

AlfresCo. . ..o 31
ASG .. 31
Hyland Software. . . ...................... 32
K2, 32
Kofax . ... 33
SpringCM . .. ... 33
About AlIM:

AboutAlIM. . ..... ... ... ... ... 34




Introduction

The Enterprise Content Management concept has been with us for over ten years, moving on from localized
document management and paper-imaging systems to a much wider role across all types of content. The
goal of ECM has always been to manage, share and process electronic content across the organization, but
we now expect to extend content access and collaboration outside of the firewall - to remote staff, to mobile
devices and to third parties. Meanwhile, most organizations have accumulated multiple ECM or Document
Management (DM) systems as a result of mergers, re-organizations and localized solutions. At the same
time, our ERP, CRM and line-of-business (LOB) systems have been steadily collecting documents, and
these also need to be shared much more widely. ECM is also likely to be the gateway to our records
management (RM) archive, so we need to extend retention management and e-discovery to these multiple
repositories, and we need to deal with new content and record types such as internal and external social
media, and, of course, the ever-growing deluge of email.

There was once a clear roadmap for ECM to achieve these primary goals, but we are now truly at a
crossroads. Which of our systems do we use for collaboration, which for document process workflows,
which for emails, and which for long term records management? Do we consolidate and migrate or connect
and federate? Do we hook up to mobile devices through the firewall or do we use the cloud? Should we put
all of our content in the cloud, or just some of it — or none of it?

In this report, we build a picture of the ECM installed base as it approaches maturity. We look at migration
and legacy issues, and integration with other enterprise systems. We take the principle of universal access
and measure its success across remote, mobile and third-party access. And we look at the merging of
collaboration, social systems and cloud-shares, their relationship with ECM, and how this may or may not be
driving cloud-content decisions.

Key Findings

B ECM is a work-in-progress for most: only 18% have completed a company-wide capability. 54%
are in the process of implementing a company-wide system or integrating DM and RM projects across
departments. 5% are looking to replace their existing ECM system(s).

H The wish: 54% have made the strategic choice to move towards a single-vendor suite for the
future including 19% building around a new suite. 35% are sticking with multiple or best-of-breed
solutions.

H The reality: ECM is a multi-system landscape. 75% have more than one ECM/DM/RM system, 26%
have four or more systems.

B In addition to active document management or file-share replacement, 66% use their main ECM
system for records management, and 46% as a collaboration system for project teams (rising to
63% of those using SharePoint as their main ECM system).

B More reality: only 3% of organizations have actually turned off their file-share, although 12% have
“largely replaced it” with ECM. 34% are keen to turn it off, but for 61%, file-shares still play a significant
role in their content structure.

B The content-driven process dream? Only 26% have the classic ECM implementation that includes
capture and image workflow. 34% have separate systems, although 16% plan to bring them together.

B More enterprise content sits outside of ECM than inside: for 61% of organizations, half or more of
their content is held in non-ECM/DM systems such as ERP, HR, Finance, etc. This makes it difficult
to search and it is not under records management retention rules.

B For 45%, mobile access to content is “very important” or “vital” (14%). Content needs to be
available off-line for 25%, and preferably for off-line editing as well as off-line viewing (21%).

B 30% need their employees to interact with workflows on mobile devices and 22% consider mobile
capture to be very important. Third-party remote access is important for 30% overall.

B 57% are OK with content access from company-issued devices and 32% from compliant BYOD
devices. 22% are experiencing unofficial mobile access (or have no BYOD policy).
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B In a mobile world, most content access strategies are still in the PC-era: Only 11% have a mobile
optimized browser interface to their ECM and only 10% have specific apps. 21% allow third parties
to access their on-premise system through VPN, but only 4% provide access through the cloud.

B More than 1 in 4 organizations face a dilemma with their cloud strategy. 25% are seeing unofficial
use of cloud file-sharing sites — most of which are “consumer-grade”.

B 50% say they are unlikely to ever put content applications in the cloud, mostly for governance
and security reasons, although further fragmentation of repositories, and lack of retention rules, are
other strong reasons.

B Records management is actually the most popular potential cloud application: 47% would
consider it and 14% are already doing it. Forms scanning and capture is the next most likely
candidate, then HR, finance and contract management, all with over 40% nominal support.

B Cost reduction in IT resource is the biggest driver for putting content in the cloud, followed by
better multi-site availability and improved mobile access.

B 43% are still wed to VPNs for extending external content access, but 17% are looking to a hybrid
cloud solution, mostly from their existing supplier (12%). The most popular option is to put a third of
content in the cloud, but 10%, 50% and 75% are all popular answers.

B Users are much more likely to build an internal social platform as part of on-premise ECM (38%)
than use a cloud service (20%) of any type, although content synchronization between a cloud social
platform and on premise ECM could be attractive.

Il Spend on software licenses is set to increase in the next 12 months, with enterprise search,
SharePoint, SharePoint add-ons, and workflow/process management as the stronger growers. Spend on
professional services and outsourcing is likely to remain flat.

Progress towards the ECM Goal

For many years, AlIM has been cited as owning the “official” definition of ECM, which is currently:

“A set of tools and methods that allows an organization to obtain, organize, store, and deliver information
crucial to its operation. It can be broken down into five major components: capture, manage, store, preserve,
and deliver content. The fundamental objectives of ECM are to streamline access, eliminate bottlenecks,
optimize security, maintain integrity, and minimize overhead.”

It is interesting to note that ECM is considered to be as much a set of tools and procedures as it is a system,
and that content creation, document workflow processing and records management are not included in the
definition - although as we will see, they play a key part in many ECM installations. Collaboration around
project documents is also a key aspect of ECM, and a number of products have come into the ECM sphere
through this route, most notably Microsoft SharePoint, but also a number of recent cloud-based products.

A further aspect of ECM in many situations is that content management is considered to be a service layer
that can be made available to other applications and may not actually be identifiable by the user as a
specific system — more like a content operating system.

Within these broad definitions, we have tracked the adoption of ECM within the AlIM community over

a number of years, and as we can see in Figure 1, 18% of respondents currently consider they have
completed a company-wide ECM capability. This is an increase from 16% in our 2011 survey, but is still
quite low. However, the number implementing a company-wide system or integrating DM and RM projects
across departments has risen from 48% to 54%.

Many would say that ECM can never be complete as there are always other content types to manage, and
other repositories to pull in, and we will see plenty of evidence of that throughout this report. If we take the

view that ECM is now a mature technology, we might add to the total of completed implementations the 5%
who are looking to replace existing ECM systems with a new one, although in many cases this would more
likely be the result of system consolidation, or possibly the re-start of a failed project.

©2013 AlIM - The Global Community of Information Professionals
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Figure 1: How would you best characterize your organization’s experience with document
management (DM), records management (RM) and Enterprise Content Management (ECM)? (N=484)

Looking to replace No system, no
existing ECM plans, 3%
system(s) with a

new one, 5% \

No system, but
plans in the next
12 months, 4%

Completed a
company-wide
ECM capability, —

18%

One or more
DM/RM projects
at the
departmental
level, 17%

Integrating
DM/RM projects
across
Implementing a departments, 17%
company-wide
ECM capability,
37%

Although 12% of smaller organizations (10-500 employees) have yet to make a start with ECM compared
to 4% of larger ones, this gap has narrowed considerably over recent years. There is little difference across
all sizes when it comes to integrating and consolidating departments, but 19% of large organizations have
completed their implementation compared to 14% of smaller ones.

Business Drivers

We have tracked the business drivers for ECM in one form or another over a number of years. This year
has seen a resurgence of “Compliance and Risk” as the primary driver for 38% of organizations, matching
“Costs and Productivity” also at 38%. It becomes the biggest driver for larger organizations (45%) whereas
smaller organizations are more likely to be driven by cost reduction (42%). Much of the cost reduction

is likely to be from process improvement, as well as improved management and findability of content.
“Collaboration” is the key driver for 16% overall, rising to 20% of smaller organizations.

Figure 2: When you consider your document and records management projects, what is the most
significant business driver for your organization? (N=484)

Overall 10-500 emps |500-5,000 emps| 5,000+ emps

v
Compliance and risk 38% 31% 36% 45%

Costs and productivity 38% 42% 36% 38%
Collaboration 16% 20% 18% 11%

Customer service 8% 8% 10% 5%

Multiple Systems

When it comes to the number of ECM and DM systems in use within a given organization, much will
depend on the granularity of the enterprise. Many businesses will have multiple content stores across their
subsidiaries, but they may all be standardized and from the same supplier. Some will have acquired multiple
systems as a result of mergers and acquisitions. Others will have legacy projects or stand-alone imaging
systems.
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Further fragmentation can occur as new systems are introduced for project collaboration, intranet
management, ERP sub-systems or web-shares, and these collect content that needs to be searchable
across the business, and to be lifecycle managed for retention. A choice then needs to be made as to
whether or not these applications become ECM systems in their own right, and are given a wider remit to =

I alim
manage other types of content.

Figure 3: How many different ECM/DM/RM suppliers/systems does your organization
currently use? (N=477)

0% 5% 10% 15% 20% 25% 30%

None
1 system

2 systems

3 systems
4 systems T
5 systems > (:2
@ ==
6 systems L E
2 =
7-10 systems =0
More than 10 systems 3 Q
= O
s‘ ¢
We can see in Figure 3 that only a minority of organizations (21%) have just one ECM/DM or RM system. 4
Two or three is common, while 26% have four or more — rising to 43% of the largest organizations. g
Microsoft SharePoint has become somewhat prevalent in the last few years, with most organizations of s
any size using it in one way or another, most likely as a project collaboration platform in the first instance. T
However, as it inevitably collects content in that role, it has become an important content repository in its =
own right for just over 50% of organizations — and those organizations are nearly twice as likely to have Q
4 or more ECM systems (34%) than those who don’t use SharePoint in this way (18%). The ubiquity of 3
SharePoint and its evolution from collaboration to ECM have an effect on many of the findings throughout q
this report. =
a

ECM Functions

Even where organizations have what they call an ECM system, the functions it performs may not be

as comprehensive as we might frequently imagine. As described above, for those using it mainly as a
collaboration platform, managing active documents as a replacement for the file-share may not actually

be a core function — although for 78% it is. We know that in many organizations, the records management
function may be “sub-contracted” to a more specialist system, but for 66% or organizations, the ECM system
also provides records management — at some level.

Collaboration is more dependent on the origin or heritage of the system. 63% of those who consider
SharePoint to be a “main ECM system” use it for collaboration, whereas non-SharePoint users put
collaboration at 28%. Process workflow, however, shows no differentiation, with 39% of both camps using
their main ECM system for this — so by implication, 61% treat their ECM system entirely as a content
repository rather than as a process resource. The poster-boy for OCR and workflow is the Accounts Payable
(AP) process, but only 15% use their ECM system for this, rather than using a stand-alone capture system
or a module within their finance system.

©2013 AlIM - The Global Community of Information Professionals 7



Figure 4: Thinking of your “main” ECM/DM system, which of the following functions
does it fulfil? (N=475)

0% 10% 20% 30% 40% 50% 60% 70% 80%

Active document repository with search
(file-share replacement)

Records management
Collaboration sites for internal project teams

Process workflow of forms, etc.

Content access portal across other
systems/repositories

Email management /archive

Collaboration/content sharing for external
partners

Support for case files and case workflow
Website content management
AP processing for invoices

Internal social platform

Content analytics/big data processing

Email has always been a problem child when it comes to content management, and only 27% consider
their ECM system to be the primary email repository — we will explore this further later in the report. Social
content is more a potential problem child right now, but the 11% using their ECM system as their internal
social platform will be a step ahead as regards managing social content over its lifecycle. This number
rises to 17% for SharePoint users against 6% for non-users, and the introduction of SharePoint 2013 and
Microsoft's ownership of Yammer and Skype are likely to influence this further in the next few years.

Only one in five ECM systems are used for all four of the “classic” applications of active document store,
records management, collaboration and process workflow.

File Share Replacement

It is often said that new IT applications do not replace existing ones, they merely overlay them. This is
nowhere more true than the network file-share — the classic G:Drive or X:Drive with its hierarchical folder
structures. While ECM has been held up as the sane replacement for share-drive chaos, it turns out

that only 3% of those in our survey have actually turned the file share off in favor of their ECM and DM
systems. 12% have “largely replaced it”, but for 61% file shares still play a significant role in their content
management.
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Figure 5: How would you best describe the current status of your network
file-share “repository” (X:Drive)? (N=392)

0% 5% 10% 15% 20% 25% 30% 35% 40% I aiim

We have turned it off

We have largely replaced it with our
ECM/SharePoint system(s)

It works alongside our ECM system(s) for
working files

Some departments use ECM, some still use the
file share

It is still one of our main repositories

It is the most dominant content store we have

We are now using cloud file-shares in much the
same way as X: Drives

This status quo can seem a little depressing, although a well-organized file share for work-in progress, with
publishing of completed documents to the ECM system, can be a valid way of working. Unfortunately, many
file shares are anything but well-organized. 54% are hoping to reduce file share usage and extend use of
the existing ECM solution. 34% are somewhat more radical, planning to turn off the file-share and migrate
the content (25%) or simply freeze it, but leave it accessible (9%). Five percent plan to move to a cloud-
based file-share alternative, and 13% plan to leave it as it is.

DEOISSOIT) 3L} 18 INO3

Migration can be a daunting prospect, but there are a number of new products around that can crawl
through content in file shares or legacy repositories and automatically apply or re-align metadata based on a
set of business rules. This more accurate metadata is then used to select which content would be useful to
migrate, and which to leave behind or delete. Simply de-duplicating content can hugely reduce the amount
that needs to be migrated.

UaWabEURL 1US1UOD IBSISAIUN JOL Sa210Ud AB218.1s Aay

Content Coverage

We mentioned earlier that the scope of the “content” in Enterprise Content Management seems to grow
ever larger, with new content types coming along all the time — generally just as users feel they have
regained some control of existing content. This is well illustrated in Figure 6. We have normalized the graph,
excluding those who consider any particular content type to be “non-applicable”, but it shows that for those
that use them, instant messages are considered to be the most chaotic, followed by external and internal
social posts, voice calls and emails. Now this may well be from a records management or even e-discovery
point of view, but it can also include the ability to search for previous exchanges or posts, and the sense
that the data is not actually “owned”, merely hosted by a service provider somewhere. Although office
documents are well down the list, more than half (54%) are still reporting them as somewhat unmanaged or
worse. Scanned documents, IP-assets and paper records are at the least chaotic end of the list.

©2013 AlIM - The Global Community of Information Professionals 9



Figure 6: How well managed are the following types of information in your organization?

(N=437, normalized for “N/A”) I

0% 20% 40% 60% 80% 100% If& aiim

Instant messages

External social posts

Ansnpu

EM

Internal social posts
Voice/phone call records
Emails

Historical Web content

Faxes

=

Photo images

Video/CCTV files

Office documents (Word, Excel, etc.)
Design files/IP-assets

Paper records

Scanned documents

B Chaotic © Somewhat Unmanaged = Managed M Well Managed

Strategic Focus for ECM

We saw earlier the functional deployment areas for ECM systems, but we also wanted to see what

users consider to be their strategic focus for ECM going forward. In Figure 7 “Information sharing and
collaboration” quite rightly takes the top spot (64%) as people see the importance of leveraging the
corporate knowledge base, although “providing a safe and compliant home for information” is the second
most popular answer (57%). Users also see the benefit of bringing together many of their core processes
under the ECM umbrella (39%) where they can be work-flowed and monitored. It may be that many
respondents see this as belonging more under other enterprise platforms, or dedicated BPM systems, but
we also know from our surveys on paper-free processes' that many are simply not taking advantage of the
potential productivity benefits here.

2UBL JUSILOD [BSIAAIUN JOJ S2210UD AB1B.S Ay

Next in strategic priority (28%) come two specific applications: case management/project-related processes,
and asset or plant-related content management. The former reflects the increasing ability for ECM systems
to support aggregated content folders and flexible or adaptive workflows. The latter is generally supported
by integration with a manufacturing or plant-management system.

As we saw earlier, most organizations have multiple content repositories, but only 21% see a primary role
for their main ECM system to be an access portal for local and remote access to these other repositories —
or perhaps they felt that company-wide information sharing implied such a role. Only 9% as yet feel strongly
that their ECM content store is a valuable resource for big data analytics projects.
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Figure 7: Which of the following would best describe the strategic focus of your main ECM system?
(Check those that figure strongly) (N=364)

0% 10% 20% 30% 40% 50% 60% 70%

A platform for company-wide information sharing
and collaboration

A safe and compliant home for our important
information

The focus for a number of repeatable, work-
flowed document-centric processes

An enabler for a number of case- or project-
related processes

A readily accessible repository for asset, item or
plant-related docs, drawings, etc.

The local and remote access portal for many of
our content repositories

Our content collating and publishing mechanism

The source for our content analytics/big data
projects

Our preferred social platform for activity streams
and one-to-many communications

Product Strategy — “big ECM?”

Many ECM industry observers have written-off the concept of big, single-suite ECM systems as unlikely to
ever happen, but overall, 54% of our respondents have that as a strategy, including 19% who are building
around a new ECM suite. In order to pull content together into a single system, 23% plan migration projects.
Only 35% are opting to stay with multiple departmental systems or best-of-breed integrations - and 11%
don’t actually have a strategy.

Figure 8: How would you best describe your ECM/DM/RM system strategy? (N=429)

0% 5% 10% 15% 20% 25%

Build a new, first time, enterprise-wide ECM
platform from a single-vendor ECM suite

Continue to invest in our enterprise-wide single-
vendor ECM suite

Migrate and replace all existing content systems with
a new enterprise-wide, single-vendor ECM suite

Migrate all existing content systems to an existing,
enterprise-wide, single-vendor ECM suite

Continue to build a best-of-breed multi-vendor
solution

Selectively update/replace/migrate existing
multiple-departmental/local systems as needed

Install dedicated/specialist departmental systems
as required to achieve local objectives

We don’t have a strategy
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Smaller organizations are much more likely than larger ones to be building a new suite (15%), rather
than migrating to an existing suite (7%) and that situation is reversed amongst the largest (5% new, 16%

existing), but overall, 59% of the smallest organizations and 52% of the mid-sized and largest are committed
I aiim

to a single suite strategy. Mid-sized organizations seem to be much more likely to stay with fragmented
multi-departmental or local systems (24%) than best-of breed (11%).

Given the multiple-repository situation that we saw earlier, it is heartening to see that the concept of a single
ECM system is still alive and well, although this is not altogether surprising as ERP suites have always held
their own against best-of-breed solutions. Interestingly, the concept of a single suite is less strong amongst

SharePoint users, dropping to 45%.

ECM Sub-Systems

Although we have presented the best-of-breed vs suite argument, the situation is not quite so cut-and-dried.
Many of the functionalities that we consider to be under the ECM umbrella may well be outside of the core
modules for any given suite. In the case of SharePoint, they may well be provided by add-on products from
partners within the SharePoint developer network.

Figure 9: Which of the following ECM sub-systems do you have deployed now/plan to deploy in the
next 12-18 months? (N=364, excl. Don’t Know or N/A)

0% 10% 20% 30% 40% 50% 60% 70%

Single sign-on access portal across multiple content
systems

Dedicated email management/archive
Image-enabled workflow and routing

BPM managing multiple processes

Unified capture platform across multiple input
channels

Manage-in-place RM across multiple repositories
Digital or e-signatures

Unified RM archive underlying multiple systems

Integrated output management system for multiple
outbound comms

Federated search/analytics across multiple
repositories

Social business application platform

Social business content/records management

B Now [ Plan 12-18 months

Despite its low showing in the strategy question, creating a single sign-on access portal across multiple
systems is a popular add-on already, and in total 65% would like to do this. This indicates a tactical strategy
to join repositories together whether or not the longer term strategy is to consolidate. Dedicated email
management is set to double from 33% to 60%. Then we have a range of capture and process functions,
including capture of multi-media inputs as well as paper.

Looking more at potential growth than current popularity, social business content/social records
management is coming from a low base, and federated search and analytics is a strong growth player with
potential application within 55% of organizations. Then we see unified records management across multiple
systems — another plank in the single enterprise-wide concept - of relevance for 56%.
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Records Management

We saw earlier that records management is considered to be a key ECM functionality for 66% of
organizations, but currently, only 38% have RM incorporated and in active use in their ECM/DM system.
A further 21% plan to activate records management within their ECM system in the next 12-18 months,
and 5% have the capability, but no plans to activate it. 14% have separate systems for active content
management and records management.

Figure 10: How would you describe your mechanism for managing electronic records? (N=353)

0% 5% 10% 15% 20% 25% 30% 35% 40%

It is incorporated in our ECM/DM system

We have records management capability in our
ECM/DM system but no plans to use it

We plan to add/turn-on RM in our ECM system in
the next 12-18 months

We have separate systems for active content
management and records management

We don’t have a standard mechanism for managing
electronic records

Scanning and Capture

As with records management, capture and scanned-image workflow have always been strongly associated
with ECM systems. Many of the suite vendors acquired significant capture players over the past 7 or 8
years and have merged them into their suites, but there are other vendors who have continued to build out
from comprehensive capture platforms into business process management workflows. Invoice processing
or accounts payable is a key application for capture and workflow, but again, this may be running in other
systems such as finance or ERP. In fact, only 26% of the installed base has what we could call the classic
ECM implementation that includes a homogenous capture and image workflow element. 34% have separate
systems, although half of those plan to bring them together. 13% have a stand-alone imaging capability, but
nothing that they would call an ECM system.

Figure 11: How would you describe the integration between your capture and scanned-image
workflow system(s), and your main ECM content management system? (N=335 excl. 22 N/A)

0% 5% 10% 15% 20% 25% 30%

They are pretty much the same system now

We plan to bring them together in one system

They are mostly separate systems and are
likely to remain so

We have capture and image workflow, but
have nothing you could describe as ECM

We don’t have capture and image workflow

54% of respondents are signed up to the ideal of a single ECM system across the enterprise, albeit that
such a system may not yet be as fully configured or comprehensively equipped as we often imagine.
However, most have firm plans to build-out their systems and connect with or migrate data from other
repositories.
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Industry-Specific Requirements

Many of the ECM sub-systems and modules are pre-requisites for particular vertical industries, although
we can see in Figure 12 that many of these are surprisingly broad across the responding organizations.
The demographics in Appendix 1 show 22% from government and 17% from finance and insurance, so this
will inevitably skew things, but even so, the strong showing for long-term retention of 20-plus years, and
strong compliance to RM standards is quite surprising. Case management figures highly for nearly half of
respondents, showing that this goes well beyond the classic applications of healthcare, crime and legal.

Figure 12: Which of the following specific ECM requirements do you have related to your
industry or sector? (N=432)

0% 20% 40% 60% 80%

Physical records management

Long-term retention (20+ years)

RM standards (eg. Fed. Gov., 1S015489, DoD5015,
MoReq)

Case Management (prof.workers on case-based
processes)

Signature-driven processes
Outward/customer-facing web portals
High-volume capture

Digital Asset Management (rich media)
Facilities/asset management
Technical/large-format drawing management
High security (in-motion/off-site encryption)
Content analytics/big data processing
Multi-channel inbound communications
Heavy-duty process management
Multi-channel print/output management

None of these

When it comes to matching these requirements, users will either make a careful choice of general ECM
vendor (47%) or customize a general system to their needs, either as a vendor-developed customization
(31%) or by in-house work (44%). This last figure is a cause for concern as in-house customization or
development creates problems with upgrades and long-term support. Many SharePoint users are struggling
to keep their customizations up to date as new releases can require quite radical changes. 24% have opted
for third-party add-on packages, where the onus to keep up falls on the vendor. In some industries there
are specialist ECM systems or extended line-of-business systems that have built up a dedicated following.
The potential drawback here is that these niche suppliers may struggle to keep up with general technology
changes such as cloud, social and mobile.
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Figure 13: How have you addressed these requirements in your current ECM system? (Check all that
are significant) (N=433)
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Looking forward in the replacement cycle, we asked users how industry-specific requirements might affect S

their next system choice. The result was a very mixed bag. 15% would stick with, or move to, an industry-
specific vendor, and 36% would go for a generic suite, although half of these would look for standard
industry customization packages. For 22% it isn’t an overriding concern and 11% state that they will not be
changing systems in the next 10 years!

75% of users have some degree of customization (as opposed to configuration) in order to meet vertical
industry requirements. 44% have developed this customization in-house.
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Enterprise Integration

Another element of the “ECM ideal” is that all of our useful and sensitive content is managed and stored in
the ECM system. However, most organizations also have ERP systems, CRM systems, HR systems, project
management systems, and so on, and most of these systems have come to support a degree of content
management for imported documents that relate to transactional records. As use of these systems extends
to ten and even twenty years, the amount of unstructured content incorporated within them grows steadily,
such that 61% of our respondents consider that half or more of their content is held within non-ECM or

DM systems. In fact, for a quarter of organizations, 80% or more of their content (excluding emails) is not
accessible through ECM.
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Figure 14: What proportion of your unstructured content and documents (excluding emails)
would you say is stored in other enterprise systems (ERP, HR, Finance, CRM, Project Management,
LOB, etc.) rather than in your ECM/DM system(s), and is not accessible through your ECM/DM
system(s)? (N=390)

% of organizations
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The good news is that at least this information is under some form of management and control, but it

also brings a host of problems, the biggest of which is its availability for search and the level of search
sophistication that may be provided. A second aspect is that of records management over the lifecycle,

in particular the ability to apply retention rules, and based on that, to delete content which has passed its
retention date. As we have seen in a previous AlIM Industry Watch', undeleted content that no longer needs
to be retained creates both legal issues and storage issues — and the difficulty of accessing this content for
e-discovery and legal hold is brought out lower down in the graph (Figure 15). The third biggest issue is that it
is difficult to align taxonomies and classification across diverse enterprise systems, so even if the content can
be surfaced for search or records management, it will not align with the carefully created policies of the ECM/
RM system.

Figure 15: What would you say are the three main problems with content that is stored within your
other enterprise systems? (Max THREE) (N=392)
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Difficult to search
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Problem for legal discovery and legal hold

Growing in size/causing back-up issues

Cannot be easily accessed remotely or on
mobile devices

Users with no login or no training cannot
access the content

Cannot apply necessary access security

Cannot be tagged or commented using
social tools
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When it comes to a strategy to address these issues, 47% are looking to provide integration links between
ECM and enterprise systems, or to choose an ECM system that already has them — particularly for ERP
systems such as SAP. 18% are happy to use enterprise search across multiple systems, but 16% feel it

best to migrate the content out of the enterprise systems into their ECM system, either one-off, or as a
batch process. =

CMIS

First launched in 2010 as an initiative by a number of ECM vendors to improve interconnection of content
systems and service layers, CMIS (Content Management Interoperability Services) provides a strong open-
source way to connect any enterprise system to a content repository. According to our surveys, interest in
CMIS has been growing steadily, with those planning to adopt it as mandatory moving up from 8% on 2011
to 13% now, although overall awareness has remained at around 45%.

Figure 16: How would compliance with the CMIS (Content Management Interoperability
Services) standard affect your choice of a possible future ECM/DM/RM system?

(N=458)
Will be a =~
requirement for o4
, every future ¢
Don’t know, 18%_\ purchase, 13% :
=
Targeting vendors .’

who support CMIS,
but not a
mandatory
requirement yet,
15% U

SPROISSOJD) AUl le A

CMIS is a nice-to-have, 0
but a lower-priority =
decision factor, 16%

I am not familiar/
with CMIS, 39%

More than 50% of unstructured enterprise content lives in non-ECM enterprise systems where it is difficult
to search and hard to bring under retention management for deletion.

-
113111261111 ]

Mobile and Remote Access

We saw earlier that “company-wide information sharing and collaboration” was the primary focus for most
ECM systems. In today’s mobile age, that has to include access for employees working from home or on
mobile devices, and in many businesses, it includes access by external partners, regulators, customers,

or citizens. As we see in Figure 17, for 45% of organizations, mobile access to content is very important or
vital (14%), and for more than half of these, it needs to be available on the mobile device for offline viewing,
and preferably offline editing (21%). More important than offline access is the ability to interact with ECM
workflows, most likely commenting or approving documents. In some industries, especially finance and
insurance, mobile capture is also important — although the ubiquitous capture of expense receipts is a
strong element here.
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Figure 17: How important are the following to your organization? (N=463)

0% 20% 40% 60% 80%  100%

Mobile access to content
Offline access to content from mobile devices

Offline editing of content on mobile devices

Mobile interaction with workflows

Mobile capture

Content access by external parties

Content collaboration with external parties

Social comment/collaboration on content

M Vital ®Very important m Quite important = Not that important = Will not use

When it comes to third-party collaboration and access to content within the ECM, nearly a third of
organizations have a strong need, with over half seeing some benefit. Social commenting is also becoming
important and can form a collaborative mechanism in its own right.

Official and Unofficial Access

The issues surrounding connection to company information systems from employee-owned mobile devices
have been aired widely — the Bring Your Own Device or BYOD debate. In our survey, 57% of organizations
provide mobile access to content using company-issued devices, and 32% are happy with mobile access
that is compliant with official BYOD policies. Nearly a quarter, however, admit that unofficial mobile access is
happening — or that they don’t actually have a BYOD policy.

Figure 18: Which of the following content access mechanisms are happening in your organization?
(N=326 excl. 37 Don’t Know)

0% 10% 20% 30% 40% 50% 60%

Official mobile access via company-issued
devices

Official mobile access compliant with BYOD
(Bring Your Own Device) policy

Unofficial mobile access outside of, or in
absence of, BYOD policy

Official use of an approved cloud-based file
sharing/collaboration site

Unofficial use of “business-grade” cloud-based
file sharing/collaboration sites

Unofficial use of “consumer-grade” or free
cloud-based file sharing sites

None of the above

In Figure 18, we also asked about access to cloud-based file-sharing sites. Here the situation is reversed,
with 15% having an approved collaboration and sharing site, and 25% seeing unofficial use of such sites

for company information, with the estimate that 9% are using “business-grade” services, and a worrying
16% are sharing company information through “consumer-grade” sites. We find that the use of these sites is
frequently driven by the need to share information with third-party organizations or partners — see the 2012
Content in the Cloud? report.
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Access Mechanisms

When it comes to the actual mechanisms for remote and mobile access, most organizations are not making
it particularly easy or convenient for staff. VPN access to remote desktops is the fallback option for most, with
only 32% actually extending browser access of any kind. Only 11% have mobile-optimized browser access,
with a similar number actually having a mobile app.

Figure 19: How would you describe the current availability of your ECM system to remote/mobile
employees and third parties? (Check all that apply) (N=326)

0% 10% 20% 30% 40% 50% 60% 70%

Remote employees can access via VPN/remote
desktop

Remote employees can access via browser

Mobile employees can access via optimized
browser

Mobile employees can access via mobile app

External parties can access our on-premise
system (individual logins)

External parties can access via cloud
External parties can access on mobile

None of these: we do not allow it

None of these: we haven’t implemented it

Things are even more difficult when third-parties need full or selective access to the ECM system. 21% are
given individual logins to the on-premise system, although these can frequently involve an at-risk grant of VPN
rights and/or Active Directory workarounds. Only 4% have as yet created an access route via the cloud.

Access Strategies

Looking to future ways to (safely) open up remote and mobile access, VPN connection is the most popular
option (43%), followed by containerized mobile apps (29%). These latter have controlled access through the
firewall, but any content downloaded is not available to the general mobile device operating system, and is
usually encrypted on the device. Although cloud-based ECM systems can readily extend access to mobile and
third-party users, there is some resistance to placing the whole of the organization’s content in the cloud. This
is where so-called “hybrid cloud” solutions can provide the option to place a portion of the ECM content in the
cloud, opening it up for mobile access and easier collaboration, whilst keeping the rest of the content securely
within the firewall. Various synchronization options may be available to keep the content up-to-date. 17% of
organizations are looking to this option, mostly (12%) as an extension of their on-premise ECM system. We
will discuss this in the next section.

Figure 20: What is your likely strategy for extending remote and mobile access to your main content
store and providing collaborative editing and commenting? (N=232)
0% 5% 10% 15% 20% 25% 30% 35% 40% 45%

Keep all content within the firewall and use VPN
connections only

Keep all content within the firewall and use
secure/containerized mobile apps

Create a hybrid by extending our on-premise
ECM system to the cloud

Sync our on-premise system to a cloud system
from a different supplier

Move to a fully cloud version of our current on-
premise ECM system

Migrate to a fully cloud version from a different
supplier

None of these
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ECM and the Cloud

Using the cloud for ECM is often considered an all or nothing decision, but we looked at the willingness of
users to consider each of the key ECM applications separately for cloud or SaaS (Software as a Service)
deployment. The somewhat surprising result is that records management is the most popular cloud
application, with 14% already doing it and 33% who would consider it. The next two may be highlighting
already popular SaaS applications - receipt scanning for expense claims would come under forms scanning,
and there are a number of SaaS recruitment and appraisement systems for HR. Two further applications set to
grow for those who need them are bid or contract management, where collaboration is important, and content
analytics or big data.

Figure 21: Which of the following content-centric applications would you consider running from a
cloud-based ECM system? (N=290. Line length indicates N/A)

0% 20% 40% 60% 80% 100%

Records management

Forms scanning and capture

HR processes

AP/AR finance processes

Bid/proposal/contract management

Legal processes

Case management

Content analytics/big data

R&D collaboration

None of these

M Already Do ® Would Consider Unlikely

As we generally find when we ask about cloud, 50% say they are unlikely to use it for any of these
applications, and in Figure 23, 46% confirm they are unlikely to deploy any cloud-based content. Small and
mid-sized organizations are remarkably consistent here at 47%, whereas larger organizations are a little less
resistant at 43% - possibly reflecting the availability of a private cloud.

The primary concern for users and non-users is governance and security (35%), but there is also the fact that
cloud ECM, and in particular SaaS systems, further fragment the available content repositories. Much as we
saw earlier for on-premise enterprise systems, managing lifecycles and retention rules would be an issue for
24%. Integration with access portals and search is a concern for 21%, as is general back-up and long-term
access.

Figure 22: Do you have any of the following concerns about content that you are currently storing or
might store within officially sanctioned cloud-based SaaS systems (but not unofficial consumer file-
sharing apps)?

0% 5% 10% 15% 20% 25% 30% 35% 40%

Harder to apply our governance and security rules

Further fragments our content repositories

Not under records management retention rules

More difficult to integrate with access portals,
search, etc.

Back-up and long-term access

No: we don’t use Saas$ for critical applications
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When it comes to the drivers for putting content in the cloud, cost reduction for IT resource is by far the
biggest (38%), followed by the access benefits across multi-site organizations (25%) and mobile users

Figure 23: What are or would be the main drivers for you to put some or all of your content in the I aiim

cloud? (Max THREE) (N=362)

0% 10% 20% 30% 40% 50%

Cost reduction in IT resource compared to running
the system on-premise

Better availability across our multi-site organization

Improved mobile access and collaboration with
those outside the firewall

Faster/easier deployment of projects and
collaboration sites

Cost structure: trade-off of operational spend
versus capital spend

Offloading ever-increasing storage provision to
the cloud provider

More features and modules compared with what
we can afford on-premise

We are unlikely to deploy cloud-based content

To break this out further, we asked what the main driver for a hybrid cloud deployment would be. This time,
content access and collaboration came slightly above IT resource savings — 42% compared to 40% - with
mobile and third-party access at 24%. This confirms that for those organizations struggling with the security
aspects of outside-the-firewall access, hybrid cloud offers a potential compromise.

Hybrid Cloud

For those in Figure 20 who expressed an interest in a hybrid cloud deployment, we wondered what
proportion of their content they might consider placing in the cloud. A third is the most popular response, but
a further third would put between 50% and 75% of their content in the cloud.

Figure 24: If you were to create a hybrid of cloud and on-premise content management, what
proportion of your stored content do you think you would publish or sync to the cloud?
(N=45 potential hybrid users)

0% 5% 10% 15% 20% 25% 30% 35%

0% -cloud used to manage on-prem connect
5% of our content
10% of our content

20% of our content

35% of our content

50% of our content

75% of our content

As we know, there are many different styles of cloud provisioning, and the choice for a hybrid cloud may
differ from a full cloud deployment due to the synchronization requirements with the on-premise system.
12% would deal directly with a public cloud provider, but 21% would prefer their ECM vendor to manage
this service, and a further 21% would expect their vendor to host its own cloud (rising to 24% for SharePoint
users). The remainder would use a private cloud.
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Figure 25: If you created a hybrid cloud and on-premise ECM environment, where would you host
the cloud portion? (N=45 potential hybrid users)

0% 5% 10% 15% 20% 25% 30% 35% 40% 45% 50%

Directly with a public cloud provider

Public cloud managed or interfaced by our ECM
provider

Cloud provided and owned by our ECM provider

Private cloud

Half of our respondents would consider using cloud or SaaS for ECM applications, including around 12%
who already do so. 17% are looking towards a hybrid cloud to improve access for mobile users and third
parties, with varying proportions of their content placed in the cloud and synchronized to their on-premise

ECM system.

Social Content and Emails

The issue of saving internal and external social content as records was covered in our Information
Governance® report. Here we are more interested in how likely it is that users will build internal social
systems around the ECM suite. Given that there are many cloud offerings for social streams and blogs,
and a number of best-of-breed on-premise offerings, it is perhaps surprising that the majority (38%) are
likely to make it an integral part of the on-premise ECM system rather than use a cloud platform (20%) or
on-premise best-of-breed system (8%). Of those planning to use a cloud service, a cloud extension of an
existing on-premise ECM is the most popular. A third are still firmly against deploying an internal social
platform.

Figure 26: Going forward, what would be your preferred source for your main internal social
platform? (One-to-many social streams, blogs, comment & collaboration, etc.) (N=356)

0% 5% 10% 15% 20% 25% 30% 35% 40%

An integral part or module of our ECM system,
hosted on-premise

A cloud-hosted module of our ECM system, with
content synced to our on-prem system

A cloud service from another supplier, with content
synchronized to our on-prem system

A cloud service from our existing supplier for all of
our content, as well as a social platform

A new cloud service for all of our content that
includes a social platform

A separate, best-of-breed cloud service

A separate, best-of-breed on-premise system

We have no plans to deploy an internal social
platform
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Email Archive

We suggested earlier that email has been the béte noir of content management. Although no one disputes
that emails are a vital part of the commercial and legal record, the majority of organizations (52%) are still
not systematically archiving them. ECM and RM system managers are wary of a deluge of poorly classified
emails cluttering up their system, and creating issues of context, threads, and duplication. Technical IT staff
are likely to feel that back-ups are a suitable archive (which they aren’t) or that email clients can be set to a
consistent network auto-archive (which by default is unlikely). Auto-classification provides one way forward,
but this is more likely to be implemented in a stand-alone email archiving system (28%) than into the ECM
system (9%).

Figure 27: How would you describe your mechanism for archiving emails? (N=356)

0% 5% 10% 15% 20% 25%

Automatically selected for archive in ECM/RM
system

Manually selected for archive in ECM/RM system

Moved to a dedicated email archiving system

Reliant on email server to create archives/back-ups

Reliant on auto-archive settings in email clients

A mixture of the above

We don’t archive our emails

For most organizations, email is still the great unresolved issue. In over half of organizations they are poorly
managed and in 22% they are described as “chaotic” - and yet in most cases the ECM system doesn’t seem
to provide a suitable “home”.

Spending Plans

ECM Sponsors

Imaging systems and records management systems were traditionally owned and operated by the Records
Management Department, or similar custodians of compliance. With its much wider remit, the ECM system
is likely to involve a broader representation across the enterprise. We have found in the past that the IT
department are more likely to take decisions about SharePoint, and records managers about other ECM
systems, but in this survey there was no real difference, with IT counted amongst the main movers for two-
thirds of organizations. It is good to see the enterprise applications committee or the executive board take
the primary initiative in many organizations, as well as underwriting the investment.
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Figure 28: Going forward, who are likely to be the main sponsors of your ECM investments? (N=356)
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IT
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Legal

Compliance

Finance
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Purchasing
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Sales

W Prime Mover = Supporting Sponsor

Licences and Services

Nearly half of organizations plan to increase spend on storage in the next 12 months with only 10% reducing
spend. Cloud and SaasS services also show a strong growth with 25% planning to spend more and only 5%
spending less. For software licences, a net of 20% of organizations plan to spend more, with 52% planning
to spend the same. External consultancy services and outsourcing are the only areas where spending
seems unlikely to increase.

Figure 29: What are your spending plans for the following areas in the next 12 months compared to
the last 12 months? (N=320 Line length="We don’t spend anything on this”)

% of organizations
-20% 0% 20% 40% 60% 80% 100%

Ongoing maintenance fees
Software licenses

Scanning and MFP hardware
Storage

Cloud/Saas services

Vendor consultancy services
Independent consultancy services
Outsourcing/bureau services

External training

" Same M Net More/Much More
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Looking more specifically at planned spend on products and applications, enterprise search, SharePoint
licenses (and add-ons) and workflow/BPM show the most consistent growth, with on-premise ECM systems
and modules showing the greatest variability. If we include “same” levels of spend, then email management
represents the widest area of overall spend.

Figure 30: How do you think your organization’s spending on the following products and
applications in the next 12 months will compare with what was actually spent in the last 12 months?
(N=318 “Same” is not included. Line length="We don’t spend anything on this”)
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Spend on all areas of ECM product licenses is set to increase over the next 12 months, particularly search,
BPM- and SharePoint-related products. Cloud and SaaS services show a healthy increase. Vendor
services will increase, but independent consultancy and training will remain at current levels. Conventional
outsourcing and bureau services will drop slightly.
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Conclusion and Recommendations

There is no doubt that ECM is at a crossroads, and that many organizations need to make some key
strategic decisions as they go forward, but the ways in which each organization is arriving at the crossroads
are many and varied. Our survey has shown that implementation of the “ECM ideal” is very patchy, that &% aiim
most organizations have multiple ECM or DM systems, that very few are operational across the whole of
the enterprise, that key elements such as capture, records management and process workflow have yet
to be integrated, and that more structured content lives in other enterprise systems outside of ECM than is
accessible through ECM.

However, the majority of the organizations we polled are still set on the objective of a single ECM system
across the business. They look to the ECM system as a collaboration platform, are keen to improve their
records management, would like to integrate search capabilities across other enterprise systems, and are
looking to further invest in capture and process capabilities. This encapsulates the first of the “crossroads”
decisions: do we continue down the path of building a single ECM suite, or break out into best-of-breed
solutions?

Further crossroads decisions are: how best to adapt to vertical industry needs; how to improve access
to remote, mobile and third-party users; whether to move to the cloud completely, partially, or not at all;
and what to do about emails and social content. Of these, improving access would seem to be the most =~

immediate imperative, although cloud, and particularly hybrid cloud, would seem to offer a useful way - ;
forward in that respect, as well as potential financial savings. The biggest issue with vertical industry needs, : :
particularly areas such as case management and asset management, is whether to continue maintaining o
in-house customization through successive upgrades or whether to pull in add-on products, or even replace f
the current ECM system with one better matched to these requirements. t (@
Most users seem keen to build their internal social platform within ECM, but when it comes to emails, ¢ G
this neat picture of content convergence breaks down. The user base is equally split between manually ' ‘;‘
feeding them into the ECM or RM system, sending them to a dedicated email archive, or simply ignoring the E\
problem. ”

ECM has been one of the few areas of IT to maintain double-digit growth over the past few years and there _
seems no reason to doubt that this will continue, with this survey showing net positive spending predications g
across all of the main ECM product and module areas.

Recommendations

Il Take a quick audit of where poor access to information is hurting the business — trapped on paper, 8
spread over file shares, locked up in enterprise systems, or simply mobile-unfriendly. :

Il Use this to re-energise your ECM project. The more content you can converge into a single, searchable,
mobile-accessible ECM system, the fewer other places you need to go to solve the problem.

I Take stock of your current ECM and DM systems and consider migrating content and consolidating.
Modern auto-classification and migration products can take much of the pain out of selecting which
content to recover from legacy systems, re-aligning the metadata on the way.

I If your strategy is not to consolidate, then create an enterprise search capability across the multiple
repositories. Be vigilant, however, to avoid further isolated silos being created when bringing on new
services.

B Evaluate how you might enhance your ECM functionality. Capture and process workflow, collaboration,
digital signatures, extended search, internal social, and output management might all find a natural home
within ECM.

B Look to integrate the ECM system with your other key enterprise or line-of-business systems to provide a
single sign-on access point, centralized records management, and process integration.

Il Consider whether any of your current ECM systems are truly fit for purpose. If they are limited in some
of the core functional areas we have discussed, or are not well matched to your specific industry
requirements, or need massive customization, then consider consolidating around a new, better-suited
system.
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B Moving a well-established system to the cloud merely to save on IT resource may not be a compelling
proposition, but consolidating multi-site systems around a single cloud installation can solve a number of
access, process and ownership issues.

I As an alternative, moving the most sharable or collaborative content to a hybrid cloud will make it much
easier to connect remote, mobile and third-party users, and may head-off unofficial use of cloud file-
sharing sites. Implementing selective SaaS processes linked back to the on-premise content-store may
also prove to be a flexible way to move ahead.

l Bite the bullet on emails. Either use auto-classification to tag them and move them into your ECM or
RM system, or implement a dedicated email archive system. Either way, they must be searchable,
discoverable, and put onto a retention schedule.
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Appendix 1: Survey Demographics

Survey Background

538 individual members of the AlIM community took the survey between March 15, and April 04, 2013,
using a Web-based tool. Invitations to take the survey were sent via email to a selection of the 65,000 AlIM

community members.

Organizational Size

Survey respondents represent organizations of all sizes. Larger organizations over 5,000 employees
represent 35%, with mid-sized organizations of 500 to 5,000 employees at 40%. Small-to-mid sized
organizations with 10 to 500 employees constitute 25%. Respondents from organizations with less than 10
employees or from suppliers of ECM products and services have been eliminated from the results.

11-100
emps, 7%

over
10,000
0,
emps, 24% 101-500

emps, 18%

5,001-
10,000 _~"

emps, 11% 501-1,000

emps, 13%

1,001-
5,000
emps, 27%

Geography
68% of the participants are based in North America, with most of the remainder (19%) from Europe.

. Asia, Far
Middle !
East, Africa, East, 3% CAentra}I/S.
: S. Africa, merica,
Austra(ljla, 3% / Caribbean,
NZ, 4% _\ e

Eastern
Europe,
Russia, 1%

Other
Western
Europe,

10% UsS, 52%

UK, Ireland,
8%

16%
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Industry Sector
Local and National Government together make up 22%, Finance, Banking and Insurance represent 17%

The remaining sectors are fairly evenly split. To avoid bias, suppliers of ECM products and services have

been eliminated from all of the results.

Media,
Publishing, Web,

not ECM, 2%
Pharmaceutical 1%
0,
and Chemicals, Other, 5%
3% / Government &
Public Services -
Consultants, 3% Local/State, 14%

Government &
Public Services -
National, 8%

IT & High Tech —

Professional
Services and
Legal, 3%

Charity, Not-for-
Profit, 4%

Retail, Transport,

Real Estate, 4%
Finance/Banking,

0,
Healthcare, 4% 11%

Engineering &
Construction, 5%
Insurance, 6%

Manufacturing,
Aerospace, Food,

6% Education, 7% Mining, Oil &

Power, Utilities, Gas, 8%
Telecoms, 7%

Job Roles
40% of respondents are from IT, 42% have a records management or information management role. 17%

are line-of-business managers.

Business Other, 7%

Consultant,
IT staff, 21%

0,
Line-of- 6% _\
business
executive,
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head or
process
owner, 4%

Head of IT, 5%

Head of
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management, IT Consqltant
21% or Project
Manager, 14%

Records or
document
management
staff, 21%
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Appendix 2: Selective Comments

Do you have any general comments to make about ECM

in your organization? (Selective)

B Our current ECM/RM/DM is fragmented, siloed and chaotic, but it is getting more attention and
momentum is starting to build toward improvement.

B We developed rigorous standards by working with our cloud DMS vendor. These can be applied to other
cloud systems that will cover our case management (for example).

I The survey illustrates how little our organization utilizes electronic solutions to automate our workflow
B Need to be able to implement and rely on auto-classification.

B Our company is a Government base driven contractor and we are bound by DOD5015.2. However, we
are looking at getting some of our info into the cloud and/or at least getting mobile - and fast! We need
mobile.

B We are trying to make SharePoint into an effective ECM by purchasing 3rd party add-ons, but are facing Et (:}
budget constraints % g
|
Il Lots of options, lots of content to consider. Not an easy path to plan out, and risk of large expenditure E S
ensures that this will not be a speedy process. - (E;’
B The need to purchase specific tools to accomplish very specific functionality has been coming up more C 5
recently. 0 Y
O -
B Huge organizations can’t implement trans-national ECM systems in 12 months - nor should they. f E
Il C-level has not recognized the need for change. | don’t think anything will change until something really q
bad happens, like a major lawsuit. &
B There is not enough focus on integrating all of our repositories re: RM and risk compliance. B
@
B Our ECM system works well and | like this survey. Thank you. =
£
=
£
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Alfresco

Alfresco is the open platform for business critical document management and collaboration. By automating doc-
ument-intensive business processes and enabling large-scale collaboration, Alfresco helps companies to service
customers better and adapt more quickly to rapid market changes. Every day, over 7 million business users in 75
countries rely on Alfresco to manage 4 billion documents, files and processes - behind the firewall, in the cloud and
even on their mobile devices.

Learn more: www.alfresco.com
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Software Solutions

-
About ASG g
a

A recognized innovator in enterprise IT and business software solutions, ASG Software Solutions has been
optimizing 85 percent of the world’s most complex IT organizations for over 25 years. We create and deploy unique
software solutions that reduce cost, mitigate risk and improve service delivery throughout the IT lifecycle. ASG’s
comprehensive solutions help you solve today’s challenges, such as cloud computing and big data, while driving
your business forward by providing insight and control across cloud, distributed and mainframe environments.

ASG'’s enterprise content management portfolio enables business users and infrastructure technology management
of all skill levels to quickly and easily access, manage, and own all essential business information.

ASG’s world class enterprise content management portfolio includes:

* ASG-ViewDirect®, the world’s most scalable, full-featured  + ASG-Records Manager™, which facilitates the automatic

enterprise content retention, storage and archiving suite, capture, classification and disposition of electronic

which supports all platforms, databases, storage devices, transactional records in high-volume environments

data formats and volumes of enterprise content in according to varied information

distributed and mainframe environments. » ASG-WorkflowDirect®, incorporates process automation
* ASG-Cypress®, a modular document output and for integrating content with business processes, people

customer communication management suite that and computer systems, while coordinating, managing,

facilitates ingesting, composing, formatting, personalizing automating, and measuring content-centric processes

and distributing content to support physical and electronic independent of underlying applications.

communications.

ASG-Total Content Integrator™, which provides a unified,
federated, content aggregation and integration technology
for transparent search, discovery and presentation

of electronic documents, records and other content
anywhere in the enterprise.

S www.asg.com
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a Hytand Software solution

Hyland Software

For over 20 years, Hyland Software has helped our more than 11,500 lifetime customers by providing
real-world solutions to everyday business challenges. That dedication is why Hyland realizes double-
digit growth, and why 98 percent of our customer base continues to renew its annual maintenance. Our
customers see the ongoing value of partnering with Hyland and continue to work with us year after year.

Hyland’s enterprise content management (ECM) solution, OnBase, is one of the most flexible and
comprehensive ECM products on the market today. OnBase empowers users to grow their solutions as
needs change and business evolves. It is tailored for departments, but comprehensive for the enterprise,

-

designed to give you what you need today and evolve with you over time. For more information about
Hyland Software’s ECM solutions, please visit Hyland.com.

www.hyland.com
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K2

 Higher service levels by giving people the right information,
at the right time and with the authority to act.

* Increased responsiveness by eliminating indecision and
bottlenecks.

« Full visibility into trends and activities across your business,
everywhere K2 is used.

+ Flexibility to change your business software as quickly as
your business needs.

Use K2 to build and run business applications including

forms, workflow, data and reports. Across enterprises and

within departments, K2 customers are rapidly transforming

their companies with applications that connect people to

information and work, anywhere and at any time.

With K2’s visual tools, creating, launching and using the first

K2 application is a snap. Reusable components ensure the

next application delivers faster than ever before, and when

the business needs change, it's easy to update your K2 apps

to fit.

 Faster forms. More control. K2 provides a faster, easier
way to create forms for business applications. With our

N

We provide software that makes your people more effective. K2 quickly allocates work to the right people along with
all the information they need to make great decisions. With K2, you get:

~

ma
um K2

drag-and-drop tools, code isn’t necessary, and a powerful
rules framework allows you to stay in control.

« Deliver outcomes. Intuitively design workflows that connect
people to information and work — from basic task routing to
complex enterprise-wide solutions.

» One truth. Multiple sources. Use visual tools, not code, to
build reusable objects that use line-of-business and web-
based data, regardless of where it lives.

* Visibility matters. Get real-time insight into process
status and track the progress and performance of your
applications. Easily create reports that combine business
and workflow data.

Business applications with SharePoint

Use K2 to build powerful business applications that span
people, processes, enterprise systems, customers and

cloud. With K2 you can leverage your existing investment in
SharePoint to surface K2 applications, foster collaboration
and manage documents. And you don’t have to stop there —
you can surface those apps on any device, anywhere, with or
without SharePoint.

www.k2.com
J
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Kofax® plc

Kofax® plc (LSE: KFX) is a leading provider of innovative smart capture and process automation software and
solutions for the business critical First Mile™ of customer interactions. These begin with an organization’s systems
of engagement, which generate real time, information intensive communications from customers, and provide an
essential connection to their systems of record, which are typically large scale, rigid enterprise applications and
repositories not easily adapted to more contemporary technology. Success in the First Mile can dramatically improve
an organization’s customer experience and greatly reduce operating costs, thus driving increased competitiveness,
growth and profitability. Kofax software and solutions provide a rapid return on investment to more than 20,000 cus-
tomers in financial services, insurance, government, healthcare, business process outsourcing and other markets.
Kofax delivers these through its own sales and service organization, and a global network of more than 800 autho-
rized partners in more than 75 countries throughout the Americas, EMEA and Asia Pacific.

For more information, visit kofax.com.

www.kofax.com

-~

~

~

SpringCM is the leader in Content Cloud Services for the enterprise. We deliver Clearly More than cloud storage and
file sharing—we put content to work. Our applications help global brands and public agencies—Google, Facebook,
Entegris, and the Commonwealth of Virginia, among others—increase revenues, cut costs, mitigate risk, engage
employees, and delight customers. SpringCM offers Clearly More than consumer-class cloud storage and file shar-
ing applications like Dropbox, Box, and their clones. SpringCM also offers Clearly More than Documentum, FileNet,
SharePoint, and other old-school systems from the last century. That's because SpringCM applications are built for
business, automatically triggering content flows and managing content of all forms—including paper. And they're
built for the way teams work today, with cutting-edge mobile technology and automatic content synchronization.
When others reach their limits, we’re just getting started.

Organizations large and small use our applications to:

» Share and collaborate « Automate workflows
« Go mobile » Automate business processes
 Stay synced » Turn off old-school systems

» Get organized

SpringCM was founded by a team with deep expertise in the role content plays in the enterprise. We've spent the
last seven years and nearly $50 million building a comprehensive, business-class set of Content Cloud Services.
We've received broad recognition for what we deliver - from Gartner, Forrester, and a two-time winner of the SIIA
CODIE award for best content management application. We understand the cloud. We understand security. We
understand mobile. We understand scale. We understand business complexity. And we really understand content.

www.springcm.com
N pring >
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» Demonstrate Become a Certified Information Professional
ﬁo_gr at:l:_'ty tg There is a market need for information professionals.
bn ge 'l an Independent market research by AlIM confirms that senior
usiness executives find value in the certification of the information i |
professionals. § é
» Enhance = o
your value to P 61% of surveyed business executives would prefer g;- =
employers and consultants that hold the Certified Information ‘i @
clients Professional (CIP) designation E
> B it of P> 64% of business executives would prefer to hire a CIP @
ecome part o versus a non-certified candidate >
the next wave S

of information P 76% of business executives would pay a CIP a salary
management premium.

professionals
Email certification@aiim.org
www.aiim.org/certification
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The Global Community of
Information Professionals
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AlIM (www.aiim.org) has been an advocate and supporter of information professionals for 70 years. The
association mission is to ensure that information professionals understand the current and future challenges
of managing information assets in an era of social, mobile, cloud and big data. Founded in 1943, AlIM builds
on a strong heritage of research and member service. Today, AlIM is a global, non-profit organization that
provides independent research, education and certification programs to information professionals. AlIM
represents the entire information management community, with programs and content for practitioners,
technology suppliers, integrators and consultants.
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