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Automate Your Business Processes 
with the Digital Mailroom

Executive Summary  
Every day, organizations receive high volumes of various 

types of documents from different channels that launch 

or continue internal business processes. Reviewing 

and interpreting these documents, entering data from 

them, and forwarding them on to others for further 

processing consumes company time and resources, 

which increases operating costs and negatively impacts 

customer and supplier responsiveness. A digital mailroom 

powered by enterprise-level capture and business process 

management (BPM) technology solves these problems 

by converting incoming documents—whether originating 

from mail, fax, email, multi-function peripherals (MFPs), 

web portals, or mobile devices and tablets—into structured 

electronic information that feeds multiple business 

processes and systems across the enterprise. 

In almost every organization there are accounting, human 

resources, purchasing, contract management and 

customer service processes. In addition, there are vertical 

market-specific processes, such as insurance claims 

processing, mortgage processing, electronic health records 

management, new bank account opening, case 

management in government, and so on. Business process 

management (BPM) and dynamic case management 

(DCM) are used to orchestrate and automate the complex 

sequence of steps required to complete these processes, 

and these processes frequently require the capture of 

incoming business documents as part of the process. 

Capture Enabled BPM™ solutions capture and streamlines 

the flow of business critical information throughout an 

organization in a more accurate, timely and cost effective 

manner. This white paper overviews how Capture Enabled 

BPM can transform traditional incoming document 

reception and processing into an efficient ”digital 

mailroom” that helps organizations reduce costs, drive 

process efficiency, and improve customer service and 

market competitiveness to better grow their businesses.

“Employees read and assess the contents, 
then register and classify the content using 
their experience, thereby setting the processes 
of the organization in motion. That work can 
be automated… with the digital mailroom.” 
– Chris Bellekom, director of Document Management 
Services for the city of Gouda, The Netherlands

The Information Challenge 
While the optimum flow of vital information is one of the best 

ways to increase profitability and improve service levels, many 

organizations from virtually every sector face significant 

challenges in obtaining and disseminating information in the most 

timely, efficient and accurate manner possible. These are just a 

few scenarios which will sound familiar to many organizations:

• An insurance claim has been submitted, but it’s not yet in  

 the adjudication system. Customer service will not be able  

 to help when the customer calls. 

• A bank’s underwriting department is waiting for a customer  

 document to approve the mortgage loan. The customer sent  

 the fax successfully but it cannot be located, resulting in  

 delays. 

• An invoice has been received by the Accounts Payable  

 department but it is not being evaluated for payment.  

 Potential discounts are lost, and relationships with  

 vendors may suffer. 
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• A key position remains unfilled while Human Resources  

 waits for the hiring manager to sort through a backlog  

 of 200 resumes and provide feedback on each. 

• A customer wants to place an order but is withholding  

 it because there is an unanswered complaint sitting  

 in the mailroom. No one is even aware that the  

 problem exists.  

To avoid issues such as these, it’s vital that information 

required to start, continue or complete the process 

is captured right at the start, as soon as it is created, 

or whenever it enters the organization. Information is 

typically received on documents delivered in the mail to 

the corporate mailroom, via fax or to general purpose 

email in-boxes. In order to initiate or continue business 

processes each mail piece must be characterized by type 

and structured information must be extracted from it and 

delivered in the correct format to the correct process. 

Using manual labor to sort the mail and perform data 

entry is time consuming and prone to error, particularly 

when there is a high volume of mail every day.

Introducing the Digital Mailroom 
A digital mailroom solution automates the capture of all 

incoming mail, whether delivered on paper, in an email, 

via fax, or at the Point of Origination (MFP, web portal or 

mobile/tablet device), and delivers structured electronic 

information to business processes and systems. A digital 

mailroom solution replaces manual processes for manag-

ing high volumes of information from a wide variety of 

sources – it provides Touchless Processing via Advanced 

Recognition solutions that reduce the effort to understand 

incoming information and decide what to do with it and 

where to send it within the organization. A digital mail-

room automates the business processes associated with 

information capture – in short, CaptureEnabled BPM.

An effective digital mailroom solution must: 

• Capture all incoming mail, paper or electronic, from any  

 source, and convert it into a common electronic format  

 ready for delivery to business processes and systems; 

• Automatically classify all mail by document type so it  

 can be routed to the correct business process; 

• Automatically separate streams of loose scanned pages  

 into discrete documents; 

• Automatically extract structured electronic information  

 from each document to feed a business process; 

• Validate extracted information according to business  

 rules to purify it before it enters a business process; 

• Communicate with applications and devices to receive  

 and deliver alerts, notifications and updates to  

 employees, customers and suppliers; and 

• Deliver extracted information into any business process  

 and backend system, and automate that business   

 process from start to finish. 

Digital mailroom solutions must not be confused with 

departmental capture solutions that are designed to 

process only specific document types, such as forms 

and invoices. Departmental solutions won’t allow 

organizations to fully leverage the benefits of automation 

across multiple processes, and may result in the need 

for different solutions for different processes. In short, a 

digital mailroom solution provides true enterprise capture 

and business process automation capabilities.

By implementing a digital mailroom solution, organizations 

benefit from:

• Better customer and supplier service through  

 accelerated and more efficient inquiry handling; 

• Reduced processing costs through the elimination of  

 manual labor to sort incoming mail, extract information,  

 and route it to the correct personnel;   
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• Fewer processing exceptions through increased  

 information accuracy. Humans typically misclassify  

 1-in-20 documents, and manual data entry errors are  

 common; 

• Reduced risk of compliance failure through provision  

 of a single, secure auditable process for capture and  

 processing of all incoming mail;  

• Increased capacity through the reduction of manual  

 mail handling and routing, allowing organizations to 

 process more documents without increasing  

 headcount; and  

• Increased productivity through the reduction of mail  

 handling and routing, allowing knowledge workers to  

 focus on activities that align with strategic objectives,  

 such as customer and supplier service. 

With a digital mailroom these benefits are realized 

throughout the organization, as this white paper will dem-

onstrate. Payback from a high performing digital mailroom 

solution is typically achieved in less than one year. 

Key factors in determining the payback time include 

the number and quality of capture sources supported; 

the power, accuracy and ease of use of the automatic 

document classification, separation, recognition and 

validation technologies used to transform mail into 

structured electronic information; and the total cost of 

ownership required to automate the business processes 

that use this captured information. We will review of 

these factors in this white paper.

Multi-Channel Capture  
Today’s customers communicate in multiple ways, from 

multiple devices. To maximize customer responsiveness 

and minimize latency, the digital mailroom must be able to 

support the communication methods and devices that 

customers use most. Traditional mailrooms receive 

documents via mail, fax and email. More recently, however, 

we have seen an explosion of other devices used by 

customers, suppliers and field representatives, including 
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mobile devices and tablets, MFPs and self-service web 

portals. A customer might submit an insurance claim from 

home using a web portal; an employee in the field might 

send a proof of delivery document with their smart phone; 

and a branch office worker might scan a loan application on 

an MFP and send it to corporate. In all three cases, the 

capture process begins as soon as possible. 

Using these new devices to capture information at its 

Point of Origination as soon as it is available, rather than 

waiting for information to arrive, increases productivity and 

efficiency while minimizing costs. Because the information 

is instantly captured and automatically processed, Point 

of Origination capture requires less manual intervention, 

speeding the process and improving accuracy.

The most successful digital mailroom will capture 

information at the earliest possible point in the process, 

from many different sources, and provides the image 

cleanup and enhancements necessary for accurate 

document and data recognition later in the process.

Some Useful Definitions
Classification - TThe process of identifying the type of 

document, i.e. invoice, credit note, attachment etc. 

Separation - The process of identifying the boundaries 

between documents in a sequence of loose pages. 

Extraction (or indexing) - The process of locating and 

recognizing information from a document, including 

machine-print, hand-print, handwriting, barcodes and check 

marks. 

Validation - The process of verifying the correctness of 

extracted data using business rules, database lookups and 

human interaction. 

Structured vs. Unstructured 
Documents
Structured Document - A document where there are 

common features in the same locations across all examples 

of a given type. Those features could be the pre-printed 

items such as logos or boxes, pre-printed blocks of text, or 

text entered by the ‘user’ of the document. An application 

form is a good example of a structured document type, but 

documents like rental agreements where there are large 

fixed blocks of text are also good examples. 

Unstructured Document - A document where the common 

features across examples of a given type are in different 

locations. Typically information can only be extracted from 

such an unstructured document by analyzing the entire text 

content. Employment contracts are a good example of an 

unstructured document type since many examples from 

different sources contain the same boilerplate text but in 

different locations. Another example is a change of address 

letter since each example will contain similar terms like ‘old 

address’, ‘current address’, ‘new address’ etc. in the body of 

the text but they will be in different locations. 
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Classification and Recognition  
Technologies  
Character recognition technologies have been available 

for more than 30 years. At their heart lie algorithms that 

convert pictures (bitmaps) of individual characters on a 

scanned page into electronic text. Algorithms for process-

ing machine printed characters are called optical character 

recognition (OCR) algorithms, whereas those for process-

ing hand printed characters are called intelligent character 

recognition (ICR) algorithms. There is often a misconcep-

tion that OCR and ICR are the same as data extraction. 

OCR and ICR simply deliver the individual characters and 

words that are found on a document image. Informa-

tion extraction, on the other hand, associates the correct 

words with the correct metadata, such as determining that 

a particular piece of data is a customer reference number 

or a customer address. 

For structured documents with a known, fixed layout, such 

as bank account application forms or insurance claim forms, 

the location of each piece of required information is predict-

able, so information extraction depends on a form layout 

that tells the system where to find the information. 

However, for unstructured documents where the location 

of the required information varies between successive 

examples, such as invoices and sales orders, defining a 

layout for each different document becomes impractical. 

For documents with no predictable layout such as general 

correspondence, more advanced recognition methods are 

required to automatically locate and extract the required 

information from each document. 

The Advanced Recognition Revolution 

Advanced Recognition automatically extracts informa-

tion based on keywords, knowledge of the expected data 

format and, where possible, the data’s position relative to 

other data items. Advanced Recognition is a vital enabling  

technology for automatic extraction of unstructured 

documents since the variation makes defining document 

layouts impractical or impossible. 

The figure below shows two banking letters. Both contain 

pieces of customer information such as account number, 

name and address that are needed to allocate the letter 

to the correct customer account. However, in the first ex-

ample the account number is quoted on a separate line in 

the letter whereas in the second example it is buried with 

the text of the letter. Human beings use knowledge of the 

expected format of the account number in order to search 

the text and locate it on the letter regardless of its posi-

tion. Advanced Recognition techniques must use the same 

approach to achieve reliable extraction of the information 

but in order to be a practical solution for a large number of 

document types they must require a minimal amount of 

manual configuration. 

Modern Advanced Recognition technologies have made 

the classification and extraction of a wide range of 

documents practical and cost effective, delivering ROI to 

thousands of organizations around the world, and making 

digital mailroom solutions a reality. The most vital capture 

technology elements for a successful implementation of a 

digital mailroom are:

• Document classification based on document layout and  

 text content, or a combination of the two; 

• Automatic document separation that can be easily  

 modified by the user; 

• Learn-by-example technologies that can be trained  

 rapidly on each document type and continue to learn  

 on-the-fly as documents are processed in production; and 

• Easy to use Validation of extracted data by the operator,  

 and against customer databases in a fault-tolerant or  

 fuzzy manner. 
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Document Classification 

Document classification is a necessary first step in order 

to understand which business process, or processes, to 

send an incoming piece of mail to, and which set of data 

to extract. There are two approaches to classifying a docu-

ment –layout-based and text content-based. Having both 

approaches is vital for mailroom applications due to the 

wide range of documents that are received. 

Layout classification uses analysis of the position of boxes, 

fixed blocks of text and lines on a document to determine 

its type. This technology applies to scanned document 

images and is used for structured documents such as ap-

plication forms. It is also used for unstructured documents 

such as invoices from the same supplier where there 

are repeated layouts. Layout classification is tolerant to 

skew, shifting and stretching of the document within the 

image. The technology is also able to analyze the whole 

document or focus on specific areas, for example when 

revisions of an application form must be detected and 

classified separately. 

Content classification uses the text content of the docu-

ment to determine its type. This is the only approach that 

will work with unstructured documents such as letters, 

where humans could only determine document type by 

reading the document. As with layout classification, this 

technology applies to scanned images, but it is also used 

for electronic documents. It requires a full-page recogni-

tion of the document as a pre-processing step, and must 

be able to reject text that is not indicative of or unique to 

the document type. Content classification is tolerant to 

natural variations in terminology, for example ‘change my 

address,’ ‘change of address’ and so on. 

Often it is most efficient to classify documents by using 

multiple steps – so called hierarchical classification. When 

humans classify a document they typical work in stages 

in order to achieve the required granularity, using a rough 

sort first to put documents into high level classes and then 

splitting and refining each class into further sub-classes 

based on more detailed analysis. The result is a more ac-

curate classification of each document. Digital mailrooms 
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must take the same multi-stage, hierarchical approach to 

achieve high classification rates on a wide and complex 

document set. A typical scheme is shown below. In the first 

stage documents are classified as ‘form’ , ‘invoice’ or ‘letter’, 

then the forms are split into ‘form type A’, ‘form type B’ and 

so on, invoices are split by supplier and letters are split into 

‘complaint,’ ‘inquiry,’ ‘change of address’ and so on. 

Document Separation 

Document separation is the process of identifying the 

boundaries between documents in a sequence of loose 

pages. Determining where one document stops and 

another starts is key to correctly classifying documents. 

Without automatic document separation, a capture system 

would have to accept pre-separated documents as input, or 

require manually placed separator sheets or barcode labels 

to do the separation. With many document types entering 

the mailroom, this manual separation can get costly. 

An Advanced Recognition capture system allows for 

automatic document separation of any document entering 

the mailroom, whether structured forms, semi-structured 

documents like invoices, or completely unstructured 

correspondence letters. Most structured documents, 

for example application forms, have a fixed length and 

consistent, easily recognizable content and layout for the 

first page, making document separation straightforward 

and highly accurate. 

In a mailroom setting, automatic document separation 

must also account for documents with little to no 

structure, like contracts and correspondence letters. These 

documents vary in length, and first pages vary in content 

and layout, making automatic document separation 

challenging. A training algorithm must be employed to 

teach the system to recognize typical first page, middle 

page, and last page content for each document type. Any 

kind of rules approach to document separation quickly 

becomes unwieldy as documents change over time, and 

new documents are introduced. 

With automatic document separation, each page is 

analyzed in context with its neighboring pages to 

determine the most likely document boundary, using both 

content and layout based techniques. At times, a capture 

system operator will need to intervene to assist in this 
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John Smith
12345 Anytown Blvd
Anytown, CA  11111]

January 17, 2012 

To whom it may concern

ABC Company
112233 Elm St.]
New York, NY  12345

Dear Sirs :

I am writing to request documents that will assist me in my genealogy research. I would 
like the newspaper obituaries for my grandfather and my great-grandmother, both of 
whom died in Mendon, Ohio, and are buried in the Main Street Cemetery. My relatives’ 
birth names, birth dates, and death dates are listed below. 

Stefan Delmarco 
Born in Harrisburg, Pennsylvania, about 1850 
Died March 12, 1892, in Mendon, Ohio 

Birgit Seidl 
Born in Germany about 1830 
Died December 9, 1900, in Mendon, Ohio 

I have enclosed a self-addressed, stamped envelope and a check for $10.00 to cover 
research and copying costs. If this amount is not sufficient, please let me know, and I will 
send a check to cover the additional cost. If my check exceeds the amount you normally 
charge, please consider the leftover funds a donation. 

Thank you for your time in considering my request. I look forward to hearing from you. 

Sincerely,

John Smith

Enclosure
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document separation if confidence levels do not meet 

pre-determined thresholds. These users require certain 

capabilities in order to accurately and efficiently review 

and correct document boundaries and batch structure, 

including the ability to move, copy, merge and split pages. 

In addition to minimizing document preparation costs, 

automated document separation results in higher 

document classification, which in turn results in more 

accurate extraction, leading to less keying and improved 

customer ROI. Extraction can be further optimized 

through automatic batch restructuring, for instance to 

sort documents by type so the keying operator can get 

into a keying rhythm, or to move all attachments to the 

end of the batch if they do not require keying. The ability 

to automatically separate documents and efficiently 

correct separation errors contributes greatly to the overall 

effectiveness of a capture system implementation. 

Learn-by-example and online learning 

The use of learn-by-example technologies for document 

classification, separation and document extraction is 

essential to providing an accurate and easy to use 

solution. For documents with varying formats such as 

invoices, the traditional approach is to use rules to classify 

the document or to locate data based on the presence of 

keywords, phrases or graphical features on the document. 

However, as the number and complexity of document 

types increases, rules are difficult to configure and to 

maintain, making it difficult for IT and AP staff to change 

the system to handle new document types quickly and 

efficiently. In many cases, rules mean programming or 

complex testing, adjustments and re-testing. 

For instance, consider the problem of locating an invoice 

number by searching for one of a list of possible data 

labels near the number. There are many such labels— 

Invoice Number, Invoice No, Inv. No., Invoice Num., 

Invoice # and so on—but no list can completely cover 

all the possibilities. If a particular supplier’s invoice 

includes a new phrase, then this needs to be added 

to the list. Every time the list of phrases changes, the 

system’s performance must be retested and there may 

be unforeseen effects. The issue is exacerbated when 

multiple languages are involved. 

In contrast, learn-by-example techniques automatically 

learn the key features of each document type through a 

training process which involves gathering samples and 

“showing” the system which documents fall into which 

class. Once the key features have been learned for a 

sufficiently broad set of documents, previously unseen 

documents can be classified, separated and extracted to a 

high degree of accuracy. No manual extraction of keywords, 

key phrases or document features is required, so the 

configuration process is quicker and less error prone. 

Learn-by-example does more than remember where 

the data is for each document, sometimes called auto-
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templating, which is insufficient in applications with 

many very similar layouts, as is the case with invoices. 

This approach also cannot be used for documents with 

no fixed layout like letters, limiting auto-templating’s 

usefulness in real-life applications. 

To maintain system performance and deliver a low cost of 

ownership after the capture project is launched into pro-

duction, it is vital that learning continue as documents are 

processed. Online learning technology allows new docu-

ment types to be incorporated into the solution without 

having to take the capture system offline. For example, 

it should be possible to add the layout of invoices from a 

new supplier or form version and to increase the accuracy 

of extraction for a known supplier or form. Such learning is 

impossible with static template or rules based extraction 

solutions; templates and rules do not get updated unless a 

human intervenes to make changes and improvements. 

The learning process needs to be simple and straightfor-

ward. Learning is triggered once all data on a document 

has been extracted and validated. The validation operator 

can tag individual documents for learning or send all docu-

ments by default. Training commits the details of the docu-

ment to a knowledge base so they can be used to classify 

and extract documents of the same type when the next 

batch is processed. 

While learning is an ideal way to minimize ongoing mainte-

nance costs, the enterprise capture system must utilize it 

intelligently. In particular, tolerance of training errors is vital 

because operators who process large volumes of docu-

ments are prone to making mistakes. For instance, they 

may misidentify the subtotal on an invoice as the grand 

total. Robust learning technologies require that a field 

is trained twice before the learning is committed to the 

knowledge base, so sporadic errors are filtered out and 

classification and extraction accuracy is maintained. 

Data Validation 

TThe process of verifying the correctness of extracted 

data using business rules, database lookups and human 

interaction is known as Data Validation. An effective 

Advanced Recognition capture system for the mailroom 

must allow for highly accurate, highly efficient, easy-to-

use data review and correction by multiple operators, 

from any location. 

Allowing multiple users to validate data increases data 

accuracy, increases efficiency, and is important when 

handling sensitive data, for example finance, healthcare 

and government documents. One set of users can 

specialize in keying single character OCR rejects from 

a form for speed and efficiency; for maximum data 

accuracy, another set of users can double-key extracted 

data, step through and confirm or edit existing data, or 

simply read through previously entered data. This “multi-

user validation” is vital for ensuring the correctness of 

critical data such as loan or deposit amounts, and reduces 

costs and delays that would otherwise result from 

downstream processing errors. Multi-user validation also 

increases data security. Highly sensitive data fields can be 

assigned to trusted users, while less sensitive data fields 

can be keyed by general, entry-level personnel. 

Usability of the validation interface is an often overlooked 

factor in measuring a capture system’s return on 

investment. The interface must appear modern and 

conform to common UI standards, be intuitive and easy 

to use and allow for customizations to suit individual 

users and user groups, and provide fast keying, inter-field 

and inter-page response times. The better the keying 

operator’s experience, the more document throughput will 

be achieved, increasing overall return on investment. 

Return on investment also improves when low-cost 

operators in remote locations can be deployed for data 
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validation and verification. This requires the use of a web-

deployable thin Validation client. Thin client validation and 

verification allows extracted data to be reviewed over 

the internet using a web browser—no local software is 

required, so deployment and support costs are lowered. 

Remote applications can be rapidly deployed by making a 

URL and login available to the remote team, and they can 

start validating or verifying batches immediately. Remote 

Validation helps lower labor costs and leverage local 

resources and language skills. 

Finally, the capture system must also allow for validation 

against databases, both for comparison and for pre-

population of field data. This saves an enormous amount 

of time correcting erroneous recognition data, and 

entering new data. For example, extracting the purchase 

order number from an invoice and cross-referencing to 

an ERP system can pre-populate the remaining fields, 

allowing the operator to just skip over them. For more 

complex scenarios, the Advanced Recognition capture 

system provides a robust and accurate way of searching 

and matching customer and supplier details contained 

in documents to corporate databases. As a result, the 

sender of the document can be reliably identified and the 

document can be sent to the correct workflow process 

with the correct information extracted – with no need 

to perform manual matching on screen. The recognition 

results do not have to be perfect, either. The imperfect 

text can be matched to the database in a fuzzy way that 

accounts for errors, producing a list of possible matches. 

If the best match is clear then the data is extracted 

automatically and fed to the downstream process. If it is 

not clear then an operator simply has to pick the correct 

match from a drop down list. 

 
 

Case Study: Advanced Recognition for 
the Mailroom  
The Office of Recovery Services (ORS) is an agency 

located within the Utah Department of Human Services 

that administers the state Child Support Services, 

Children in Care Collections and Medicaid Collections 

programs. 

ORS manages more than 90,000 child support case files, 

and receives 80,000 pieces of new mail each month that 

need to be distributed to case workers located throughout 

the state of Utah. Lost files, missing files, and information 

and workers spread across the state made quick and easy 

access an increasingly difficult challenge. ORS sought 

a technology solution that would allow it to digitize its 

case files and make them centrally available electronically 

throughout the agency, and as a result, allow it to increase 

customer service levels and process cases more quickly. 

ORS implemented a digital mailroom solution that allowed 

the organization to proactively capture all new documents 

received in the front office in the form of inbound mail. 

ORS uses the solution to digitally process and distribute 

more than 80,000 pieces of mail per month. Now when 

mail arrives at 5 a.m., it can be quickly scanned and 

distributed electronically throughout the state, as well as 

to select virtual home offices, often, by 8 a.m. that same 

morning. Previously, the process took more than 24 hours 

using manual paper distribution within an office and up to 

a week if the document had to move to a different office 

throughout the state. 

This is an important benefit that allows for greater 

productivity across the organization. For example, case 

workers have a specific timeframe within which they 

must open a new case. The electronic mail distribution 

automates the process and as a result, case workers 

can meet this window of time and open new cases 
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much more quickly than before – all without spending 

time researching or looking for documents and files. In 

addition, the solution has helped address the situation 

of lost mail as there is a way to track it and assign 

accountability to prove it was delivered. In return, ORS 

is able to better address customer inquiries as their 

customer service units can quickly access relevant 

documentation electronically. 

ORS also undertook a back record conversion project 

to digitize existing records representing 90,000 

child support cases in the state, which translate to 

approximately 6-7 million pages of paper documents. 

This project utilizes the same capture, classification 

and recognition technology as the digital mailroom. 

Previously, these files were stored across several 

office locations throughout the state in filing cabinets, 

which took up much needed office space and created 

challenges when records needed to be accessed by 

case workers or attorneys at a moment’s notice. With 

digitization, case workers no longer need to retrieve 

paper files to complete their work. Previously, the 

documents were stored in filing cabinets, so if one 

employee pulled the file, it wasn’t available for the next. 

Now that they are all electronic, multiple employees can 

work on the same case at the same time, helping to 

increase productivity and better serve customers. ORS is 

now 100% digital. 

The ability to digitize ORS’ documents was also 

important for attorneys conducting research for court 

hearings, a common occurrence in child support cases. 

Often, these cases must remain open for long periods of 

time. If a paper document or file goes missing, it could 

result in the delay of a court trial and as a result, a delay 

in support payments to children in need. Attorneys now 

can use a wireless laptop during a hearing to download 

entire files instantaneously from the courtroom. The 

immediate access to information creates efficiencies 

once considered unachievable.

Capture Enabled BPM 

Now that the data has been perfected and verified in 

Validation, it is ready to be used in the overall business 

process. Automating information capture is only one half 

of the digital mailroom – the other is automating the 

business process that uses the captured data. The digital 

mailroom must enable organizations to design powerful, 

flexible business processes to instantly and automatically 

deliver high-quality, purified information into applications, 

repositories and workflows, across the entire enterprise. 

The capture component of the business process makes 

purified data available to the right people, processes or 

devices at the right time, in the right format in order to 

initiate or continue the process.

Why automate business processes? Efficient, automated 

business processes improve organizational productivity, 

which overcome the challenges of manual, labor 

intensive tasks. But creating an efficient process can 

be challenging. Each step of a business process can 

contain a complex combination of internally and externally 

generated information, plus human interactions and 

decisions, and the resulting output can affect countless 

subsequent tasks and processes throughout the 

business. The detail of each organization’s individual 

business processes makes them difficult to improve and 

optimize. This often results in the creation of temporary 

workarounds with limited consideration of longer term, 

strategic process improvement and information access 

across the entire organization. The net result: incomplete 

information, inaccurate decisions, inefficient workflows, 

increased errors and higher costs.
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Business process automation can be segmented into 

two broad areas: BPM and DCM. According to 

Association for Information and Image Management 

AIIM, BPM is a way of looking at and then controlling the 

processes that are present in an organization.1 It 

combines technical tools and management discipline to 

improve how is work done, resulting in highly automated 

processes that help people provide better products and 

service and deliver better business results. DCM, on the 

other hand, is a collaborative, dynamic, and information-

intensive process that is driven by outside events and 

requires incremental and progressive responses from the 

business domain handling the case. Examples of case 

folders include a patient record, a lawsuit, an insurance 

claim, or a contract, and the case folder would include all 

the documents, data, collaboration artifacts, policies, 

rules, analytics, and other information needed to process 

and manage the case.2 

Using BPM and DCM, the flow of information can 

be automated and managed throughout the entire 

customer engagement lifecycle, from onboarding (e.g. 

a new account opening or admissions application) to 

order transaction (e.g. loan underwriting or insurance 

claims processing) through to customer service and 

correspondence (e.g. portfolio management or customer 

complaints). In DCM, increased access to purified 

information enables knowledge workers to make faster, 

more informed decisions and better handle exceptions 

and discrepancies in captured content. This in turn 

creates more fluid, efficient and dynamic processes. 

By streamlining the flow of business critical information 

throughout the organization in a more accurate, timely 

and cost effective manner, organizations can be more 

responsive to their constituents, gain a competitive 

advantage and better grow their businesses.

Capture Enabled BPM systems must deliver these key 

components for effective process automation:

•	Support All Aspects of BPM: System should include 

capabilities like process design, execution, monitoring 

and optimization 

•	Single Platform for BPM/DCM: System should support 

both predictable processes (BPM) and unpredictable 

processes (Dynamic Case Management) in a single 

platform  

•	Easy to Configure and Maintain: System should take 

days or weeks, not months, to configure, and should be 

easily updated when processes inevitably change

•	Enterprise Ready: System should allow processes to 

be easily used with other enterprise systems used by 

knowledge workers, including CRM, ECM, email and IM

•	 Capture System Integration: System should tightly 

integrate all capture aspects (for example: extract, 

validate) for use as discrete steps in the defined 

business process

A comprehensive, single platform, capture-integrated, 

enterprise-ready BPM system that is easy to configure 

and maintain will provide the level of process automation 

required for a state-of-the-art digital mailroom. 

1 What is Business Process Management, AIIM (http://www.aiim.org/what-is- 

 bpm-business-process-management)

2 Dynamic Case Management — An Old Idea Catches New Fire, Craig Le Clair  

 and Connie Moore, Forrester Research, Inc., December 2009
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Follow us:

Is a Digital Mailroom for You? 

Multi-Channel Capture, Advanced Recognition 

technologies, and BPM/DCM have made digital mailroom 

solutions practical and cost effective, and are delivering 

ROI to organizations around the world. Before 

implementing solutions, these organizations had 

identified one or more of the following challenges: 

•	Poor customer and supplier service caused by slow 

ingestion of incoming documents into business 

processes, and slow execution of those business 

processes. 

•	High document sorting and data entry costs, either in 

the mailroom or at a departmental level. 

•	High exposure to compliance risk arising from data 

security issues and lack of audit trails from process 

start-to-finish, particularly as a result of handling paper 

documents throughout the lifecycle of a process. 

•	High on-site document storage costs resulting from 

high volumes of incoming paper mail, high real-estate 

costs and long-term document retention requirements. 

If you currently experience similar issues, there is a good 

chance that automating the capture and processing of 

incoming mail will enable you to drive process efficiency, 

create competitive advantage and reduce costs. 

About Kofax 

Kofax plc (LSE: KFX) is a leading provider of Capture 

Enabled BPM™ solutions. These award winning solutions 

capture and streamline the flow of business critical 

information throughout an organization in a more accurate, 

timely and cost effective manner, enabling our customers 

to be more responsive to their constituents and better 

grow their businesses. Kofax solutions provide a rapid 

return on investment to thousands of customers in 

banking, insurance, government, healthcare, business 

process outsourcing and other markets. Kofax delivers 

these solutions through its own sales and service 

organization, and a global network of more than 800 

authorized partners in more than 70 countries throughout 

the Americas, EMEA and Asia Pacific. For more 

information, visit kofax.com. 

For more information, visit www.kofax.com.
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