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Introduction & KEY Findings
Introduction
As private and public organizations move to adopt and implement
the latest technologies to build out their information management
ecosystems and digitally transform their operational processes, there
are challenges to be overcome in extending the capabilities—
once confined to the desktop—beyond the corporate walls to
comprehensive transactional processes.
When considering progress toward digitally transforming business
organizations, fifty-five percent of the folks we polled seem to be bound
by cost and productivity as a key driver, indicating that, though these
are valid reasons, they are more tactical than strategic. Conversely,
fifty-three percent of respondents appear to be more forward thinking
in their digital transformation efforts, citing better ways to improve their
information sharing and collaboration capabilities as a key driver. This
could be viewed as a dividing line between the Trailblazers who typically
look ahead even in times when tactical efforts are required, and those
who are Citizens in a sort of neutral position, or Outlanders who are
really lagging behind in their digital transformation efforts.
It is important to remember that “digital transformation” involves more
than just technology. The people and process elements are also
vital to successful digital transformation. Our survey bears this out, with
seventy-one percent of respondents indicating that governance has
an important role in digital transformation, especially where cloud use
is concerned. They contend that, without governance of some sort,
cloud use would become a chaotic mess as workers are left to their
own devices. We also found that the human factor remains the most
challenging element for project success.
Respondees were asked to assess their digital transformation status
against several factors: being paperless, using multi-channel inbound
capture, and the impact digital transformation will have on individuals,
business organizations, and operational processes. What we found
is that there is progressive movement, albeit not the hockey stick
inclination hoped for, but movement nonetheless.

Some of the terms used in this report include:
IM: Information Management
ECM: Enterprise Content Management
ERM: Electronic Records Management
DAM: Digital Asset Management

IG: Information Governance
DM: Document Management
CA: Content Analytics
DT: Digital Transformation

Persona used include:

n Trailblazer – Exceptional capabilities; ahead of the pack in respective
market space or among peer groups
n Citizen – Average capabilities; on an equal level compared to
competition and peer groups
n Outlander – Below average capabilities; behind the times, typically
waiting until the last minute to implement change

Key Findings
In General
n Twenty-four percent of respondents report that many of their

processes are completely digital. Twenty-six percent are integrating
projects across departments.

n Fifty-five percent of respondents cite costs and productivity as their
biggest driver for Digital Transformation. Fifty-three cite improved
information sharing and collaboration.

n Twenty-nine percent of respondents are formulating Information

Governance (IG) policies for decision making with 27% indicating
they make decisions based upon their established IG policies.
Twenty-eight percent say they have no accepted IG policies.

n Chaos is the description used by 23% of respondents in relation

to governance and management of multi-channel inbound
information. For 24%, they see themselves as having well defined
practices with 23% indicating they use a value-based approach to
selective archiving.

n Outlander is the label 29% of respondents placed upon themselves
in relation to cloud migration. When it comes to implementing new
systems and processes, 25% call themselves Trailblazers, as do 23%
with regard to mobile and remote access improvements.
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KEY Findings
Infrastructure

Social, Cloud, and Analytics

n Enhanced automated processes and workflows are in place

n When looking at cloud use in an organization, 68% of respondents

among 18% of respondents with an additional 42% citing they are
in the process of doing so. When looking at cloud deployment, 25%
say they have done so to a degree, while 30% say they are in the
process of cloud deployment.

n When asked about mobile use for information access, business
applications, and process interactions, 39% of respondents see
themselves as Trailblazers in their personal lives and 31% in their
business lives. Regarding businesses, 31% see their businesses as
Outlanders company-wide and 24% at the departmental level.

n When it comes to mobile device capabilities, 21% say they are
Trailblazers in process approvals on mobile. Looking at digital
signing on mobile devices, 52% see themselves as Outlanders.

are personally using cloud for business. Interestingly, 38% indicate
there is no cloud across the enterprise and 33% say no cloud
departmentally.

n Turning our attention to cloud deployment within an organization,
21% say they are still experimenting with various options. 17% say
they are using a hybrid approach between small cloud (12%) and
large cloud (5%) deployments.

n Regarding hosting or deployment methods, 21% indicate
preferences to private cloud hosted within their data center.
Fifteen percent say they prefer an outsourced private cloud with 13%
indicating a multi-tenant public cloud preference if provided by their
current ECM provider.

Process

Opinions and Spend

n When considering use of automated recognition and routing,

n Forty-three percent agree that the term ECM no longer applies

43% of respondents position themselves as Outlanders. Twenty-two
percent see themselves as Trailblazers in capturing data closer to the
customer with 23% saying they are ahead of the pack – Trailblazers regarding paper-free process.

n Focusing on multi-point capture and workflow, 19% consider
themselves as Trailblazers in this area. When it comes to mobile
capture, 34% see themselves as Outlanders.

n Not everyone is dependent upon information management systems
according to a mere 27% who say 100% of their office/knowledge
workers are. Collaboration tool dependence is the case for 16%,
while 12% rely heavily on workflow systems.

and is limiting. Seventy-one percent say no information governance
for cloud will replicate current file-share chaos and that email is still
their biggest problem.

n The human factor seems to remain the biggest challenge to
project success followed by costs and budgets. Only 20% plan to
spend more in the next 12 months on external training.

n Analytics seems to have the greatest focus over the next 12
months with an indicated increase of spending by 46% of
respondents. This is followed by cloud with 33% indicating spend
increases and 29% showing planned spend increases for workflow
and auto-classification tools.

n Serious disruption in business would occur within 15 minutes if
a major outage were to happen with their content application
according to 12% of respondents. Expanding this to a one-hour
period, this number increases to 33% of respondents.
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My organizaon
does not understand
the term Digital
Other, 2% Transformaon, 5%

Discussing Digital Transformation
In General
When discussing digital transformation, it is best to expand one’s view
and horizon by looking at digital transformation as a journey rather than
a project. Along the journey’s path are mile markers to reach that serve
to guide us toward our ultimate destination or goal in the transformation
process. As the landscape changes due to business climate or imposed
regulation, the path will take twists and turns toward the destination.
For many of our respondents, the journey is underway with twenty-four
percent of respondents reporting that many of their operational processes
have been digitized. Twenty-six percent of our respondents indicate that
they are in fact taking a more holistic approach to digital transformation,
integrating their projects across departments, creating a more integrated
information ecosystem and breaking down the information silos.
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plans in place to
move the
organizaon
forward, 5%

Many of our
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processes are now
completely digital,
We plan to begin
24%
moving we
in this
Turning attention
toward what is driving digital transformation,
find
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with a
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focus
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with
global DT
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3% twenty-two percent citing enhanced innovation
We havecapabilities
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running at the
Completed
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Citizen-like focus on the traditional costs and productivity
aspect as
a
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level,
regional DT
19%
driver.
(Figure
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1%2)

This isCompleted
not to say
a that cost and productivity are wrong, as they certainly are
DT true as being valid. What I am suggesting
We are currently
notdepartmental
and still hold
here is that
project, 3%
integrang projects
even with these as the core driver, there should across
be
some
attention
departments, 26%given
to the road ahead and how the steps taken today support the overall
journey and align with the target for the future.
Figure 2: When you consider Digital Transformation related projects, what is
the most significant business driver for your organization?

As with any transformative process, there is a subset of Outlanders who
indicate they have not begun to take this journey for reasons of not
understanding the term or concept of digital transformation (5%), or just
simply do not have plans in place at this time to move their organizations
toward digital transformation (5%) as shown in Figure 1.
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Figure 1: How would you best characterize your organization’s journey
in relation to Digital Transformation?
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Looking at the impact of information governance in relation to decisions
surrounding digital transformation, we find that twenty-seven percent
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only eighteen percent of respondents reported their ECM/IM decisions
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were based on agreed upon IG strategies, an indication that business
organizations are accepting the role IG plays in developing and driving
the overall IM strategy across the enterprise.
Figure 3: To what extent are your organization’s Digital Transformation
decisions driven by a set of agreed upon and supported Information
Governance policies?
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So, while
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business
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inbound
a state of chaos where the user community is
left to their own devices regarding the choice of archiving locations and
deletion policies. (Figure 4)
Figure 4: How would you describe the governance and
management of multi-channel inbound information
in your organization?
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Knowing the drivers how decisions are made, and understanding
the current state of governance and information management is
one thing, but having focus
is another.
0% on the
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Discussing Digital Transformation
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that
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Figure 6: Which department is driving your organization’s
Digital Transformation projects?
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Management,
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Figure 5: Which of the following describe your organization’s biggest
Digital Transformation focus?
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Customer
Support, 1%

100%

Looking to implement a series of new
systems and processes

Other, 3%
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Service, 1%
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We have identified the perceptions surrounding drivers, focus, and
status of digital transformation within the enterprise, but who is the
driving force within the business organization? Who is behind moving
the organization along the journey’s path to reach that desired
destination and point where operations, information, and interactions
have reached the complete digital state?
For thirty-nine percent of our respondents it is IT and IT services pushing
for digital transformation, while for thirty-one percent, the corporate
executives are driving it. Surprisingly, only ten percent indicate it is
records and information management at the helm of their digital
transformation journey. (Figure 6)
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Information Management Practices
Putting The Pieces Together
There is definite indication of improvement and forward motion
related to digital transformation as seen in the number or
organizations completing the digital transformation of their
operational processes and active integration of projects across
departments, where once they would have been siloed.
There is still a substantial amount of chaos within these organizations
regarding how multi-channel inbound information is governed
and managed, indicating these organizations are likely in a more
reactive mode than strategic outlook for the future. Organizations
who lean toward being Trailblazers are taking a proactive position
to eliminate chaotic environments by implementing new systems,
processes and mobile/remote access capabilities.
Although nearly a third of respondents indicate they are still
struggling with migrating information to the cloud as part of the
overall transformation process—which could be due to a lack of
confidence in cloud applications, or a vague understanding of
how cloud can fit into the larger picture—there is great opportunity
to extend and enhance the information ecosystem using cloud
applications.
The fact that IT and IT services along with executive levels are
driving these initiatives shows support from both the business and
technology sides of an organization, which could also serve as the
reason we see a split in the drivers for digital transformation between
productivity and costs where business side executives tend to focus,
and collaborative information sharing where technology tends to
focus.
The digital transformation journey should be seen as a team effort
of choosing the destination, planning the route to take, assessing
the tools needed, and moving the organization along the path in
a unified way. Executives, IT, Records/Information managers and a
cross section of the user community should be involved to establish
a unified vision, determine the goals (mile markers along the
journey’s path), and prepare to eliminate the barriers to completing
the journey.

Information Management
Practices
As mentioned previously, the digital transformation journey is made
up of many elements. One of which is the way organizations
manage their information—often called information management
practices. I like the term practices as it infers a never ending quest
for perfection. Think of it from the perspective of musicians or
sports players who practice to sharpen their skills. This is also true of
information professionals who use their skills, assess how effective
they are, readjust how they implement or execute and begin the
process over again.
The range of activities related to information management practices
often includes the ability to not only search for but also find content,
secure and control information/content and access to it, eliminating
ROT (Redundant, Outdated, Trivial) information, and meeting
compliance requirements.
When we asked our respondents about their experiences in these
areas, we also asked them to choose their position as a Trailblazer,
Citizen, or Outlander. Forty-three percent see themselves as
Outlanders when it comes to eliminating content duplication,
indicating there is a lot of redundancy in their organizations. When
focusing on securing content and controlling access to it, thirtythree percent of our respondents feel they are Trailblazers as do
thirty percent in relation to meeting their compliance requirements.
(Figure 7)
So it stands to reason that stronger security and access control will
support and strengthen an organization in meeting their compliance
requirements – an area many organizations are beginning to
realize is a much needed element in moving along the digital
transformation journey.
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Figure 7: How would you describe your organization’s experience
in relation to the following business issues?
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Having sound practices and having an understanding of your capabilities
in those areas is a great beginning, but there also needs to be an
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Not surprisingly, office applications top the list, but looking beyond
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tools. (Figure 8) So it appears that for many
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We know that in today’s fast paced world of business, content creation
is often a collaborative effort involving several participants who serve to
contribute, review, refine, and approve business related content. So as
Draed and
parts of the content
creation
practice, not only are the creation tools
distributed
by email
for review/approval,
themselves important,
so too are the tools used to collaborate among the
Collabora ve team
52%
effort using a shared
participants across the enterprise.

document (Secured)
43%

This turns our attention to some of the methods and practices organizations
use to conduct these activities throughout the content lifecycle. When
Draed then shared from a central
loca on for comment/review/approval, 47%
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WIKIemail
Tools is still so widely used is concerning on several fronts.
The fact that
ernet of ThingsThere
(Security
access
devices,
is risk of emails being shared with unauthorized personnel, growing
ces, HVAC Controls, U lity meters, etc.)
numbersCAD/GIS
of copies—attachments—that
not only cause administration
tools

issues but also increase vulnerability of non-compliance and costs in
times of litigation and audit where all of this information must be found
Other
and presented.
Trailblazers look forward to the concept of single source
collaboration ideally in ways that are secure and controlled.

DITA/XML authoring tools

Figure 9: Which of the following methods does your organization/
department mostly use for content creation?
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into authoring/publica
court and had to
you,
and
onsdefend your disposition policies, could
document (Open),
team,
17%
would your
practices
stand up to the test? This is not only in reference
29% to
records where governance and guidelines are typically well defined but
all information regardless of where it resides.
Draed
We asked
our and
respondents to rate their organizations in defensible
distributed by email
for review/approval,
disposition
across the enterprise and repositories including file-shares,
Collabora ve team
52%
ERM systems,
email, and even paper. When looking at ERM effort
twenty-five
using a shared
document
(Secured),
percent see their organizations as Trailblazers, while twenty-three
percent
43%
rate themselves the same for email. (Figure 10)

Looking at file-shares, twenty-six percent indicate they are Outlanders
Draed
then shared
a central practices in that
and would have challenges
defending
theirfrom
disposition
loca on for comment/review/approval, 47%
area while twenty-one percent say they are Trailblazers. (Figure 10)
Figure 10: How do you perceive your organization’s ability to defend
in court, the deletion/disposition of information
from the following?
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Information management practices must consider the entire lifecycle
from creation to disposition and everything in between. We talked
about the beginning,
let’s talk about
end of the80%
lifecycle100%
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defensible disposition practices. In other words, if you were brought
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Infrastructure
Putting The Pieces Together
Information management practices are essential and should be
considered part of the overall operations of a business organization.
The same as planning a journey, there must be a plan and procedural
guidelines related to information throughout the lifecycle—from creation
to disposition. Many organizations miss the mark or fall short by placing
this at a lower level than technology, or not on an equal level as records,
since non-records are often considered works in progress and not a risk
factor.
Information of every sort, regardless of what it is, takes time, resources,
and effort to manage properly. When there are multiple copies of
information—note I did not say versions because that would imply
some sort of control—it is difficult to know which is the most accurate. In
times of litigation and discovery when every piece of information must
be located, identified, and presented, the costs could be substantial,
especially if every user inbox, every USB and mobile device, and in
some cases personal devices when they are used for business as well as
privately, must be found, searched and documented.
Trailblazers understand the importance and benefits of standardized
practices. They implement secure, single source collaboration
environments where creation, management, and archiving or disposition
can take place in a controlled way without impeding innovation.

Infrastructure
In order for our digital transformation journey to proceed, there must be some
sort of infrastructure in place to help us keep on track and reach our
destination—this is our information ecosystem. It can be made up of on-premise
systems, cloud applications, and extends our reach through mobile device use.
When we asked about current and planned infrastructure looking out over a twoyear period, fifty-five percent of respondents indicate they have (25%) or
are in the process (30%) of beginning or expanding their cloud deployments.
Sixty percent have (18%) or are in the process (42%) of enhancing their
automated processes and workflows. Surprisingly, in this day of consumable and
online applications and outsourced services, sixty-one percent of respondents
say it is not even on their scope to outsource managed content services for any
of their DM or RM functions. (Figure 11)
Also of note is that forty-eight percent of respondents say they currently have
(33%) or are in the process (15%) of building a new, first time enterprise-wide ECM
platform. This is where I see standardization taking hold in that many organizations
see an enterprise-wide platform as the way to strengthen their infrastructure and
unify their information ecosystem for better security and control.
Figure 11: Is your organization currently, or planning to
do any of the following in the next 2 years?

0%

20%

40%

60%

80%

100%

Build a new, first me enterprise-wide
ECM plaorm
Migrate and replace exis ng systems
with a new single-vender ECM suite
Migrate exis ng systems to an exis ng
single-vendor ECM suite
Add to our capabili es with new bestof-breed solu ons and add-ons
Develop mobile applica ons
Expand or begin cloud deployment
Enhance or add to our automated
processes and workflows
Selec vely update, replace, migrate
exis ng departmental systems
Outsource or use managed content
services for our DM, RM

Currently have

0%
20%
© AIIM 2017 www.aiim.org

An integrated product suite rather than a
porolio of separate products

In Process

Planning

Not on our scope

40%
60%
80%
AIIM Industry Watch

100%
page 16

services for our DM, RM

Infrastructure
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Add
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es with new
fortoforty-three
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of-breed solu ons and add-ons

feel robust compliance and records management is key. While some may
Develop
mobileadaptation
applica ons may be high on the list—it certainly was in the
think that
vertical
early
days of ECM—today we see that nearly one-third of respondents do not
Expand or begin cloud deployment
feel it is of importance. Of course the indication is that two-thirds may feel it is
Enhance or add
to our automated
significant
to some
processes
and degree.
workflows(Figure 12)
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Outsource or use managed content
servicesshould
for our DM,
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this discussion
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driven from them.

Currently have In Process Planning Not on our scope
Figure 12: If your organization were considering a new, replacement or
consolidated ECM system, how important would each of the following aspects be?
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Figure 13: How would you describe the adoption of information access,
business applications, and process interactions from mobile?
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Infrastructure today must support growth of the information ecosystem and
access to information and interactive processes from beyond corporate walls.
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This access could also extend beyond remote workers to suppliers, partners, and
even clients.
most common
method in support of this is mobile device use.
YouThe
personally
in your
personal life

It only stands to reason that since mobile use is growing at such a rapid
pace, business organizations that are forward thinking will seek new ways to
maximize efficiency and effectivenessDotonotgain
a greater
understand
the competitive edge,
2%
support innovation and collaboration,term
andappificaon,
lower costs.
One consideration
presented was the appification of information technologies for use on mobile
devices. In other words, using IM applications that are specifically designed
Not sure, 24%
to function on mobile devices using their operating systems and serving as
the interface to business information and processes. No more desktop PC. No
more laptops. No more clunky web interfaces that are not mobile friendly.

You personally in your
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Business use
departmentally

Yes, 55%
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When we asked
Businessabout
use considering appification, the use of mobile IM
departmentally
applications,
fifty-five percent of our respondents indicated that yes, they are
in fact considering this as an option. (Figure 14) This indicates that business
Business use company-wide
organizations see the opportunity and realize there is benefit in adopting
mobile use and are moving along that path in their digital transformation
Trailblazer
Cizen
Outlander
N/A
journey.
Figure 14: Is your organization considering the appification of your information
management technologies for use on mobile devices?
Do not understand the
term appificaon, 2%

Figure 15: How would you describe your organization’s capabilities in relation
to the following on mobile devices?
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“Identify the process, how it is initiated currently, where and
when signatures are required—if they are required—and how
mobile use can improve and enhance those processes.”

No, 19%

While it is encouraging to find appification on the radar of more than half of
our respondents, we asked where they see their organization today in relation
to mobile capabilities like process approvals, digital signing, and even
process initiation and monitoring.
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Twenty-one percent indicate they are Trailblazers when it comes to process
Access to ECM/RM content
approvals on mobile. More than half feel they are Outlanders when it comes
toContent
digital capture
signing(image
and more than forty percent when addressing process
scans, photos)
initiation
and
monitoring. (Figure 15)
Document
commenng
/collaboraon
There are many opportunities to leverage and benefit from mobile device
Content creaon/eding
use and this is seen by the more than fifty percent exploring appification of
IM technologies.
Perhaps the approach here is to identify the process, how
Process iniaon
it is initiated currently, where and when signatures are required—if they are
Process monitoring
required—and how mobile use can improve and enhance those processes.
Additionally,
should be given to mobile monitoring or at least
Processconsideration
approvals
use of notifications when actions are required.
Digital signing
Trailblazer

Cizen

Part of the infrastructure discussion these days inevitably turns to the use of
tools like analytics to uncover hidden or “dark” data and gain valuable insight
into business operations, enhance customer engagement, apply and refine
metadata, and identify potential for information repurposing to reduce or
eliminate duplication.
When we asked our respondents to position their organizations in relation
to analytics use, seventeen percent see themselves as Trailblazers in using
analytics to identify sensitive content and security risks. When we look at
analytics to correct metadata and eliminate redundancy, forty-five percent
say they are Outlanders while forty-two percent identify the same for autoclassification at the time of creation. (Figure 16)
There is great opportunity to enhance content management capabilities by
using analytics tools to identify content types, classify that content, and apply
proper metadata in the earliest stage of the creation process. Additionally,
this is an opportunity to ensure that information of a sensitive nature is
managed appropriately and immediately to minimize possible security risks.

Outlander
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Process
Process

Figure 16: How would you describe your organization’s use of
analytics for the following?
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Additionally, eighteen percent say they are Trailblazers in using data to steer
Business insight and big data
their processes. (Figure 17) There seems to be an opportunity and disconnect
in that
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Figure 17: How do you position your organization’s business processes
in relation to the following?
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integrated ECM suite
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Curiosity sometimes takes over and as such we wanted to know where our
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Figure 18: Which of the following best describes your current capabilities for
capture, workflow, and analytics?
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Figure 19: How would you
rate your organization’s
and workflow capabilities?
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Given these capabilities are purchased, it does not inherently mean
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they are used—especially when
does 100%
it mean they are used effectively. When we asked our respondents to
point-soluon capture,
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This brings me to question how dependent the workforce is within the
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business organization. When we talk about collaborative environments,
use of information systems, and workflow systems to create information,
conduct review
and approval
processes, and in general carry out
Collaboraon
Tools
their day to day activities to make work happen, what is the level of
dependency by the office/knowledge worker?
Informaon Management

Systems percent of our respondents, one hundred
According to twenty-seven
percent of their office/knowledge workers are dependent upon their
information management systems indicating that seventy-three percent
Workflow Systems
are using other resources to get their information.
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When looking at collaboration and workflow, sixteen percent say they
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depend
collaboration
tools and twelve percent on workflow systems.
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(Figure 20)
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Figure 20:
What proportions of the office/knowledge workers

in your organization depend on your collaboration, IM, and
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Figure 21: How long before a system outage or major slowdown
of your most critical content application would cause
serious business disruption?
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Interestingly, when there is not a full 100% dependence, you would think
that the impact of an outage might be small yet when we asked about
the impact of an outage, thirty-three percent say it would be considered
a serious disruption within an hour and within fifteen minutes for twelve
percent. (Figure 21) While the overall percentage of a third remains
close to what we found in our 2015 report, there is a slight increase in the
number citing that it is deemed serious within fifteen minutes.
So even though we see that a small percentage is 100% dependent, we
also see the impact is significant should the underlying systems become
unavailable. Trailblazers know that in order to successfully complete their
digital transformation journey, the infrastructure and related processes
must be available at all times, from all locations by all that require access
to them.

2 hours to 4
hours, 12%

1 hour to 2
hours, 20%

Automated processes, mobile devices, workflows, and information
management systems make up the information ecosystem, but how
much of it is really connected? In an ideal situation digital transformation
would link all information resources, processes, and even people to
each other. This level of integration is often the goal and for nineteen
percent of our respondents, they see themselves as Trailblazers when it
0% in capture,
25%workflow50%
75%
100%
comes to integration
and records
management
while twenty-two
Mul-repository
searchpercent see themselves as the same with regard to
email. When it comes to search across multiple repositories, more
Capture,
workflow
than
a third system
have opportunity to improve as they see themselves as
Outlanders system
in this area. (Figure 22)
Records management
Content creaon
Trailblazers
see opportunity to improve efficiency by implementing multirepository search,
Email and additional opportunity to also increase findability
through better identification and metadata use.
Business social, collaboraon
BPM, process monitoring
ERP, Finance, Inventory
CRM
HR
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Figure 22: How would you describe the level of integration between your ECM/DM/
RM/BPM systems with the following enterprise applications?
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As mentioned earlier,
Email extending the information ecosystem beyond
corporate walls is fast becoming a goal of many organizations. In order to
Business social, collaboraon
do this, many are turning to what is commonly referred to as the workplace
BPM, process monitoring
social
platform. In short, the use of social media tools and cloud applications
ERP, Finance,
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to update
their
environments and extend their capabilities using tools familiar
to users from theirCRM
personal experiences.

Capture, workflow system
Records management system
Content creaon
Email
Business social, collaboraon

Of course there are
HRpublic tools available that in some cases are used, but
Line-of-Business
we asked
about organizational preferences when sourcing these tools. ECM
providers
one source cited by twelve percent of our respondents who
Projectare
management
say they will get 100% of their cloud capabilities from them. For twenty-two
Service, asset management
percent, it is a best-of-breed approach that is most attractive and for sixteen
Analycs, BI
percent, who
could be considered Outlanders in this area, there are no
Case Management (Legal/
plans at all for
workplace social platforms. (Figure 23)
Healthcare)
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ERP, Finance, Inventory
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Sadly thisWeb
tiespublishing
back to what we saw earlier in that email is still the dominant

Service, asset management

CAD,
Product
Management
means
of collaboration,
despite the existence of other methods that can

Analycs, BI
Case Management (Legal/
Healthcare)

be put into place in ways that eliminate redundancy, inspire innovation, and
Trailblazer
Cizen
Outlander
N/A
simplify collaboration.

Web publishing

Figure 23: Going forward, what would be, or is likely to remain, your preferred
source for your main internal, workplace social platform?
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Other , 2%

N/A
Don’t know, 13%

Putting The Pieces Together
Other , 2%
A separate, best-ofInformation, process, and people are tightly related and must breed
be viewed
from a
cloud service,
22%
singular lens that presents the whole picture. When planning digital transformation
Don’t know, 13%

and mapping the milestones, systems integration, process integration, and the
Weall
have
no plans
to on the desired outcome. The impact of one on
human factor
weigh
heavily
deploy a workplace
the other can
beplaorm,
significant
social
16%in times of disruption and disconnect.

A separate, best-ofTrailblazers step back and take into consideration the impact they will have
breed on-premise
100%business
cloud
in changing theAway
is transacted, how processes function, andsystem,
the 9%
service from our
human interactions
required
ECM supplier
for in order to be successful. While it may not be a small
bothmust
content
task, it is one that
beand
taken else the full benefit will not be realized
and part
the or
An integral
social, 12%
module of our ECM
potential for less than expected results increases.
system, hosted onA cloud service from
premise, 11%
another supplier,
A
cloud-hosted
with content
module, extension
synchronized to our
of our ECM system,
on-premise system, 5%
10%

We have no plans to
deploy a workplace
social plaorm, 16%
A 100% cloud
service from our
ECM supplier for
both content and
social, 12%
A cloud service from
another supplier,
with content
synchronized to our
on-premise system, 5%

100%
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A separate, best-ofbreed cloud service,
22%
Whether or not business organizations want to accept it, the workforce

is using social tools and embracing content in the cloud. So even if the
We have no plans to
Outlanders
not embracing it, their workforce is and they may not realize
deploy aare
workplace
socialwe
plaorm,
it. When
asked16%
about personal and business use of content in the cloud,
A separate, best-ofseventy-five percent of our respondents say they do this in theirbreed
personal
lives
on-premise
system,
9%
A 100% percent
cloud
with sixty-eight
citing they also personally use it for business.
From
service from our
an organizational
ECM supplier view,
for thirty-eight percent indicate they are not embracing
both
content
andat the enterprise level and thirty-threeAn
content in the
cloud
percent
say or
no at
integral part
social, 12%
module of our ECM
the departmental level. (Figure 24)
system, hosted onA cloud service from
premise,
11%they
This indicates
the supplier,
need but also highlights a risk for the business
in that
another
A cloud-hosted
with
content
are not providing the tools their workforce feel module,
are needed,
and as such,
extension
synchronized to our
of our ECM
system,
the business
is at risk
of information
residing outside
of their
information
on-premise
system,
5%
10%

ecosystem and beyond their control.

Figure 24. Are you and/or your organization embracing content-in-the-cloud?
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0%
So there is attention being given and in this study we also found that twentyone percent are still experimenting with various options indicating uncertainty
as to the role it can play, discomfort with some aspect—perhaps security—
or a lack of knowledge related to what options are available to meet their
needs.
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Figure 25: How would you describe current cloud ECM, DM deployments
in your organization?
We are migrang
all of our content
to the cloud
system over me,
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We have plans,
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hybrid, 12%

We are sll
experimenng
with different
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Small on-prem,
large cloud
hybrid, 5%

80%
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different users or
different content
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We have no plans
for cloud, 11%

Stand alone: used
mainly for
collaboraon and
file sharing, 6%

Stand alone: it is
our main ECM
system, 8%

20%
We have identified how deployment is done today, but is it the preferred
method, or are their other preferences on the horizon? When we asked about
cloud deployment preferences, twenty-one percent say they prefer a private
cloud model hosted in their data center indicating a greater sense of control.
For fifteen percent, private cloud is still a preference but they are comfortable
with outsourcing it and for thirteen percent a multi-tenant public cloud hosted
by their ECM provider is the preferred method. (Figure 26)
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Turning our attention to cloud deployment, we asked how cloud ECM and DM
deployments have been implemented
Don’t know, 8% within organizations. A small number
planswhile seventeen
We are migrang
(12%) indicate
they
are
moving
everything overWe
tohave
the no
cloud
all of our content
for cloud, 11%
percent say
they
are implementing a hybrid approach of small cloud (12%)
to the
cloud
system over me,
and large
cloud
(5%)
deployments. (Figure 25)
12%
Large on-prem,
small cloud
hybrid, 12%
Small on-prem,

We have plans,
but no
deployments as
yet, 13%

So it seems that private cloud in some form is still a dominant preference,
whether internally hosted or outsourced, but within a closed environment.
The fact that even this approach is being considered brings the organization
closer to a Trailblazer level in that at least the mind-set is one of extending
capabilities to meet workforce demands, while at the same time keeping
control over the tools used. This is where cross-functional teaming in the
development of the digital transformation journey is key.
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Opinions and Spend
Figure 26: What is, or is likely to be, the preferred model in your organization for
hosting or cloud deployment of ECM?
Other, 2%
Don’t know,
16%

We will not be
going to cloud,
5%

Private cloud,
virtualized
servers in
outsourced,
IaaS data
centers, 15%

We have yet to
decide about
cloud and
cloud models, 14%
Mul-tenant,
public-cloud
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new ECM
provider, 5%

Private cloud,
virtualized
servers in our
own data
centers, 21%

Mul-tenant, public-cloud
opons provided by our
current ECM provider, 13%
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restricted
locaons by
our ECM
provider, 10%

“Trailblazers have
a mind-set
of
extending
capabilities
to
0%
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80%
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meet workforce demands, while at the same time
“ECM” no longer describes the full
scope
keeping
control over the tools used.”
of these products: we should find a new

term
Many tradional ECM providers are
moving slowly and relying on user lock-in

Newer cloud-based ECM, Collaboraon
vendors have a long way to go on
funconality

Putting The Pieces Together

File-share-and-sync is rapidly taking over
many
tradional
ECM funcons
Today’s
workforce
requires

access to information and the ability to
with each other and the systems infrastructure on
a 24/7 schedule. Trailblazers recognize and accept this new reality and
Chaoc email management is sll the
work
toroom
move
organizations along the digital transformation path,
elephant
in the
for IGtheir
and ECM
setting
these
as their mile markers.
We have plenty
of scope
le forrequirements
extending

Without updated
IG policies we
will simply
collaborate
and
interact
replicate file-share chaos in the cloud

and enhancing our ECM, BPM, RM
capabiliesreadily
Some organizations

embrace that digital transformation is needed
and
that
it
is
not
a
singular
project
but more
of an on-going
journeyagree
of
Strongly disagree
Disagree
Neither disagree
or agree
Agree
Strongly
constant transformation in order to meet the changing business landscape,
comply with regulatory and legal requirements, and support their workforce
in ways they never have. Today that means every option should be
considered and evaluated. It also means that even though there are no
official endorsements of tools like cloud and mobile, they are likely in use,
albeit unofficially, and that places the organization at risk.

Opinions and Spend
With all of this in mind, we asked how people feel in general about current
terms, supplier approaches, and even about their capacity to move forward.
Regarding the term ECM, forty-three percent of our respondents feel that this
term no longer applies or describes the full scope of products and services
related to managing content. They recommend a new term be found to
describe the holistic practice and tool sets now
(Figure 27)
Other,available.
2%
Private cloud,

virtualized
Don’t know,
Additionally, seventy-one percent
feel that email is still their big
problem,
servers
in our
16%
own
datahaving
even after all these years of pointing it out, describing the issues,
and
centers, 21%
technology available to help. The sense here is one of people remaining at
will not
be
the heart of the issueWeand
a greater
need for change management focused
going to cloud,
cloud,it
on re-educating the workforce
on
the
impact email can have andPrivate
the risks
5%
virtualized
servers in
represents. (Figure 27)
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IaaS data
without
centers, 15%

decide about
comes cloud
to cloud,
and seventy-one
cloud models, 14%

Third, when it
percent say that
information governance in place, cloud will become just another chaotic
on with
mess like their file-sharesMul-tenant,
and they will be no better off than theyHosng
are now
defined-servers,
public-cloud
restricted
the exception of accessibility
to the chaos, yet sixty-four percent indicated
opons with a
locaons by
that they have plenty of scope
new ECMfor extending or enhancing their capabilities.
our ECM
provider, 5%

provider, 10%

public-cloud
(Figure 27) So it is not due to a lack of Mul-tenant,
resources
thatbythings
opons provided
our remain the way
current
ECM
provider,
they are but perhaps a lack of motivation or incentive. 13%

Figure 27: How do you feel about the following statements?
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File-share-and-sync is rapidly taking over
So if there
ismany
apparent
scope
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does
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and there is an opportunity to do so, but getting
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Agree challenge.
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past the Strongly
perceived
costsDisagree
and userNeither
buy-in
remains
the biggest
(Figure 28)

Figure 28: What would you say is your biggest hurdle to achieving 100% success
with your current Digital Transformation program?

Figure 29: What are your spending plans for the following
areas in the next 12 months compared to the last
12 months (ignoring inflation)?
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Storage
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and education. (Figure 29) Given that the human factor
services
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Looking deeper into projected spending over the next twelve months, we
asked about products and applications. Will spending increase for ECM and
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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?
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Conclusions & Recommendations
Digital transformation is a journey that must be planned. There should be
a clear vision of the end goal or destination with mile markers put in place
to guide the way. It is also imperative that business organizations take a
holistic approach to digital transformation by not relying on technology
alone for their success. People, process, business rules, and technology
must be aligned to carry out the vision, support project goals, reach mile
markers, and engage the workforce and user community to improve
adoption rates.
While our research shows that IT and IT services along with executive
levels are driving these initiatives there is a split in the drivers for digital
transformation. This division occurs between productivity and costs, where
business side executives tend to focus, and collaborative information
sharing, where technology tends to focus. This re-enforces the need
for involving cross-functional teams in the development of the digital
transformation program, enabling IT and the executives to better
understand operational issues, and uncover potential ways-of-working from
the workforce that may have been and would remain hidden.

Much less

Less

About the same

More

Much more

We don't spend anything on this

Putting The Pieces Together
So there is indication that business organizations will be focusing on
automation, business intelligence, and accessibility through the use of
cloud over the next twelve months, taking them further along their digital
transformation paths. So there is money to be found even though costs may
be a barrier. It is available for the “right” things, whatever those may be and
however the need and value are determined.
This does not account for user adoption, culture, and low management
support however, and it remains to be seen how these will impact the
projected spending and project success rates.

Trailblazers know or at least understand the close correlation between
information, process, and people. They tend to view these through a
singular lens that presents the whole picture and not just an abstract. For
example, when dealing with change in the procurement department,
Trailblazers look at how this change will impact process and participants
across the end-to-end process rather than the immediate process
segments to ensure positive results here, but also, to ensure this change
does not cause negative disruption and disconnect upstream or
downstream in the process.
In my view, there is great opportunity missed by many organizations to
move their organizations along the digital transformation path. I know that
not every organization or person can be a Trailblazer, and the fact that
many are Citizens is a good thing, but when it comes to the Outlanders, it
is time to get things in motion, else be left behind in market share, place
your organization at higher risk of non-compliance and defensibility, and
potentially become extinct.
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Conclusions & recommendations
Our research proves that many organizations are on the path to digital
transformation with a plan of sorts and perhaps even a focus. What is also
evident is that issues raised decades ago, still remain as costly barriers
that slow or prevent forward motion. There is no excuse for not addressing
email, change management, or cloud and mobile use. The only one
preventing these from being overcome is the organization itself, and a
lack of support by organizational leaders.
If it is a matter of lacking expertise, hire or contract those who have it. If it
is a lack of understating functional capabilities in the technology, research
it and gain the knowledge you require to make an informed decision.
If it is costs that make you nervous, work with the supplier community to
identify those products and services that will meet your current needs and
take them in a forward direction. The worst thing you can do is accepting
things as they are and do nothing. This is the best way to go from being a
Citizen to an Outlander rather than move up the ranks and closer to your
goals.
I encourage you to consider these following recommendations and
assess just how your organization can increase its digital transformation
progress in a planned, calculated, and intelligent fashion.

Recommendations
n Identify a potential business process where paper-based information
still exists and manual processes are still heavily in use.

n Document where the process slows down, what information is
involved, the sources of that information, and who interacts with it.

n Identify who is in charge of operational process in that area, and seek
support to digitally transform that process.

n Ensure that technologies including OCR, data capture, analytics and
auto-classification are integrated with core enterprise systems. If not,
make that a mile marker on the journey.

n Position information capture to occur as early in the process and as
close to the first touch point as possible.

n Develop a strategy to leverage captured and analyzed information
across multiple departments and for multiple purposes. Embrace the
mind set of repurpose not recreate.

n Establish a continuous improvement program that will periodically
review and refine those changes made now. When a project ends,
it should be the beginning of an on-going process improvement
practice that looks for ways to improve upon the foundation set and
extend those capabilities to other departments within the organization.
If unsure of where to begin or how to begin, seek professional assistance
and/or training to help determine the right path. Look to current suppliers
and service providers for guidance. Turn to professional associations and
peers to find advice and training that will provide best practices. It is better
to take a step forward and learn, than to take no step and fall behind.
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Survey Demographics
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The survey was conducted with a web-based tool collecting responses from
686 individual members of the AIIM community
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during the month of January 2017. Invitations to take the survey were sent via
9%e-mail to a selection of the 195,000+ AIIM
community members and through various social media outlets.
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Organizational Size

19%
Geography

AIIM survey respondents represent organizations of all sizes. Larger organizations
over 5,000 employees represent 30%, with mid-sized organizations of 501
to 5,000 employees at 27%. Small-to-mid sized organizations with 1 to 500
employees representing the largest segment of survey takers at 43%.

501-1,000, 8%
Forty-three percent of the participants are based in North America, with
42% from EMEA-R, and 15% rest-of-world.
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Internaonal, 9%
Government & Public
Services—Local/
State, 9%

IT and IT
Services, 31%

Sales, 9%

Research and Development, 4%
Sales, 9%

Job Roles
18% are IT Consultants/Project Managers, 9% heads of records and
information management, 29% C-level
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Appendix 2: Open-ended Comments
Open-ended Comments
Respondents were able to provide open-ended comments about digital
transformation. Here are a select few that represent the general :

n There is too much noise out there. Someone needs to paint a clear
picture of where things are going and why.

n It’s really a balance of idealistic vs. realistic. Ideally we’d have more
structured systems and information governance, but the reality is we
will always have to work with a really diverse spectrum of systems,
stakeholders, and tools.

n General principle: Any information, Any where, Any Device
n We don’t need ‘content in a box’, we need a Content strategy with a
human centric designed front-end capable to traverse information in
different locations

n Future strategies for IM are not clear and the organization needs to
take an enterprise approach rather than a siloed approach
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Developed in Partnership with:
OnBase by Hyland

You've just downloaded and read
the latest AIIM Industry Watch
Report on the State of Information
Management. What now?

OnBase is a single enterprise information platform for managing content,
processes and cases that provides a complete view of the right information
for the right people, when and where they need it.
Deployed via mobile, on-premises or in the Hyland Cloud, OnBase provides
enterprise content management (ECM), case management, business
process management (BPM), records management and capture all on
a single platform. OnBase transforms organizations around the globe by
empowering them to become more agile, efficient and effective. Enterprise
cloud-based file-sharing capability for the OnBase platform is available with
our complementary offering, ShareBase by Hyland.
To learn more about how more than 15,500 organizations are digitizing
their workplaces to transform their business operations, please visit:

www.OnBase.com

Take your skills to the next level by learning how to map, design, capture and
automate operational processes using a combination of strategies, and
technologies with AIIM’s Training Courses

Learn more, visit: www.aiim.org/training
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