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The Document Management Paradox 
How do you manage the unmanageable? Documents, whether paper or digital, are everywhere, and each year busi-
nesses create more content than all of the materials currently contained in the Library of Congress. It’s important material 
kbpaj nalnaoajpejc pda _kna ejbkni]pekj ©ks kb ukqn ^qoejaoo* Ukq gjks pd]p pdeo _kjpajp odkqh` ^a pna]pa` ]o ]j ]ooap 
— with a lifecycle and process to manage it better. But the pace of content growth, combined with the prevalent method 
of sharing through e-mail attachments, means information moves in, out and around organizations with little manage-
ment or control.

Ukq gjks pda lnk^haio ¨nop d]j`6 

Ukq nkqpa ] `k_qiajp bkn nareas re] a)i]eh( ^qp a]_d 
reviewer edits his or her copy of the attachment, result-
ing in several uncoordinated edited copies and much 
wasted time reconciling the revisions.

Ukq s]jp ukqn knc]jev]pekj ]j` _qopkiano pk d]ra pda 
latest and best information for products, pricing, project 
op]pqo(  ap_ *** >qp `qa pk pda h]_g kb ]j ab¨_eajp iapdk` 
of sharing the most current version of documents, old 
information is routinely dug up and used because it is 
pda ¨nop ejbkni]pekj bkqj`* Pda naoqhp6 snkjc lne_ejc ]j` 
lnk`q_p ejbkni]pekj ej pda ¨ah` Ä s]opejc peia ]j` lko-
sibly losing business.

Ukq jaa` naikpa skngano( `eopne^qpkno kn _heajpo pk _kh-
laborate with teams, to contribute information and to 
review all types of material. Examples include preparing 
proposals, sharing competitive information, managing 
lnkfa_po( naokhrejc ^ehhejc `eolqpao( `arahklejc i]ngap-
ing campaigns and much more. But relying on special-
ized remote access software that is not usable on every 
_kil]ju#o japskng $oq_d ]o RLJo% ia]jo pd]p okia-
kja eo ]hs]uo kqp kb pda hkkl* Ukqn ck]h i]u jaran ^a 
fully realized.

Ukq oaj` ]j a)i]eh kjhu pk d]ra ep nafa_pa` ]o pkk h]nca 
by the other party’s mail server. The content is critical, 
but it cannot be delivered because the message itself is 
too large or the user’s inbox is full. The resulting project 
`ah]u kn peia skngejc ]nkqj` pdeo heiep]pekj eo ] `n]c kj 
productivity and a waste of time.

Ukq gjks pdana iqop ^a ] ^appan s]u pk ]qpki]pa gau 
lnk_aooao hega `k_qiajp ]llnkr]h( atlajoa nalknp nkqpejc( 
approval of training and accounts payable, yet you still use 
a)i]eh ]j` nkqpa lnejp `k_qiajpo `aolepa pda ejab¨_eaj_u 

•

•

•

•

]j` annkno ejrkhra`*  Araj pdkqcd ukq gjks pd]p lnk_aoo 
]qpki]pekj skqh` ^aja¨p ukqn ^qoejaoo( pda h]nca atlajoa 
]j` peia)pk)`alhku gaalo ukq bnki ]_pejc*

The demand for access to content has never been greater.  
Pda ej_na]oa ej ik^eha( kqpokqn_a` ]j` `eopne^qpa` skng-
forces means that access to your information is required 
in more places — some of which are located outside your 
_knlkn]pa ¨nas]hh*  Pda `nera ]j` `ai]j` bkn _qopkian 
self-service in sales and customer support requires access 
to the right (and often rapidly changing) information.  
Uap( ej pk`]u#o an] kb ej_na]oa` _kilhe]j_a ]j` nacqh]-
pknu o_nqpeju( pda eooqa kb pn]_gejc _kjpajp pdnkqcdkqp epo 
heba_u_ha Ä bnki _na]pekj pdnkqcd _kjoqilpekj ]j` ¨j]hhu 
through retention and controlled destruction — is becom-
ing a business imperative with huge consequences for 
non-compliance.

Enterprise content management (ECM) applications 
address these and many other business challenges. 
Proven ECM technologies improve the effectiveness and 
ab¨_eaj_u kb ejbkni]pekj ©ks ej ukqn ^qoejaoo( cappejc pda 
right information to the right person when and where they 
need it without compromising privacy and security of intel-
lectual property.  

ECM comprises several related technologies. Web content 
management, document management and collabora-
tion are considered core components; other components 
hega oa]n_d ajcejao( _]lpqna okhqpekjo ]j` `ecep]h ]ooap 
management are often included under the ECM umbrella. 
These components have traditionally been purchased as 
separate systems, but ECM technologies are increasingly 
bundled by vendors as suites that encompass these capa-
bilities and reduce the overall cost of a solution.  A basic 
`a¨jepekj kb a]_d A?I pa_djkhkcu _kilkjajp ]lla]no ej 
Figure 1.
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Figure 1. ECM Technology Components
Sdeha jk `a¨jepera _h]ooe¨_]pekj bkn A?I lnar]eho( ikop 
experts agree that ECM brings together many of the tech-
nologies listed below. While “pure play” vendors that pro-
vide technology for only one of these functions exist, many 
raj`kno l]_g]ca oaran]h kb pdaoa _]l]^ehepeao ejpk oqepao 
pd]p ]na `aoecja` bkn ] ola_e¨_ _h]oo kb lnk^haio* Pdaoa 
suites tend to offer lower cost due to their out-of-the-box 
integration, yet some pure-play products have specialized 
bqj_pekj]hepu pd]p i]gao pdai ] ^appan _dke_a bkn _anp]ej 
classes of problems.

Capture and Imaging:  scanning and other capture 
technologies that convert physical paper documents 
and forms to electronic versions for use in a document 
management system. This category includes optical 
_d]n]_pan na_kcjepekj $K?N%( ] lnk_aoo pd]p i]gao pdaoa 
scanned documents readable and searchable by the 
document management system. It may include conver-
oekj ]j` atpn]_pekj pk i]ga ¨hao oa]n_d]^ha ]j` _kjran-
oekj pk TIH pk i]ga ¨hao kn oaciajpo kb ¨hao naqo]^ha ej 
other applications.

Document Management (DM): usually consists of a 
centralized repository in which electronic documents are 
stored. Revisions to these documents may be carefully 
_kjpnkhha` pdnkqcd ] ranoekjejc $_da_g)ej ]j` _da_g)kqp% 
process. Content in a document management system is 
searchable via an embedded search engine (variations in 
oa]n_d ajceja eilhaiajp]pekjo _]j i]ga ] h]nca `ebban-
ence in the retrievability of content) so that related con-
tent can be found. Security — who can access and edit 
highly sensitive documents — can be tightly controlled. 
Add-on features, such as digital signature, electronic 
stamping and document distribution can accompany 
document management solutions.

?khh]^kn]pekj ]j` Skng©ks6 pa]i _khh]^kn]pekj _]l]-
bilities allow geographically dispersed team members 
to manage group calendars, to coordinate document 
reviews and to facilitate online discussions about top-
ics or content. More formal processes such as docu-
ment routing and forms approval can be managed by 
] skng©ks ouopai pd]p aj]^hao opnq_pqna` lnk_aooao 
to be automated and managed more tightly to reduce 
^kpphaja_go*

•

•

•

Records Management: governs the archiving and 
destruction of content according to corporate poli-
cies. Electronic documents and e-mails are considered 
records and, as such, should be managed according to 
the same retention policies as physical paper records.

E-mail Management: manages e-mail messages as 
electronic documents in conjunction with traditional elec-
tronic documents. It allows e-mails to be centrally stored 
in the context of the content or project to which they 
pertain, which eliminates searching in both the docu-
ment management system and e-mail system. E-mails 
may be managed as records alongside other electronic 
documents. 

@ecep]h =ooap I]j]caiajp6 ]``o pk ola_e¨_ ba]pqnao 
bkn i]j]cejc ne_d ia`e] $oq_d ]o okqj` ¨hao( ei]cao( 
re`ak%* ?khh]^kn]pekj pkkho ola_e¨_ pk @ecep]h Necdp I]j-
agement for images and proprietary content are often 
included in these solutions.

Web Content Management (WCM):  manages the cre-
ation and deployment of content for Web sites, intranets 
and extranets, which may begin as documents in a 
document management system or as images in a digital 
asset management system. WCM implements version 
control and security on Web pages. It can also use 
skng©ks bkn i]j]cejc _kjpajp ]llnkr]h ]j` Sa^ oepa 
deployment.

•

•

•

•

Of the components listed above, this paper focuses on 
those technologies that manage the document lifecycle 
— capture, document management and collaboration / 
business process management (BPM), which we will refer 
to collectively as “document management.” Although 
sometimes offered in an integrated suite, these compo-
nents are often purchased individually.

While large software vendors ring up high dollar sales for 
ECM products every year, many buyers remain disap-
pointed. Unfortunately for customers, analysts estimate 
that up to 90 percent of enterprise document manage-
ment licensed “seats” are not deployed.  Why the gap?  
= _hkoan hkkg ]p pda `uj]ie_o ]j` a_kjkie_o kb `alhkuejc 
document management across a large company reveals 
several possible reasons.




