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different call centre agents. This
approach improves customer
satisfaction levels dramatically. It also
allows staff performance to be
monitored according to their ability
to meet the customer’s needs
efficiently and accurately at each
stage, rather than being based solely
on the time taken to handle a call.

In addition, BPM has the
potential to extend the scope of its
management beyond the bounds of
enterprise and, as outsourcing
continues to increase in popularity,
link partners through the processes
that span both parties. Just as ECM
brought about the control of content
across an entire enterprise, so BPM
has the power to manage the
process - whether that be internal or
across several organisations
(outsourced partner, supplier,
customer etc.). 

This is particularly true as
outsourcing becomes more complex,
with many companies choosing to
use a range of suppliers rather than
just one. If these projects are to be
successful much thought must go
into how these companies will work
together at a process level, and how
responsibility and reward will be
distributed amongst stakeholders.
Integrating and managing processes
must be a priority if the project is to
be effective. BPM deployment not
only gives control and visibility, but it
provides an agreed and unarguable
measurement of service levels and
response times, outcomes and
resource usage. 

Coupling ECM to this inter-
enterprise process is the next logical
step. Sharing inter-company data
resources is always a sensitive area
but it must happen in joint
enterprises. Expose too little and
your process will be disjointed and
too information-poor to be effective;
expose too much and you risk
delivering precious corporate data to
people you may not want to see it.
Delivering content and data through
the process layer is the answer - if
the process design says your partner
needs to see an invoice, bill of lading
or next quarter’s sales forecast then
it will happen. If that’s not what the
process is designed to do, your
secrets are safe.

Beyond compliance
Much is being made currently of
ECM and BPM’s contribution to

BancTec’s eFIRST business process management (BPM)

suite is to form the basis of a £3.8 million (€5.51 million)

case management solution for the UK’s Employment

Tribunals Service (ETS) and Advisory Conciliation and

Arbitration Service (ACAS). The solution will have a

diverse and geographically spread user base, including

members of the Judiciary.

The case management project, led by Methods

Consulting with integration company Logsys, covers

design, pilot and national rollout to 1,300 users, including

systems and process training. One key requirement of the

solution was that it would be suitable for non-technical

users. During the pre-bid process BancTec demonstrated

how the eFIRST BPM suite would look and feel to a non-

technical user base, and proved that the system would be

both functional and easy to operate in this kind of

environment. 

The solution will roll out early in 2006 and is designed

to support strategic change within ETS and ACAS.

Implementation of integrated, adaptable and scalable

casework management will enable ETS and ACAS to work

more closely together. Both organisations will benefit from

streamlined processes and ensure real-time information is

available to the diverse and geographically spread user

base, including the Judiciary who review claims and preside

over tribunal hearings. This in turn will enhance the service

provided to those involved in employment tribunals.

Pete Dinham, international product director at

BancTec, said: “This new system will be far more effective

than those previously used by ETS and ACAS, and should

allow them to provide a better service to citizens who

come to them for help. It also provides a platform for

growth and change in the years ahead.”

For more information: www.banctec.co.uk

eFIRST suite in
£3.8M contract
with ETS and
ACAS

compliance. In heavily regulated
sectors such as financial services, the
way in which BPM logs every
action/event and ECM can store and
secure versions of documents and
files which are handled in the process
is vital for those involved in audits.

But the benefits go way beyond
compliance. A business environment
in which best practice processes are
laid out and progress is monitored
enables organisations to have a bird’s
eye view of employee activities, from
start to finish. This allows processes
to be constantly and accurately
tracked, in real time. Gaps, hitches
and bottlenecks can be identified
and corrected. 

The future of ECM
Within the enterprise, processes that
previously claimed their own IT
systems,  departments or business
systems are now coming under the
umbrella of ‘BPM’. For example,
capture and archive functions are
merging with other systems in-
between to form a single business
process, managed from a single
source. This ‘EPM’ vision exactly
parallels the rise of ECM, which is
increasingly sweeping away the
‘storage silo’ mentality previously
pervading large organisations.

The next phase for EPM is to
embrace mobile processes and
content - once the most
uncontrolled and uncontrollable of
all. For example, when an insurance
assessor takes photographs of an
accident site, in the past these would
be scanned and notes written up on
return to the office. Now these
photos can be taken using handheld
devices, immediately transmitted to
head office and automatically filed
within the correct case file. Process
management systems can
automatically track the status and
location of mobile agents, assign
new cases, re-allocate resources and
so on. 

As demands on business grow,
and business demands that IT
delivers business advantage as well as
just cost savings or technology
innovation, this confluence of
enterprise content and process
strategies will increase in importance
and be a vital part of the armoury of
the well-equipped corporation.

For more information:
www.banctec.co.uk


