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Electronic Document Dellvery (ERD) has
heen arcund for more cthan 15 years.
Given the promise of a “paperiess socl-
ery” and the compelling in-year RDI
and low angoing mainlesance, why
haven't EDD vendors and  service
providers had runaway success?

Firat, let me make it clear that |
am an advocaie of ERD. [n Seprember
al 1987 when the proponents af elec-
tranic documents were talking about o
“paperless soclery,” [ worked with Ted
Smich, the founder of FileMer, an the
implementation of an [maging and
workflow solution for the broker-deal-
er al @ majer Insurance cormpany.
From there, | implemented enterprise
imaging and workflow at anather
insurance company, The solution was
“rurting edge” and perhaps 10 wvears
ahead of s twe and [ncluded 20t
B0 pereent productivicy improvements,
Since then, I've implemented ather
END solutions and have seen the eva
ludion of produces and serviees,

An EDD Definition

Just ta level set, this is the defini-
tion of EDD chat 1 use: ERO s the abil-
ity o “create, disiribure, and view
documents without ever touching a
piece of paper,”

In the past as today, docwments
have been delivered inoa nomber of
Wiy %= h.‘" bz, mall, and Fax,

Ine the mid-90s, the Internel it the

scene with a vengeance, Many believed
it would replace vimmlly all other
forms of delivery, With the adoption of
the Internet, delivery options expanded
1o include web-bpsed communiciions
such as e-mail,

‘What Stands in BD0's Way?

Although progress has been made,
there are siill spme docoments that
companies are tequired o maintain in
paper form, These are primarily doco-
ments that need an original customer
sighmatiire arnid they are prevalent in the
financial services industry, This s
mare i result af regulation than of
kelief in the worth of paper and -will
change in time as we”hecome more
confidentof the securily and seriny ol
electronic slgnatures,

Dften it s pnster and more effcient
1o work with and transport paper. Post-
[ng a notice in a hiich mam, Mor exar-
ple. might reach poaple mare effective-
Iy than sending an electrgnic document,
Devices=computers, POAs, oellphones,
erc.,—do not lend themselves to reading
long docurments. 1t §s simply oo hard
on the eves; as sociery ages. this will
become more al a problem. The prablem
will eventually be solved. bat there’s np
telling when it will be affordable. Until
everyone s elecreenically linked, iowill
be impossible to towlly replace the
papEr copy,

[n addition, pesple just like the leel

of paper; we like to touch things, (s the
tactile respanse. We camy it with us,
read it when we want o, and s i1
when we are done, This is the reason e-
boaks have had such difficulty getting
maction and newspapers are still a
wiahle business,

Beyond this, there is a dynamic in
business that flies in the face of many
technology improvements, and EDD s
just ane of them. That dynamic is the
correlation assumed between headcoount
canteol and power, IF there are mone
peple, there is more power, a5 exempli-
fied in the pyramid management strg-
e and the - military-based organiza
rional- model, Paper-based processes
;\;"t||.||'n‘ more peaple and there is no
incentive far @ manager o make g
change. lmplementing EDD involves
significant cost reduction  that often
eruates to reduced headeoont.

Another issue is the focus by senfor
executives on op-line revenue and
wiles and marketing. Sales has sizele,
visibility, greater ¢ompensatdon. and
iy he the pach to the top job in the
company,  Therefore, changes that
impact the revenoe line are more visible
and given more credibiling and weight
Changes to back-raom  operations,
where EDD shines, are generally unsecn
and therefore deemed less important

Unfartunaely, in the past few
wenrs, with the dotcom and technalos
gy Implosion, a number of EDD ven-
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dors have gene out of business ar
pxpericnoed  major  restructurings.
thereby reducing available REHD dal-
lars, This has caused many businesses
1o delay decisions to make sure they
hawve done the appropriate financial

pressure  on business  leaders 1o
improve Anancial resulis in the area of
husiness opertions. A well-defined
B project that improves business
process and lowers anit cost with @
fast implementation is one way o

i5 possible to realistically estimace the
impact of @ change on anic cost and Pt
together a reliable business case and a
detailed implementation plan.

Third and most imporant, there
must be a champion wich decision-mak-

“There has been enormous pressure on business leaders to
improve financial results...A well-defined EDD project...is
one way to meet the financial challenge.”

and preduct due diligenee. The busi

nesses that have the maost to gain from
the technolagy are the large compa-
nies and they are the most risk-averse
in selecring vendors,

Why ls Change Coming?

Al is net deom and gloom. The
[ntemet has given a mpidly increasing
number of people access to electronic
documents in the form of e-mail
Changes in the current glahal gee-polil-
jcal enviranment are also conrributing.
Cemainly, the evens af the past two
wears  have highlighted the  issues
around paper as a source of dacument-
ing informarion. Days after the Seprem-
ber 11th wagedy, companics recurned o
business using clectronically  stored
cdata. For those with data stared only in
paper fomn, howewer, getting up and
runming was costly, and, in some cases,
impossible, Additionally, traditional
delivery systems like mail and express
carriers (like LIPS} are now less atirac-
five than electronic delivery methods,
which are secure as well as efficient,

Recently, there has been enormeous
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meel the financial challenge. In this
regard, 1 think i1 is a very positive sign
that seeme large corporations have des-
{gnated a senior execurive to focus on
proceids lmprovement,

Making It Work Today

In order for EDD 1o work in amy
environment, there are three things that
mmilsL he present.
the business leader must
snderstand the core business and how
EO will apply. In many cases, due to
tasiness complexity, leaders do not
hawe a googd geasp of how day-to-day
nperations are actually strseiured. They
may not know how products are mide,
cycles are timed, or unis are priced.
Withaut a basic undersianding, it s
extremely  difficult for managers to
make good decisiens on where to spend
operating and capital dollars and what
return to expect,

Second, they must docurment the
pasicive impact of EDD an unic cost, 3.
improverment @ eatnings  per share
[EPS]. Once there is a real understand
ing of how bissiness is correnty done, it

First,

ing authority and senior-level support,
wha believes in the vigion, has access
capiml dollars, and possesses the will
fellow through, Mose of us have mn
into sitmations where there is a8 business
case rhat shows substantial ROD and
pven fets approved, but somehow the
praject falls by the wayside. [nmy
experience, this necurs berause there is
nol @ sufficiently commitied champion
wha has the power and the desire to see
the project through.

As an experienced business leader,
I will eontinue m use the ever-advanc-
ing EDD tools as part of my operations
repertoire, It has worked for me. To
return our  corporations to better
financial positions, [ challenge athers
1o follaw suit
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