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INTRODUCTION

Business depends on documentation, and until recently this has meant managing the ebb and flow 
of a seemingly endless paper trail. Today, virtually every organisation recognises the need to reduce 
paper consumption and eliminate as much manual processing of those documents as possible in 

order to realise cost savings and eficiency gains.

Where businesses may have tolerated this situation in the past, many are looking to reduce costs and avoid losing 
customers to competitors who operate at lower cost and deliver better service. They need to capture incoming documents 
quickly and accurately, be able to prioritise them, know where they are in the process and monitor processing metrics such 
as time and volume. Plus, they need to deliver outbound documents as eficiently as possible and have immediate access 
to the documents as needed.

Research from prominent IT analysts consistently ind that top-performing companies process a higher percentage of 
documents like orders and invoices electronically compared to their peers. Still, justifying the investment is one of the 
biggest implementation challenges companies face today.

Assessing Automation Value

Any strategic value assessment of solutions to automate document processes like order processing, invoicing or faxing 
should include a key factor: The fundamental issues driving the need for automation of the process or media are also 
present in other areas. Many companies automate one or two document processes while other processes continue to rely 
on paper. Processes span across locations and departments, and applications do not always communicate directly with 
another. As the number of customers and suppliers increases, communication becomes less eficient and more costly.

Because all business processes in an organisation are essentially intertwined, inevitable delays happen when paper 
document processing starts a chain reaction that affects the entire enterprise — inflating the time and cost of doing 
business. By automating as many document processes as possible, starting with the top priorities, companies can 
capitalise on valuable opportunities to improve cash flow and overall proitability.

What’s the Best Way to Quit Paper?

While a specialised application may be effective in automating a particular process, it may do nothing at all to help with 
others. As a result, companies ind themselves investing time, money and resources in different solutions for each process 
they want to automate.

The alternative is a comprehensive solution for all document process improvement efforts. Such a 
platform can provide a uniied set of automation capabilities combined with speciic functionality 
for core processes within the order-to-cash and procure-to-pay cycles, such as order processing or 
customer invoicing.

There is no doubt that automating document processes throughout a company adds value to 
existing systems, reduces costs and streamlines business communications. This paper is intended 
to help you make an informed decision about whether it’s better to choose stand-alone solutions 
or a platform to automate it all.
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5 COMMON PROCESS MANAGEMENT CHALLENGES

No matter how large or small an organisation is, no matter what industry or corner  
of the world it’s located in, all business and IT professionals that manage manual  

business document processes share several common concerns.

Visibility

Where is the order? Who has the invoice? Companies need transparency to manage their workload and keep track 
of business documents at all times.

Productivity

Visibility has a direct correlation to productivity — how much non-value work people are doing to support business 
processes. Companies also need to optimise productivity of document processing to deal with fluctuations in 
document volume due to business growth or decline, seasonal demand, and sales or purchasing trends.

Errors

Wherever there is manual document processing, there is always a considerable risk of human error that can end 
up stretching out the business cycle or driving up operating costs. These errors and the delays they cause can 
have a direct impact on cash flow, supply chain performance and inances.

Cost

Everyone is looking to cut costs and do more with less of both IT and staff resources. Along with the hard costs 
of labour, equipment and materials that we can quantify, there are also the soft costs of low customer satisfaction 
and lost business.

Implementation

Addressing these issues requires a flexible solution that is easy to deploy, does not impact existing systems, carries 
minimal risk and will work to automate communications with as many customers and suppliers as possible.

1
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IT LANDSCAPE COMPLEXITY EXPLOSION

In looking to optimise document processes, companies often respond to one speciic  
automation need at a time with different tools, creating a complex mix of technologies.

Introducing new systems into an increasingly complex infrastructure can create process bottlenecks and astronomical 
costs — not only to purchase the various technologies, but to implement and maintain them, and train staff to use them. 
And if anything in the environment changes, as it inevitably will, modifying the affected applications can be extremely 
expensive and time-consuming when there are so many pieces of the puzzle. Below is a high-level example of what a 
typical business IT infrastructure can look like. 

Cost and Complications

In an environment of point-to-point systems creating high costs getting all of the applications to work well together can be 
a never-ending nightmare. You may be faced with some or all of the following challenges:

 Gaining expertise with each solution

  Having different administrators for each solution 

 Managing relationships with each of the solution vendors 

 Building a warehouse for data from all of the different systems

 Modifying applications to meet your speciic requirements

Understandably, business and IT leaders are often reluctant to add new technology or tamper with existing systems, as 
this can be time-consuming and risky. Although effective inbound and outbound document delivery management presents 
obvious business advantages and inancial beneits, a successful technology solution must work within the existing  
IT framework to bring the necessary capabilities without adding complexity.

LEGACYGACY
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CREATING SUCCESS WITH  
END-TO-END AUTOMATION

Fortunately, adopting a broad automation strategy is now a practical reality for many  
companies. What makes it possible is not simply the technology for streamlining  

a particular business process but the larger value of the capabilities and operational  
beneits of a platform. This uniication brings together all the necessary functionality  
for automation of processes throughout the procure-to-pay and order-to-cash cycles.

Companies are inding they can leverage the same solution used for order processing, for example, to automate purchase 
order delivery, customer billing and vendor invoice processing as well. With such a solution in place, organisations have  
a platform to automate virtually any business process that runs on documents. 

A uniied platform offers the advantages of using a shared group of functions, along with the added beneits of leveraging 
capabilities that are speciically designed for core processes. Replacing point-to-point solutions with a single automation 
platform frees IT departments and customer service teams from tasks that burden their budget, whilst saving hours of 
work that can be redeployed to new projects.

Beneits of increased eficiency and productivity with the platform approach also result in:

 Less time spent on training, administration and vendor relationship management

 Lower infrastructure costs

 Consistent application of policies

 Less repetitive work

 Lower error rates

All elements of the platform should be accessible and controlled by a single set of business rules to allow automation of 
document processes on every end of the spectrum without the need for third-party products. This allows each process to 
be automated and measured as an entity rather than as a collection of different functions.

Your customers Your company Your vendors

Accounts Receivable Accounts Payable

PurchasingOrder Processing

Document
Delivery

Document
Delivery
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HOW ESKER’S SHARED  
AUTOMATION PLATFORM WORKS

In comparison with multiple point-to-point solutions, the Esker platform brings together all the necessary functionality for 
uniied customer and supplier communications to enable the eficient flow of information — independent of data format or 
document media. With the Esker platform at their disposal, businesses have a single solution to:

 Receive sales orders, vendor invoices or any other incoming documents from any source 

  Send purchase orders, customer invoices or any other outgoing documents directly from ERP systems or other applications

 Store documents and data inside the ERP application or other common repository

What It Takes

To deliver this additional value, the Esker platform provides components for automated document processing that 
encompass: 

  Document capture and workflow management functionality, including OCR plus content recognition, prioritising capabilities 
and the ability to make data available to ERP applications

 Formatting capabilities to create high-usability documents from multiple media (e.g. fax, PDF, HTML, XML/EDI, etc.) 

  A full range of transport options, including connection to Esker-hosted fax and postal mail services, with the ability to 
automatically send and receive faxes and notify of successful delivery 

 Web-based document workflow to automate the approval process, including support for mobile devices

 Electronic document archiving capability to store and easily retrieve documents

 Reporting capabilities to produce management reports on key performance indicators (KPIs) for the process

Universal Application 
Connectors
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Print Fax
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OUTCOMES OF COMPREHENSIVE AUTOMATION

Working with in wide range of industries for nearly three decades with businesses  
of various sizes, Esker has found that automation typically helps organisations process  

business documents like orders and invoices up to 90% faster and a minimum of  
40% more cost effectively when compared to manual processing methods.

Additional Beneits

Eiciency

  Increase productivity and reduce Days Sales Outstanding (DSO), procurement delays and late payments

Consistency 

  Standardise document processing across departments and operational units of the business

Transparency 

  Gain 100% visibility to control document processing and identify areas for further improvement

Customer service 

  Improve customer satisfaction and competitive advantage as a result of having documents readily accessible

Accuracy 

  Dramatically reduce order fulillment and reprocessing costs, supply chain disruptions and billing disputes

40%
LOWER COST

90%
FASTER

PROCESSING
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HOW AN AUTOMATION SOLUTION IS IMPLEMENTED

Two Options to Fit Your Unique Needs: On-Premises or On-Demand

Esker DeliveryWare: automation on-premises
For those that prefer to host their solution on-site, Esker DeliveryWare 
makes it easy to integrate an automated solution with ERP applications. 
Regardless of source, format or destination, Esker DeliveryWare gives 
enterprises the ability to capture, customise, transform, route, and 
deliver their data and documents. Inbound documents can also be 
easily captured and processed. 

Esker on Demand: automation as a cloud-based service
Esker also offers the option of leveraging the same secure, eficient 
and traceable document delivery service you expect from on-premises 
solution as an on-demand service. Requiring little to no upfront 
investments, Esker on Demand is a pay-as-you-go document process 
and information exchange service that allows you to move from capital 
to operational expenditure and gain flexibility for variations in document 
volume and users.

The SaaS Advantage: Beneits of 
Automation in the Cloud

Software as a Service (SaaS) solutions offer a series of 
unique advantages over their on-premises counterparts. 
Since there is no equipment to set up, an on-demand 
automation solution can be up and running quickly with 
little downtime. After initial sign-up and structuring the 
solution to it your internal processes, Esker takes care 
of the rest, including setting up users and permissions, 
uploading data, and training your staff.

Going Paper-Free Step by Step

Esker allows for a phased approach to implementing 
automation solution(s). In fact, many organisations initially 
use Esker to address one speciic document process, 
then begin tapping into its full potential as a solutions 
development tool that can be applied to any number of 
existing and future process automation initiatives. 

Companies can start with a basic “quit paper” solution 
and then add capabilities and integration features as time 
and needs dictate.

In the Cloud 
or

On-Premises
Easily deploy automation any 

way you choose — on-premises 
via Esker DeliveryWare or in the 

cloud via Esker on Demand — with 

minimal interfacing and support. 
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Agile Methodology

When implementing an automation solution, Esker always aims to make the process as quick and responsive as possible. 
That is why Esker takes the “agile” approach to implementation — ensuring our customers, business partners and their key 
stakeholders are able to achieve maximum value throughout every phase of solution delivery.

Agile methodology offers a hands-on approach to managing your automation project. Beginning with presales planning, 
Esker works with customers to create a vision for their project and deine goals. After creating an initial release plan in 
collaboration with the customer, Esker quickly turns the customer’s desired list of features into results.

Users provide feedback and respond to change after go-live, allowing their solution to adapt to their speciic business 
needs. This rapid delivery and customer focus lets the customer achieve the highest business value in the shortest 
amount of time.

How it beneits customers
Faster delivery means faster results: The sooner a solution can go live, the sooner a business can reap the beneits. Agile 
methodology allows for a high level of customer involvement and customisation, which typically leads to a number of 
beneits that include:

  Gaining the beneits of the solution more rapidly with faster ROI
  Investing resources in the most valuable features

  Reducing risks and lowering overall startup costs

  Ability to make decisions and modiications with context and experience
  Quickly receiving new features to test

  Being directly involved in the project; greater process insight

How it beneits Esker’s internal development
User feedback is key in improving Esker’s internal development. Applying the same principles of the agile approach used 
for customer automation projects, Esker is able to focus more on Research and Development (R&D). By incorporating 
customer feedback, Esker can constantly enhance the performance of their solutions and improve their products in 
a timely manner. What’s more, agile methodology is not only responsive to customer needs on an individual level, the 
adaptations improve the service as a whole.

GO LIVE

Increment
#1

User feedback
+ features list #2

Features list #1

Increment
#2

User feedback
+ features list #3

Increment
#3

• Product Vision

• Project Definition

• Initial Release Plan

• Contractual Agreements

ProjectPresales
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CUSTOMER SUCCESS STORY:

Before Esker

Pentair irst implemented Esker to address problems with an aging fax server it was using to deliver purchase orders 
out of its SAP® system. Later, when Pentair was looking to remove the ineficiency of paper from accounts payable and 
order processing, the company again leveraged Esker to automate those documents into SAP — improving productivity  
and gaining visibility.

Fax

- Aging, unreliable and unstable fax infrastructure
- Fax queues were getting bogged down
- Vendors regularly reporting partial faxes
- Disruptions and delays in shipping 

Accounts Payable
- Introduced a shared services centre model
- As invoice volumes increased, payment times were delayed
- Suppliers calling in constantly about their invoices

Order Processing
- Sales orders coming into 8 machines; 20 different fax numbers
- Lots of time dedicated to order entry, tracking down orders
- Hard-copy documents had to be converted into scanned images

Pentair, Inc. is a global leader in providing innovative products and systems used  
in the movement, treatment, storage and enjoyment of water. Headquartered  

in Schaffhausen, Switzerland, with its main U.S. ofice in Minneapolis,  
Minnesota, Pentair employs more than 30,000 people worldwide.
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After Esker

Pentair implemented the on-premises Esker DeliveryWare platform, successfully unifying its document process 
improvement efforts into one shared platform and taking a huge step toward modernising how its critical business 
documents are managed.

Fax

- Utilised the on-demand fax delivery service with Esker DeliveryWare
- Documents are now automatically processed from the SAP system as well as the desktop
- Eliminated the burden of managing fax telephony and telecom charges
- Fewer help desk requests related to faxing

Accounts Payable
- Esker allowed Pentair to take on more business and support its shared services initiative
- Dramatic reductions in manual communication and paper flow 
- Reduced invoice processing time (invoices go through electronic workflow)
- Improved insight into invoice details using the queue

Order Processing
- Faster delivery of POs to vendors to help meet customer fulillment requirements
- Document images going to the SAP system 24 hours faster than before
- Elimination of at least 2 hours of scanning per day 
- Better visibility to ind orders in the electronic queue
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CONCLUSION

Core issues driving the need for automation are common to all document processes.  
With IT resources scarce and expensive, managing separate solutions for each document  

process is not cost-effective. The ability to receive and deliver documents in multiple  
formats and through multiple channels that match customer preferences, is essential  

to the success of document process automation projects.

A single solution can automate and capture any inbound document (e.g., sales orders, conirmations, vendor invoices), 
deliver any outbound document (e.g., customer invoices, purchase orders, receipt acknowledgements), and store the data 
inside of ERP applications. Having the option to implement the solution either through a SaaS or on-site model offers 
flexibility for project execution.

For business and IT leaders alike, getting a clear picture of their organisation’s total communication infrastructure seems 
dificult if not impossible. They simply don’t know where to start. Effectively assessing and quantifying the business value 
and the impact of implementing document automation requires enterprises to fully understand key aspects of their current 
processes, including:

 �Procure-to-pay and order-to-cash performance: measuring the time the cycles take from beginning to end

 �Quality: identifying process errors that impact daily business and slow down reactivity

 �Quantity: calculating the volume of documents processed for customer and supplier communications

 �Document-based costs: assessing the amount of money currently spent on creating, processing, handling and delivering 
business documents

 �Archaic information exchange: determining how much paper-based methods such as traditional mail and manual fax 
limit proitability

  Archiving: calculating potential for automating current means of storing documents

What Esker Customers Say 

“The technology is incredibly flexible. Esker, compared with the other solutions we considered, 
provides a complete document workflow platform for automation.”

— Director of Information Technology, National Ofice Furniture

“We are well-positioned right now to switch the whole concept of printing out documents 
and get rid of paper. We want to have everybody working through Esker. Our objective is 

to eliminate the paper chase completely on these documents.”

– Director of Systems and Programming, Sea Star Line

 “There is no need for paper at all anymore.”

— Senior Director of IT, Aearo Technologies
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World Headquarters: 
Lyon, FranceU.S. Headquarters: 

Madison, Wisconsin

ABOUT ESKER

Esker is an industry leader in document process automation solutions, helping organisations of 
all sizes Quit Paper™ and improve how their business information is processed and exchanged 

via one uniied and integrated automation platform. Esker’s suite of automation solutions, offered 
on-demand or on-premises, help customers around the world reduce processing time and 

costs, increase their competitive advantage, gain signiicant operational eficiencies, and realise 
measurable ROI in as little as three to six months.

Global Expertise

Founded in 1985, Esker has more than 80,000 customers and millions of licensed users worldwide. Esker operates in North 
America, Europe and Asia Paciic with global headquarters in Lyon, France, and U.S. headquarters in Madison, Wisconsin.
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