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Overview

• 2020 – The world took a hit!

• Post-COVID response to records 

• The future is NOW – the path forward
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2020 – What just happened? 

Remote Work Is Here to Stay

According to Upwork, 41.8% of the American workforce 
continues to work remotely. Although an estimated 
26.7% will still be working from home through 2021, 
36.2 million Americans (22% of the workforce) will be 
working remotely by 2025. This is a staggering 87% 
increase from the number of remote workers prior to 
the pandemic!
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It was bad enough…..
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Now there’s even more due to the 
pandemic! (Even more systems and even more locations i.e. silos)

• M365 (Hey, 3 silos in 

one…Outlook, Teams and 

SharePoint!) 

• More video conferencing 

(Zoom, etc) 

• More emailing going on

• More texting going on

• More use of social media

• Drives (C:Drives and personal 

drives and One Drive too! 

• “The Cloud”

• Cell phones being used for work

• Agency and home PC’s or laptops

• And MULTIPLES of ALL OF THE 

ABOVE!!!!

**Remember over 80% of electronic records are “UNSTRUCTURED” and live in silos/disconnected systems
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And…Records 
requests don’t 
stop just 
because there 
is a pandemic
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Remote working during COVID meant 
working AT HOME with others AT HOME too!
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It’s 2021, do you know where your records are?

• Most agencies (if not all) were completely unprepared for any kind of an 

emergency, much less a pandemic that forced remote work

• Many decisions had to be rushed and pushed through

• Nobody’s fault!!!  

• Responsibility lies with the AGENCY on how they will move FORWARD

• Opportune time to “reset” and review your RIM

– What just happened?

– Was there a way to avoid some of the pitfalls? 

– Where are the gaps?

– Is there an agency plan for the future and their “new normal”?
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And COVID has certainly increased use of 
technology to conduct business

The basics of government and RIM are still, well, basic

Government still continues, pandemic or no…..

Technology used to create digital information has 
made processes more complex and convoluted

But it doesn’t have to be that way!!!   
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Everyone knows there’s a problem
(and a messy one at that….)

To solve a problem that has been going on for awhile (like 20 years now) you 
have to RETHINK it – COVID just exacerbated the issues

RIM issues are a BUSINESS problem:

• Not an IT problem (although technology has been a primary contributor to the 
problem)

• Not a “collaboration” problem (we actually OVERSHARE wayyyy too much) 

• Not a “we need more storage” problem

• Not a we need to  “move to the cloud” problem

• Or any other numerous labels
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Business in the time of pandemic
• How many of us upped your online commerce game during the pandemic?

• Notice how many businesses have nicely developed automated processes? 

They DO NOT USE emails as part of the process of purchasing/acquiring 

goods and services or they are used as a means of last resort? And even 

then you get a notice saying it will take a few days to get back to you??

• The right technology is AVAILABLE, no reason why agencies can’t take 

advantage and transition to a modern workspace and follow suit

• No reason why government can’t change up old outdated processes by way 

of automation and business process improvements

• No reason NOT to adopt alternative tools in order to conduct the business of 

government 
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Let’s go online….

• Buy groceries and get delivered

• Get medications delivered

• Order takeout for delivery

• Do all your Christmas/birthday/holiday shopping

• Visit a doctor/therapist online – telemedicine services increased

All this involved a business PROCESS that has been automated
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Pivot in the time of pandemic
• The right technology is AVAILABLE, no reason why agencies can’t take 

advantage and transition to a modern workspace and follow suit

• No reason why government can’t change up old outdated processes 
by way of automation and business process improvements

• No reason NOT to adopt alternative tools in order to conduct the 
business of government 

• Time for more government to update and automate their processes

• Kudos to those who have already gone online (driver’s licenses, etc)  
but time to make it enterprise wide AND manage records at the same 
time…..
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Get started:  Follow ISO 15489
This doesn’t need to be done overnight

(Problems didn’t happen overnight, it’s been years in the making 
and COVID just added to the issues)

And yes, it’s daunting

There are tools to help (but you need to pick the right ones)

Eating an elephant is best accomplished by bites, not trying to 
eat it all at once  (And you avoid heartburn that way)

Start shrinking your elephant!
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Agility and pivoting

• Sometimes too much pivoting makes you go in 

circles – have a PLAN and leverage existing RIM 

standards 

• Provides for consistent and repeatable processes 

while allowing some flexibility to meet the needs and 

requirements of the agency

• Time to assess where you are at and where you want 

to be (current chaos notwithstanding)
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Back to Basics:  Step 1
Assess the Situation
Doing an assessment of your BUSINESS PROCESSES is a great first step:

• What you do (What is the agency mission)

• How you do it (What are the steps to the process from start to finish i.e. how is a student 
registered?  How do you issue a license? How do you manage a case? ) 

• What you do it with (The tools you use - emails, forms, excel spreadsheets, remote 
conference calls/meetings) 

Records are the result of doing business, and knowing the process from start to finish and 
what technology is being used NOW will help you make the BUSINESS CASE to kick start a 
robust business process improvement/records management initiative

After you do an assessment, kick in with ISO 15489 and the PROCESS of records 
management, and then determine the infrastructure you should invest in to accomplish the 
goal modernizing your infrastructure – especially for remote workers – and have your records 
management cake and eat it too!
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Assessment and appraisal

Assessment:  The evaluation, estimation or judgment of the nature (good, 

bad, indifferent), quality (does this work?) or ability (can it do this?)  of 

someone or something 

Appraisal:  The valuation of property (typically real estate, a business, a 

collectible or an antique). Doing a records appraisal is similar, you are 

placing a VALUE of those records to the organization (be it a business, legal 

or historic value)…think Antiques Roadshow or American Pickers

You want to do an ASSESSMENT FIRST to see where you’re at as far as 

business processes go and evaluate your existing systems (manual or 

otherwise) THEN, as part of the process of implementing records 

management (ISO 15489!) appraise the records involved 
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Assessment vs appraisal
• An assessment is not as time consuming as an appraisal, you 

don’t have to get into the weeds.  It takes less time to scratch the 
surface for an appraisal and still come up with some valid data 
and information to create a solid business case for change

• Yup, an assessment can even be done remotely 

• It’s amazing how eye-opening an assessment can be

• An assessment will assist in planning and then launching the 
more lengthy and detailed processes of the next steps of 
planning and doing an appraisal

• An appraisal is done as part of the analysis of the records 
themselves and determining value, matching up with 
requirements and future “care and feeding” as part of 
implementing a RIM program

© 2021 FreeDoc  — info@freedoc.com



FreeDoc ® From Live….to Archive and Back again! ©

Post COVID planning and preparedness

Assess your current infrastructure:
What tools are you using, and how many different “systems” are used during 

the different processes?

Email, video conferencing, excel, word, drives, individual line of business 

software, going back and forth and in and out of different windows

What infrastructure should you invest in to accomplish the goal of modernizing 

your workplace i.e. supporting both in-office and continued remote work AND 

getting a handle on actual active records management processes?

You can have up-to-date and modern workflows,

and have your records management cake 

and eat it too!
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Play 20 questions

• What kind of systems do you have?

• What functions do these tools provide?

• Do they play nice with other systems?

• Are the tools meeting the needs of the agency and agency 

requirements?

• What version are you on, how outdated? 

• Any redundant systems?

• What kind of support needs from IT/IS? 

• Anything on life support? 
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Step 4: Systems Assessment 

There’s a good chance your IT department will have an inventory of the systems,

just need to fill in the blanks
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More system questions

The idea is to compare and 

gauge on an enterprise level how 

effective existing systems are for 

the organization

Compare current business 

processes with current systems

How many serve just

one master or are one-trick 

ponies, and how many provide 

multiple functions?
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Technology happened!

• It’s been very common for individual departments to buy individual software 

to meet a very specific need

• Decisions often made without enterprise level evaluation/input from a 

records standpoint

• Need a baseline of effectiveness and costs

• Can help adjust priorities and strategies, create a blueprint going forward 

• Improve and streamline organization’s infrastructure
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Right now is a good time to assess what 
happened as part of COVID

• Doing an assessment will also help determine what worked 
and what didn’t, and develop wish lists for prioritizing 
changes

• Changes will need to happen, the pandemic has caused 
everyone to look towards a “new normal” , here’s your 
chance to report on what it looked like before and during 
the pandemic and where improvements can be made

• It will feel like sweeping up after the parade, but cleaning up 
is always part of a post-disaster process
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Workflow/BPM (Business Process Management): Automation of business 

processes, in whole or in part, where documents, information, or tasks are 

passed from one participant to another for action, according to a set of pre-

determined rules and/or templates (workflows) 

Allows staff remote access (as appropriate) from any location, and enforces 

behaviors necessary to get the job done within a structured environment

Enables centralization and becomes the designated single repository for the 

agency’s business records…or what would then be referred to as a “System 

of Record”

Wouldn’t that be nice?  

Where Processes and RM Need to Go:  
Automation 
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Automation is key 

• It’s 2021 folks.  Remember the definition of insanity? 

• How do you think Amazon and other ecommerce have 
become so successful?

• Investing and building the right infrastructure to 
accomplish their mission

• Manual labor is so 1999 – leverage the technology to 
work smarter, not harder and SAVE MONEY

• The future is NOW – the technology that will actually 
help is available NOW
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Fear factor
• There is resistance to “automation” (i.e. robots)

• That’s not what business process automation (BPM) is 

about, it’s automating the processes humans are tasked 

with  - just using better technology 

• Automation does not mean people lose their jobs

• Automation means more TIME for people to engage with 

people and fix issues - less “paperwork” and more “people 

work”

• Focus on the processes of providing government services 

and resources to citizens that need it
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I know, I know
IT COSTS MONEY!!!  KA-CHING!! 

Like problems and wasted time haven’t already cost a bundle…

Amount of money from public disclosure costs:

2019 Public Records Data from JLARC 2019 Public Records Report

Agencies estimate spending more than 1.3 million hours and $101 million 
responding to records requests* for the 208 agencies that reported performance 
metrics

• As part of an assessment, use numbers in costs of wasted time to perform tasks manually

• Calculate the costs of each step and how much time it takes to get from point A to point B

• Articulate the costs of poor customer satisfaction and frustration 

• Add the costs of your current technology (both hardware and software) 
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Smart money 
There are ways you can budget and then invest in incremental amounts, 
but at least GET STARTED with a plan for modernization and you can take 
smaller bites to get there

Many ECM systems offer cloud options, and even “subscriptions” (think 
of it like Netflix for records management !) 

Pick one area/department/process to improve and modernize, build on 
that and think “big picture” 

As things improve economically, scale it outward and upward!!

And talk about smart money:  ROI – Return on Investment on the right 
system is incredible!!  Functional benefits abound, and systems end up 
paying for themselves in short order in terms of time/money saved in 
manual labor and public disclosure/discovery costs 
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Smart Money and Government: 
Doesn’t have to be another oxymoron

• And talk about smart money:  ROI – Return on Investment on the right system is 

incredible!!  

• Government has a fiscal responsibility to taxpayers

• Agencies hold records in trust for constituents, important to also have their trust 

that their tax dollars and revenues are spent wisely 

• Functional benefits abound and systems end up paying for themselves in short 

order in terms of time/money saved in manual labor 

– Increased customer satisfaction

– Effective and efficient operations save time and money
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There are already ECM master contracts
available!!

• Washington State has ECM master contracts available for you to start shopping

• Systems vetted and guaranteed to meet requirements for public records and then 
some!!!  (Because the DoD5015.2 was used as a baseline requirement) 

• You do not have to write an RFP*, contact directly to arrange demos asap

• Several advantages to using master contracts:

✓ Saves time and money not having to do the heavy lifting of writing RFP and 
going through lengthy evaluations and procurement processes 

✓ “One throat to choke” – Manufacturer’s held responsible for systems and 
implementation

✓ Recourse if seller or reseller falling down on the job

*Although you might have to (sorry) - check with your agency specific policies on procurement
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Or rather work like this? 

Retention can 

be applied here 

automatically

Disposition 

actions 

consistently 

taken when 

retention is 

met
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Records Rap:
ECM Revolution
Got records?  You know the pain

You know you suffer, there is no buffer

Records requests don’t stop

JOIN THE REVOLUTION

ECM SOLUTION

Digitize  - Convert your paper (format 
wise)

Organize – No more shared drives

Renovate – Out with the old, in with the 
new

Innovate – Records with a different view

JOIN THE REVOLUTION

ECM SOLUTION

Emails – it’s just too much

Video and audio files and such

Digital hoarding – its everywhere

Disposition?  Nobody cares

JOIN THE REVOLUTION

ECM SOLUTION

Digitize  - Make it a digital situation

Organize – From the point of creation

Renovate – Don’t stay stuck with the 
same 

Innovate – Time to change up the game

Why wait, don’t hesitate 

DO IT NOW
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Any questions??

THANK YOU!!

Go forth and organize! 

Washington State Master Contract (#07814-001)

ECM Software - Laserfiche

Pierce County (Contract #SC-103168)

Professional Services Consulting

Conversion and Preservation – Records Trust®
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For more information on our full range of services:

Imaging Services

Public Records Administration Consulting

ECM – Laserfiche

Visit our webpage:

www.freedoc.com

Contact us at:

info@freedoc.com
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