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ABOUT THE RESEARCH 

About this eBook
As the non-profit association dedicated to nurturing, growing and 
supporting the information management community, AIIM is proud to 
provide this research at no charge to our members. In this way, the entire 
community can leverage the education, thought leadership and direction 
provided by our work. We would like these research findings to be as 
widely distributed as possible. 
Feel free to use individual elements of this research in presentations 
and publications with the attribution — “© AIIM 2019, www.aiim.org”. 
Permission is not given for other aggregators to host this report on their 
own website. 
Rather than redistribute a copy of this report to your colleagues or clients, 
we would prefer that you direct them to www.aiim.org/research for a 
download of their own. 
Our ability to deliver such high-quality research is partially made possible 
by underwriters, without whom we would have to use a paid subscription 
model. For that, we hope you will join us in thanking our underwriter, 
Xerox Corporation (www.xerox.com).

Here at AIIM, we believe that information is your most important 
asset and we want to teach you the skills to manage it. We’ve felt this 
way since 1943, back when this community was founded.
Sure, the technology has come a long way since then and the variety 
of information we’re managing has changed a lot, but one tenet 
has remained constant — we’ve always focused on the intersection 
of people, processes, and information. We help organizations put 
information to work.
AIIM is a non-profit organization that provides independent research, 
training, and certification for information professionals.
Visit us at www.aiim.org.

About AIIM

Kevin Craine
Content Strategist, AIIM
Host and Producer of AIIM On Air Podcast

Written by

http://www.xerox.com
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Introduction
There is a lot of interest in digital transformation these days, and for 
good reason. New digitally enabled approaches bring the promise of 
transforming operational practices in ways that produce new levels of 
service, savings and responsiveness. As a result, organizations around 
the world have embraced digital transformation as a way to fundamentally 
improve the performance of the business and dramatically improve 
customer experience. 
According to a 2018 AIIM Industry Watch report called “Digitalizing” 
Core Business Processes, research found that 75% of the organizations 
surveyed view digital transformation as “important” or “very important” 
to their organization. According to 68% of respondents “business at the 
speed of paper” is no longer acceptable and 46% claim the best way to 
improve productivity is to get rid of paper.

Businesses around the world are adopting cloud 
applications to save money, increase the pace of 
business and improve service.

TOP
TIP

One of the drivers fueling this transformation is cloud computing. Indeed, 
many regard the use of the cloud as the new norm in business today. 
According to a study from Forbes, cloud-based services grew threefold in 
2017, increasing from 19% to 57% of the organizations surveyed. Cloud 
solutions now account for 80% of all IT budgets. 

Transformative Opportunity
 

The ROI of digital transformation has traditionally been found by getting 
rid of paper and eliminating manual processing and data entry. And while 
these are all valid advantages, the developing opportunities of digital 
transformation are becoming less and less about paper, and more about 
automating key business processes and putting more ‘intelligence’ into 
information management. The efficiency gains accelerate the pace of 
business and boost strategic decision-making. 
Businesses around the world are adopting cloud applications to save 
money, increase the pace of business and improve service. As a result, 
IDC reports that the fastest growing enterprise content management (ECM) 
segment is public cloud content services with an expected 28.6% year-
over-year growth. The decreased reliance on IT gives cloud users access to 
information and 3rd party services in more agile ways than ever before, and 
the fact that activities can be performed from anywhere and at any time 
makes the cloud an attractive and now pervasive option for businesses of 
all sizes and in all industries.

Content Services in the Cloud
How can you begin to take advantage of digital transformation for your 
business? One area is cloud-based content services. The next wave of 
opportunity can be found in integrating content, process and people. 
Today, organizations are moving away from traditional enterprise content 
systems and repositories in favor of cloud content services. These 
platforms are capable of centrally managing content via a secure cloud-
based portal, promote team collaboration on the go, and automate key 
business process workflow. 

Small and mid-sized businesses as well as large 
enterprise departments are moving away from 
traditional enterprise content systems in favor of 
cloud content services. 

TOP
TIP

Both small and mid-sized businesses as well as large enterprise 
departments are in a great position to capture benefits of content services 
in the cloud since it doesn’t require an enterprise-sized budget or teams 
of advanced programmers to achieve. SMBs benefit because teams can 
quickly capitalize on applications that streamline core processes and 
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improve customer service and experience in ways that can make an 
immediate difference. Large enterprise departments benefit because 
they are able to draw upon tools and systems more quickly and easily 
than before; whereas in the past business units and work teams often 
struggled to justify and obtain the technical support and expertise 
needed, cloud-based services provide applications and systems without 
the need for extensive IT support.   
Where can you find the most opportunity? Organizations participating in 
the AIIM report say that savings fuel the transformation journey in core 
processes like application reviews and approvals (48%), HR processes 
(36%), customer correspondence (32%), and finance (29%). Back-end 
operations are seen as prime targets for digital process improvement, 
but extended benefits in customer-facing activities like improving 
and automating customer correspondence, on-boarding, and case 
management are also driving digital transformation.

Drivers for Digital Transformation
But what does content services in the cloud mean in real terms for 
organizations today? Perhaps the most immediate drivers for digital 
transformation are the dramatically rising costs of office space, as are 
new process and legal requirements to eliminate paper and digitize. 
US commercial real estate pricing continued to appreciate in 2018. The 
cost of office space rose 6.5% year over year, according to Real Capital 
Analytics’ Commercial Property Price Indices. Though every sector 
experienced an increase, industrial and suburban office space saw the 
largest bumps, with prices up 6.5% and 6%, respectively. According to 
Statista, Washington DC and Boston have the highest rents at nearly $600 
per square foot, while Austin Texas is not far behind at $486. Raleigh, 
Denver, Dallas, and many other US cities have risen to over $250, while 
office vacancy rates have remained low at only about 12%. This trend is 
expected to continue over the next two years.“
Commercial real estate costs in the UK also continue to appreciate. As 
in the US, industrial and suburban office space in the London Heathrow 
and London Croydon districts saw biggest increases with rents rising 
to €195 and €176 respectively (in euros per square meter per year) in 
the first quarter of 2019. Prices in Edinburgh, Glasgow, and Bristol also 
experienced a similar increase, all rising to over €90. 
France and Germany are experiencing an upswing as well. According to 
Savills, investment in commercial real estate was up 14% in 2018, and for 
the first time, the French market surpassed the benchmark of €31 billion 
invested in real estate. With €20.1 billion, the Paris region made up 65% 

of the amount invested on a national level. Germany also set a new record, 
breaking the €60bn barrier for the first time ever. The top seven cities in 
Germany alone accounted for just over half (55%) of the overall transaction 
volume.
“Going paperless” literally saves precious and expensive real estate space 
while bringing all the advantages of digitally transformed process and 
workflow. 
More and more, paperless processes are not only expected, they’re the 
law. One reason for this is that an electronic signature has now the same 
legal value as a written signature in most of the world. The Electronic 
Identification Authentication and Trust Services, or eIDAS, is a regulation in 
the EU covering standards for electronic signatures giving them the same 
legal standing as transactions that are performed on paper. In Canada the 
use of eSignatures was officially endorsed by the Personal Information 
Protection and Electronic Documents Act (PIPEDA). Both the United States 
Electronic Signatures in Global and National Commerce (ESIGN) Act, and 
the Uniform Electronic Transactions Act (UETA), have major requirements 
for an electronic signature to be recognized as valid under  
US law.  Electronic signature laws have been adopted by 47 other countries 
as well, including all the largest economies. Check out this global guide to 
electronic signature law for more.  
Governments around the world are starting to automate.  For example,  
US Federal regulators are now required to pay their suppliers via electronic 
invoice. This change went into effect in 2018 and mandates that the 19 
million invoices government agencies pay every year must be electronic. 
Countries across Europe, Asia Pacific, Latin America, and other regions 
have also adopted e-invoicing in response to government initiatives. 
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Gaining Advantage

How do you use content services in the cloud to improve customer 
experience, accelerate cycle times, and reduce costs? Here are just a 
few use cases to consider: 

Accounts Payable
All businesses have an accounts payable function, but despite increasing 
digitization the AP process is often prone to paper-based inefficiencies 
and workflow. Organizations often use unrelated sets of technology 
tools, file systems and manual processes to manage their accounts 
payable process. This approach lacks a cohesive integration strategy, is 
often non-compliant with industry guidelines, and is time consuming to 
manage. Instead, content services in the cloud provide an opportunity 
to automate vendor onboarding and accounts payable processes, 
saving time and ensuring best practices. Data capture from incoming 
supplier invoices and automatic data entry and archival of invoice images 
streamline the process and dramatically reduce costs associated with 
labor and infrastructure.  

More and more, paperless processes are not  
only expected, they’re the law.

TOP
TIP

Policies and Procedures
Organizations that operate in highly-regulated industries and that 
must manage a wide variety of policies and procedures benefit from 
content services in the cloud because they are more able to adhere to 
increasingly strict information governance requirements that require 
content be more and more digital. Take for example a medical center that 
must manage a cumbersome, manual process to manage their policies 
and procedures – requiring dedicated IT and business support teams 
in order to meet their compliance KPIs. This puts operations behind 
the curve, working with a process that is error prone, not cost effective, 
and operationally inefficient. The result can often be unhappy patients, 
frustrated staff, and a higher risk of non-compliance. These constraints 
are all mitigated by adopting a cloud-based content services approach. 
Document management, automated versioning, and content rules 
capabilities boost the ability to manage policies and track compliance.  

Contract Management
Contract management is another function that most organizations must 
manage. Content services is a critical component of the workflow as 
a result, and essential to not only keep organized, but also to track 
contracts from creation or intake, to review, negotiation, and approval, 
and to gain access to related files at a moment’s notice. Cost is often 
a barrier to better collaboration and higher productivity, however; both 
small and mid-sized businesses, as well as large enterprise departments, 
are looking to the cloud for cost-effective solutions. One such example 
is an on-line contract project space that is limited to authorized parties; 
another is an integrated document viewer that allows multiple team 
members to use, modify and track comments on contracts. Since 
all team members can see all comments in one place, with tracked 
versions, the entire workflow is more agile and more accurate. 
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Making a Difference

With all the different cloud solutions and capabilities available it can be 
difficult to know which content approach is right for you. What do you 
look for in a good cloud content services solution? Here are a few critical 
characteristics to consider: 

Rapid Deployment – One of the key advantages of cloud-based 
solutions is the ability to deploy applications quickly. As opposed 
to traditional complex, on-premises applications that can take 
months or even years to develop and deploy, cloud-based content 
services can be up and available in just days. This brings a 
return on investment more quickly while accelerating the process 
improvement benefits.  
Reduced Reliance on IT – Since services are 100% web-based, 
content services in the cloud reduce the need for advanced IT 
capabilities or custom applications programming. This is a huge 
enabler for large enterprise departments that may lack the priority 
needed for support. And small and mid-sized businesses can “play 
with the big boys” since the latest innovations and capabilities are 
constantly updated in the cloud. 
Scalability – The ability to scale your cloud environment on-
demand is another huge benefit. This gives businesses of all types 
the ability to handle growing or diminishing resources to meet 
business demands in a capable way. Before the arrival of the 
cloud, adding extra server space, for instance, involved having 
someone install hardware, extensive testing, and then paying for 
maintenance. Instead, cloud scalability is a planned level of capacity 
that can grow or shrink as needed.
Ease of Use – If content applications are cumbersome and require 
a steep learning curve it is more likely that users will look for ways 
to sidestep the system or won’t use it at all. Cloud content services 
in contrast are more intuitive and specialized, and this reduces the 
need for training while encouraging adoption across the business. 
Lower TCO – Cloud architecture reduces overall IT spend and this 
results in tangible cost savings. Budgets can be dedicated where 
needed while business units are empowered to move forward 
with process improvements more quickly. And since cloud-based 
applications are typically classified as an operating expense versus 
a capital expense, business units can afford the latest and greatest 
technology without having to find a large bucket of funds upfront to 
pay for it. 
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Conclusion
SMBs and enterprise business departments are better able to 
take advantage of digital transformation using a cloud-based 
content services approach. The confluence and synergy of 
the cloud and next generation content services solutions bring 
savings and operational advantages by eliminating paper 
and manual processing, but the next level of ROI is found by 
automating key business processes that improve operational 
performance and customer experience. Look for providers and 
partners with the right mix of capability, vision and expertise that 
will allow you to take advantage of content services in the cloud. 
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What’s Next?
The CIP Can Help You and Your Organization Navigate the World of IIM.
Now is not the time to wait on your Digital Transformation initiative. IIM practices 
and methodologies are critical to your success, and AIIM can help. Digital 
disruption calls for digital leaders with the skills and experience to optimize 
information assets and transform business. Become that leader now through AIIM’s 
Certified Information Professional (CIP) program.
AIIM worked with industry experts and focus groups to define the body of 
knowledge necessary for information professionals understand core IIM practice 
areas and methodologies, built a certification and test based upon this body of 
knowledge that is available at locations around the world, and created a set of 
training courses and materials to help information professionals prepare for the 
examination. 
The path to CIP should be fairly simple for information practitioners who already 
have expertise and work experience. AIIM has a number of resources that can help 
practitioners at all levels prepare to become a Certified Information Professional:
n   CIP Data Sheet
n   CIP Exam Outline
n   CIP Study Guide (free to professional members;  

nonmember fee is $60 USD) 
n   AIIM Training Courses
n   Online CIP Prep Course
n   In-Person CIP Prep Classes
n   Practice Exam

CIPs reflect a more integrated, more holistic view of information management. 
Changes in one process, technology, or practice invariably affect others in the 
organization. CIPs are able to see the forest and the trees and understand and plan 
for these outcomes. Because of this, CIPs will identify and understand changes 
that could cause compliance issues, thereby reducing liability. 
Organizations that manage their information more effectively enjoy reduced costs, 
faster time to market, increased revenues and cash flow, and increased business 
agility. CIPs are uniquely positioned to help organizations achieve these benefits 
because they understand the interactions between different information intensive 
processes and activities.
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About Xerox Corporation

In an era of intelligent work, we’re not just thinking about the 
future, we’re making it. Xerox Corporation is a technology 
leader focused on the intersection of digital and physical. We 
use automation and next-generation personalization to redefine 
productivity, drive growth and make the world more secure. 
Every day, our innovative technologies and intelligent work 
solutions — Powered by Xerox® — help people communicate 
and work better. Discover more at www.xerox.com and follow 
us on Twitter at @Xerox.

Our software offering, Xerox® DocuShare® 7 delivers robust 
content management to enterprise groups, both on-premise 
and in the cloud. Xerox® DocuShare® Flex is a fit-for-
purpose cloud solution optimized for SMBs and enterprise 
departments, to help you easily control critical business 
content and automate workflows. Xerox is a Leader in the G2 
Crowd Spring 2019 ECM Grid Report and a recipient of the BLI 
2019 Software Imaging Line of the Year Award from KeyPoint 
Intelligence. 
 
For more information,  
visit www.xerox.com/ecm

https://www.xerox.com
https://www.xerox.com/ 
https://twitter.com/Xerox
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