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What is a Document Management System?

A Document Management System (DMS) is software that stores and tracks electronic documents and/or
images of paper documents. It involves scanning, electronically saving, storing and retrieving documents
received or created by an organisation. The term ‘document’ includes all electronic files such as Word, Excel®,
PDFs, emails and accounting data files, even multimedia files such as MP3s and WMV files.

A DMS makes it easy for any document to be electronically filed, centrally stored, appropriately shared, quickly
found, effectively secured, simply tracked, quality controlled, efficiently dispatched and conveniently archived.

“Isn’t Windows® Explorer a DMS?” Windows® Explorer does not qualify as a DMS system. It is the exact
opposite of a DMS because it is:

®  slow for electronic filing — users must browse to the correct drive and folder, often many clicks deep;
"  makes it difficult to find a document unless you know which folder it was saved in,

®  provides the user with too much discretion regarding creating and naming folders (directories);

" requires users to take time and have the discipline to apply file naming and save location decisions;
=  allows the user to look in only one folder at a time, making searching laborious;

®  provides no quality control mechanism for review and approval processes;

®  provides no audit trail regarding who has worked on a document; and

®  does not allow the user with the flexibility and convenience of searching based on the status of the
document, who is preparing it, who is to review it and so on.

If your staff are using Windows® Explorer (which includes opening and saving documents via Microsoft® Office
Word and Excel®), or they are using a ‘Documents’ tab in your Practice Management System that is simply a
view into the Windows® Explorer folder structure, each staff member is likely to be wasting 20 to 30 minutes
of their time each day looking for documents. This does not include time spent ‘reinventing the wheel’ when
staff recreate documents that they know exist, but they cannot find. (See Something to Think About on p15.)
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Benefits of Implementing a Document Management System

There are many reasons why firms implement Document Management Systems. Some of these include:

1. Save Time

- Retrieve documents in a fraction of the time that it takes using paper files or Windows® Explorer

- Quickly and easily create merge documents such as letters, checklists and reports with client data
automatically inserted

- Use templates and precedents to make jobs quicker to complete and quicker to review

2. Save Money

- Saving 20 to 30 minutes per person per day quickly adds up to improved productivity and profitability
(See Something to Think About on p15.)
- Save money by freeing up office space and eliminating off-site storage currently used for paper files

3. Reduce Risk

- Comprehensive and systematic record keeping reduces professional indemnity risk:

- Consistent firm-wide centralised filing of emails and file notes

- Audit trail function provides automated record of quality assurance process for each document
- Improve standardisation, consistency and quality through the use of templates and precedents

4. Improve Communication

- All staff can quickly and easily see all documents, emails, files notes, etc. relating to a client
- Remove need to email and ‘CC’ work colleagues in regarding progress of client work
- Dramatically improve—and essentially automate—‘knowledge sharing’ about clients

5. Increase Management Control

- View a list of all work-in-progress documents across the firm and be able to filter that list based on:
- Whois working on it, who is to review it, which Partner/Director is managing it, and/or
- The status of the document — e.g. Draft, Review, Approved, Out For Signature, Final
- Reduce key person dependence
- When people are away or leave the firm, easily view all the documents, working papers, emails,
file notes and accounting data files they have filed and have been working on
- Standardise processes through use of procedures, templates and precedents

6. Increase Firm Value

- A systemised firm with good Knowledge Management and Document Management systems attracts a
higher valuation because such systems make succession easier for the new owner(s).
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Why is Document Management Important for Accounting Firms?

An accounting firm is a document-intensive organisation. Each year a firm creates and receives—and therefore
needs to store and manage—many thousands of documents in the form of workpapers, ATO correspondence,
financial statements, tax returns, checklists, forms, letters, emails, file notes, accounting data files, and so on.

To efficiently manage and control a large volume of documents requires a Document Management System.

Five or more years ago a DMS was considered something that was appropriate only for large organisations. As
new technologies take us further into the digital age, a DMS is now a prerequisite for the modern, efficient
accounting firm, no matter the size the of the firm.

Another driver of DMS adoption is the increasingly litigious business environment that makes thorough record
keeping not just ‘best practice’ but essential practice. Using a paper-based filing system, documents can take
many days to be retrieved if they have been archived. Using a DMS, such documents can be retrieved in
seconds, along with ‘audit trail’ information regarding the history of the document’s creation, editing and
approvals processes. This puts a firm in an excellent position from a risk management perspective.

Will a Document Management System Give Me a ‘Paperless Office’?

A Document Management System is an essential ingredient for achieving a ‘paperless office’ (or ‘less paper’
office), but other elements are also required, including:

=  Providing all staff with multiple monitors or, alternatively, 22" or larger widescreen monitors

- Using software such as UltraMon™ or SplitView® to make monitor use even more efficient
(Details about this software are included in the white paper mentioned below)

=  Scanning hardware and software
- Scanning automation software for automatically filing scanned documents

= Templates and precedents that have been specifically designed for efficient on-screen completion
(Tips on how to do this are included in the white paper mentioned below)

=  Automated off-site data backup systems
Advanced paperless options also include the use of:
= Digital certificates — the digital equivalent of personal ID verification
= Digital signatures — the digital equivalent of the act of signing a document
0 Note: A digital signature is not the same as a scanned image of a person’s signature.

=  Handwriting tablets or tablet PCs to enable ‘writing on the screen’ with a pen (‘stylus’)

A specialist DMS provider will be able to give you expert guidance in all these ‘paperless office’ aspects.

Techniques for achieving a ‘less paper’ office are outlined in a separate white paper,
Towards the Paperless Office: On-Screen Completion of Checklists and Workpapers.
You can download this at www.businessfitness.net/au/articles.htm.
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What are the benefits of choosing a specialist DMS supplier?

Specialist products perform their function better, no matter which type of product you consider. For example,
mobile phones these days are multifunction devices that often include a camera, music player and so on. If the
quality of camera was important to you, would you consider the camera in a mobile phone to be good enough?
Probably not. A dedicated digital camera will do a better job. The same applies to the music player. A dedicated
music player will perform better and be easier to use that one that is built in to a multifunction phone.

The same applies to Document Management Systems. In an accounting firm, the flow, management and
control of documents is crucial to your firm’s efficiency and productivity. A dedicated DMS should be
considered because it will perform better than a DMS that is built in to a ‘multifunction’ piece of software such
as a Practice Management System. The ‘Documents’ tab in a Practice Management System is like the camera
in a phone. While on the surface it appeals to have the DMS inside your Practice Management System, the
reality is that it will be a rudimentary DMS lacking the functionality and efficiencies offered by a true DMS. A
DMS can connect to your Practice Management System, avoiding the need for an additional client database.

Issues Faced by Accounting Firms not using a Document
Management System
1. “Who’s got the file? And is everything in there?”

A traditional paper-based filing system often results in the “Who’s got the file?” search around the office
because only one person can have a client file at any one time. That’s very inefficient from a knowledge
sharing perspective, but it is simply a waste of everyone’s time, adding no value to the job.

Once a file is located, there is no way of knowing if everything that should have been filed has been filed,
or whether anything has been temporarily removed from the file. It’s a system fraught with opportunities
for error and inefficiencies.

2. “Pll dig that up and get back to you”

The time wasted looking for paper files also affects the ability to respond promptly to client requests that
require reference to their file. Rather than be able to answer questions on the spot, often the client needs
to be told “I'll dig that up and get back to you”. This not only applies to paper-based files, but also to
retrieving documents via Windows® Explorer because the next question that needs to be asked is ...

3. “Where would that have been saved?”

A folder-based electronic filing and retrieval system such as Windows® Explorer or the ‘Documents’ tab in
some Practice Management Systems means often a user needs to know where a document has been
saved—that is, which folder it is in—in order to find it quickly. (Refer to page 16 to read how an effective
DMS easily solves this problem.) This search through a folder structure is often further complicated by
elaborate folder structures where too many folders have been created. Even if you have a clear, consistent
folder structure, it takes longer than necessary to locate files as you may need to look through each folder.

4. “ldidn’t know the client had been told that”

A DMS allows everyone in the firm to centrally store and view all electronic documents and files regardless
of file type or who saved them. This means that important documents and correspondence such as emails
sent to or received from clients, or file notes about conversations with clients can be seen by everyone in
the firm, regardless of who received or created them. Typically in a firm that does not have a DMS, emails
and file notes are not consistently and centrally stored. Instead they are saved within each team member’s
Outlook® folders which is very poor knowledge sharing. “I didn’t know the client had been told that” is a
common problem when documents and communication is not shared across the organisation.
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“What was that other client’s name again?”

How many times have you started a client engagement when you recall doing a similar job for another
client in recent months? “What was that other client’'s name again?” is the question that arises. The
problem is often it’s difficult to remember. With a paper-based filing system or a folder-based electronic
retrieval system, unless you can recall that other client’s name, you won’t be able to find the documents
you want. This is frustrating for you and expensive for the firm, resulting in ‘reinvention of the wheel’
when the new document must be started from scratch all over again. An effective DMS allows you to
keyword search simultaneously across all clients so that past documents for other clients that could be
relevant to the current job, can be found and used as precedents to save time in completing the new job.

“Who produced this workpaper? Who approved it?”

A DMS automatically records who created, edited, reviewed, approved, emailed, and printed a document
as well as when all these events occurred. This audit trail feature of a DMS helps with quality assurance.

“Do we have a template or precedent for this?”

An effective DMS makes retrieval of templates and precedents quick and easy because the DMS provides
all staff with “one place to look” for such documents. Staff don’t need to know “where on the system” a
template or precedent has been saved because they can all be found via the knowledgebase in the DMS.
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Common Concerns about Document Management Systems

Key areas for consideration include:
1. Cost

- Pricing clarity and transparency: Are quotes all inclusive? Is it a fixed price or are there ‘estimates’
(especially regarding services) that could be higher? Any hidden extra costs? What appears ‘the
cheapest’ on first impressions, may not be due to the way the pricing is presented in the quote.

- Initial Costs to consider
- Software
- User licences, Server licences
- Implementation Services
- Installation
- Customisation
- Database Connection(s)
- Training
- Administrator Training, User Training
- Content (Templates, Precedents, Procedures, Electronic Workpapers)
- Staff time required in implementation process
- Staff time lost through disruption during implementation process

- Ongoing Costs to consider
- Software Updates, Content Updates
- Further Training
- Staff Time Required to Maintain the System

- All of the above items comprise the Total Cost of Ownership (TCO). Think beyond the upfront price.
2. Value

- Does the Cost-Benefit Analysis stack up?
- Costs divided by Benefits = Value
- What is the Payback Period? ROI?
3. Trust

- Will the DMS deliver the benefits promised?
- Will the DMS perform as demonstrated? (e.g. Will the search be just as fast in real everyday use?)
- What if it doesn’t? What guarantees are offered?
- Canthe sales person’s claims be believed?
- Does the sales person use the DMS themselves in their daily work? If not, why not?
- What track record does the provider have in developing and implementing DMS for accounting firms?
- How skilled and experienced are the DMS implementation team?
- Can the sales person provide reference sites of happy clients?

4. Utilisation

‘Shelfware’—software that is purchased, but then sits on the shelf, unused—delivers no benefits
- Will staff actually use the DMS?

- How easy is it to train staff in how to use it? What training resources are provided to help?

- Will it actually make their work life simpler and more efficient, not more complex?

- How much effort is required to gain ‘team buy-in’ and ensure ongoing usage?

- Can usage be tracked? Are utilisation reports available?
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How to Evaluate a Document Management System
1. Take a Team Approach

Involve your colleagues in the evaluation process. This includes people within the firm of various levels of
seniority as well as from different areas of the firm. It is usually a mistake to ‘go it alone’ in the evaluation
process because:

" QOther team members will think of aspects or desired features that may not occur to you;

®  Your evaluation process will be more thorough as a result; and

® |f you do go ahead with a DMS, you will have gone a long way to achieving ‘team buy in’ by involving
your team in the evaluation process. They will feel informed, valued and they will welcome the DMS.

2. Get Clear on What You Want

Write down a list of problems or inefficiencies that you want the DMS to solve. Have a brainstorming
session with your team to list out all the things that waste their time on a regular basis. Identify those
items that are related to filing/storing or retrieving information. As you become more familiar with DMS
features that are available, write down a list of the features—regarding not just the software but also the
implementation and the ongoing support services—that are important to you and your team.

3. Get Clear on What You Do Not Want

Likewise, be very clear on things that are not acceptable for your firm. For example, many DMS’s are
designed with ‘lock-in’ features that make it difficult for you to stop using the system in the future. Such
DMS’s should be avoided. Refer to the checklist on page 9 for more details.

4. First Evaluate the Supplier, then Evaluate the Software

Your DMS is a vital tool for your firm and therefore your choice of DMS should not be taken lightly.
Evaluating DMS software on a feature-by-feature basis can be a complex process due to the many dozens
of features in each system, the strengths and weakness of each, and the difficulty of knowing whether you
are ‘comparing apples with apples’ so to speak. Bigger picture, it's more important to first evaluate the
supplier of the DMS, then evaluate their DMS software in detail. For example:

®  What is the supplier’s track record in providing DMS’s?

®  How many years have they been providing DMS’s?

®  How many clients do they have using their DMS?

=  Are they willing to provide reference sites?

=  Are they DMS specialists with deep expertise in the area? Or are they new to providing DMS’s?

®" Did they develop the DMS themselves—and therefore have the ability to implement fixes and
improvements directly themselves—or have they acquired a smaller software company or are they
simply a reseller or licensee? Are the key software developers part of their organisation?

5. Be Systematic — Use a Checklist

Don’t think you will remember the details of each DMS demonstration. You won’t. Many features will be
demonstrated and after you have seen two or three DMS's, your recollection may start to blur as to which
DMS had which features. Use a checklist as you progress through your evaluation process and set aside 15
to 30 minutes after each demonstration for your team to stay in the room and discuss what they liked,
what they didn’t like, and to complete the evaluation checklist of the DMS you have just seen.

Keep in mind however, that a feature list is one thing, performance is another. For example, two DMS’s
may both get a ‘Yes’ in the Email Management column, but the ease of use, speed of filing, and reliability
may differ greatly. Ultimately you need to go with the provider who you trust will deliver on what they
demonstrate.
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Summary Evaluation Checklist for Document Management Systems

If you would like this in Microsoft® Word format please email info@businessfitness.net.

Refer to Appendix A on page 18 for a more detailed version of this checklist.

Feature or Importance to your firm
Question to Ask Your comments

The Supplier

1. Are they specialists in Document Management Systems
(DMS)? Or is their Document Management module just
one module/tab among many, not their core focus?

Supplier:businessfitness™
HowNow®

DMS
Supplier
DMS:
Supplier
DMS

2. Are they specialists in DMS for accounting firms?

3. Are they experienced in DMS or are they new to it?

4. Does the sales person actually use the DMS regularly in
their everyday work, not including the demo version?

Design and Structure of the DMS

5. Does the DMS save documents into a normal folder
structure that could be accessible in Windows® Explorer
if the firm stopped using the DMS in later years?

6. Canthe DMS connect to your existing client database,
such as your Practice Management System?

Getting Documents into the DMS Part 1 — Scanning

7. Does the DMS connect to scanners?

8. Does the DMS provide a ‘watch folder’ function where
it checks a folder location for PDFs awaiting filing?

9. Does the DMS integrate with scanning automation
software such as ATO Paper Buster?

Getting Documents into the DMS Part 2 — Your Pre-Existing Electronic Files

10. Can the DMS import or retrieve your firm’s pre-existing
electronic files so that when the DMS goes live, all
documents are in there, old and new?

11. Does the supplier offer you a fixed price quote for
cataloguing your pre-existing files into their DMS?

Getting Documents into the DMS Part 3 — Email Management

12. Does the DMS integrate with Microsoft® Outlook®?

13. Does the DMS prompt the user save emails?

14. Does the DMS automatically select the Contact during
the filing process, by recognising their email address?

Copyright © 2008 Business Fitness Pty Ltd
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15. Does the DMS save the emails into Windows® Explorer

Getting Documents into the DMS Part 4 — Client Accounting Data Files

16.

under the client’s folder structure outside of
Microsoft® Outlook®?

Can the DMS save and manage your clients’ accounting
data files such as MYOB, QuickBooks, etc?

17.

Does the DMS record the type of software (e.g. MYOB
Premier) and the version of the software (e.g. v17)
when an accounting data file is saved so that all a user
has to do to open it is double-click it?

Creating Documents

Does the DMS allow templates such as standard letters
to be created with optional paragraphs and optional
wording so that a wizard appears allowing the user to
select which options apply and don’t apply?

18.

Does the DMS efficiently create batches of merge
letters by (1) creating an individual Word document for
each letter and (2) automatically filing each Word
document under each client’s appropriate subfolder?

Does the DMS automatically file documents created
using templates (such as workpapers) so that the
document is filed before it is opened and edited?

Does the DMS make it one-click easy to start an
electronic File Note when speaking with a client?

22.

Does the DMS manage internal documents equally well
as it manages client-related documents?

Integration with Knowledgebase — Template Management

Does the knowledgebase of the DMS display only the
approved ‘master version’ of each template?

23.

24.

Is the DMS designed so that the file name of the
current approved ‘master version’ is always the same?

Does the DMS prompt for a Revision History note to be
documented each time a new version is created?

Does the DMS provide each user with a ‘My
Procedures’ view that lists only their procedures?

Does the DMS allow users to create their own ‘My
Favourites’ list of their commonly used templates?

Does the DMS allow you to specify which users are
allowed to create, edit, review and approve templates?
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Feature or
Question to Ask

Supplier:businessfitness™

HowNow®

DMS:

Supplier:
DMS:

Supplier:
DMS

Importance to your firm
Your comments

29.

Does the DMS automatically apply filing protocols such
as where workpapers should be saved under clients?

30.

Does the DMS have a knowledgebase function?

Does the DMS integrate with a Content Update service
for templates and precedents?

Integration with Content Providers — Outsourcing Updating of Templates

Does the DMS protect your existing documents from
being overwritten by the new downloaded documents?

Does the DMS provide a Review function for efficiently
reviewing the documents in a Content Update before
making the new versions available to users?

35.

When your firm edits a template supplied by a Content
Provider, or adds their own templates, are such
documents automatically flagged as “Our Firm’s
Content” so this list can be brought up with two clicks?

Securing Documents

Does the DMS allow you to control which team
members see which documents so that sensitive
documents can be safely saved into the DMS?

36.

Can the DMS encrypt sensitive documents to also lock
them down in Windows® Explorer?

Retrieving Documents

Is the keyword search extremely fast and convenient?
Does it provide ‘per keystroke’ search speed?

Is the search speed is maintained regardless of how
many documents are stored into the DMS?

Can the DMS search simultaneously across all clients or
is it necessary to first select a client?

Does the DMS allow keyword searching on any part of
a client name, client code, title of document, etc.?

Can a search list be filtered down to only show the
desired file type, such as emails, Excel files, PDFs, etc.?

Managing Document Flow

Does the DMS allow you to search and filter on the
status of a document — e.g. Draft, Review, Approved?

Does the audit trail automatically record who changed
the status of a document and when this was done?

Does the DMS allow you to search and filter on who
created, reviewed or signed the document?
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Feature or
Question to Ask

Supplier:businessfitness™

HowNow®

DMS:

Supplier:
DMS:

Supplier:
DMS

Importance to your firm
Your comments

45.

46.

Does the DMS allow users to ‘check out’ and ‘check in’
documents so they can be worked on offline?

Does the DMS allow you to attach a task to a document
whether for your list or delegated to another person?

Managing Tasks and Workflow

47.

Does the DMS allow you to see a list of tasks you have
delegated, and then filter based on any combination of
who is to complete the task, who the client is, when
the task is due, whether tasks are overdue, etc.?

48.

Does the DMS Tasks function provide reminders to the
person who is complete the task and to the delegator?

49.

Does the DMS include a Job Tracking (‘workflow’)
system that allows a view of all current jobs?

50.

51.

Does the Job Tracking function allow you to filter based
on any combination of who is to complete the job, who
is to review it, who the client is, when the job is due,
whether jobs are overdue or due soon, etc.?

Does the DMS automatically create an audit trail
recording every event that happens in the creation,
approval and dispatch of each document? This should
include who created it and when, when it changed
status and who changed the status, who opened it and
when, who printed it or emailed it and when, etc.

Quality Assurance

52.

Does the DMS allow you to specify who is allowed to
progress documents to certain stages such as
Approved and Final? Such QA measures are vital.

53.

54.

When a batch of merge letters has been created, can
the list of documents in that batch be displayed quickly
and easily so that they can each be checked?

Does the DMS allow a user to quickly and easily email a
document to a client?

Getting Documents Out the Door

55.

Is a PDF converter built into the DMS?

56.

Does the DMS allow combining of multiple PDFs?

57.

Does the DMS offer options for emailing documents,
such as original format, PDF, or ZIP (compressed)?

58.

Can documents be emailed internally as a hyperlink
rather than as an attachment?

59.

Does the DMS allow a batch of letters to be
processed—via print and/or email—in one step?
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Feature or
Question to Ask

Supplier:businessfitness™

HowNow®

DMS:

Supplier:
DMS:

Supplier:
DMS:

Importance to your firm
Your comments

60. Does the DMS provide an export to web function?

Archiving Documents

61. Does the DMS allow you to archive an entire year’s
documents across all clients in one step?

62. Does DMS retain information about where the
documents were archived to (e.g. which DVD or tape?)

Reporting

63. Can the DMS provide utilisation reports regarding use
of the knowledgebase and templates?

64. Canthe DMS provide reports on the electronic filing
activity of each team member?

The Support

65. When you call the Help Desk, do you speak with the
programmers who can actually fix the problem?

66. Is the organisation renowned for their customer
service and responsiveness?

67. Does the supplier offer a successful implementation
guarantee? If so, what are the conditions of the
guarantee?
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Other Resources

Other businessfitness™ white papers available to you:
6 Proven Strategies for Boosting Accounting Firm Efficiency
Towards the Paperless Office - On-Screen Completion of Checklists and Workpapers

Towards the Paperless Office - Important Issues

Recordings of past businessfitness™ webinar presentations available to you:
The Accounting Firm’s Guide to Choosing a Document Management System
Email Management - The Risks, the Pitfalls, the Efficiency Gains
Reduction in Induction - How an Accounting Firm Now Trains New Staff in 66% Less Time
Paperless Principles - Tips for Achieving the Paperless Office
Paperless Panel - Ask the Experts Your Paperless Office Questions

Plan to Scan - How to Automate Your Scanning & Electronic Filing Using HowNow® & Paper Buster

If you would like to receive any of these white papers or be emailed links to the webinar recordings, please
email info@businessfitness.net.
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Something to Think About

The time currently being wasted each day in your firm ...

80% of employees waste an average of 30 minutes per day retrieving information
while 60% are spending an hour or more each day duplicating the work of others.

BAE Systems PLC study referenced within
‘Show me the Money, Measuring the Return on KM’ Knowledge Management

In a poll of 44 accounting firms that were not using a Document Management System,
43.2% of the firms estimated each person in the firm was wasting approximately 15
minutes per day looking for files. 40.9% of firms polled estimated each person was
wasting 30 minutes per day looking for files. Combined, this equates to 84.1% of firms
estimating each person was wasting on average 22 minutes per day looking for files.

Source: Live poll of 44 accounting firms conducted during businessfitness™ webinar
‘Stop Exploring, Start Finding’ held 14 February 2008

Are you looking for the cheapest Document Management System? Or the best value?

"It is unwise to pay too much but it is worse to pay too little. When you pay too much,
you lose a little money - that is all. When you pay too little you sometimes lose
everything, because the thing you bought was incapable of doing the job it was bought
to do. The common law of business balance precludes paying a little and getting a lot. It
can't be done. If you deal with the lowest bidder, it is well to add something for the risk
you run. And if you do that, you will have enough to pay for something better"

John Ruskin (1819-1900)

Phone 1800 99 11 00
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What People are Saying About HowNow®

“Using HowNow?® js a much quicker way of retrieving files than the way we used to do it
through Windows® Explorer and by asking others around the office. We no longer have
to go to the next office and ask a colleague “Where did you save that file?” because in
the time it would take to walk to the next office, | have already found it in HowNow®.
It’s just like searching Google®.

“HowNow® has actually created a natural gravitation towards a ‘paperless’ way of doing
things because we don’t even have to try to ‘think paperless’, it just happens. For
example, when | am working away from the office using remote access in the past it
would happen where I’d think to myself, “Bother, | should have brought that physical file
with me so | can refer to inbound documents,” well that issue is completely gone because
everything is now scanned and easily located.

“The ‘shareability’ and accessibility of client information has improved dramatically
thanks to HowNow?®. It’s almost like—and this is deep!—we’re a step closer to a
common firm consciousness on client matters. HowNow® has changed the way
communication happens here about clients. Rather than the old linear way of
communicating by sending emails to particular people within the firm, everyone across
the firm now simultaneously know what’s happening with a client rather than relying
on email or accidental face to face encounters. With HowNow® you can see it all there
on the screen rather than waiting for face time with busy people.

“I can work remotely and watch the firm’s day unfold on HowNow’s Records screen. | can
see every document, workpaper, email as it is created each day. From there | can tell
what is flowing smoothly and what isn’t. | can see situations where a team member
might need some help or guidance on a job to push it through. Team uptake of the
precedents with HowNow® Knowledge Manager has been slower than we had hoped.
With Records Manager uptake has been instantaneous. | now only have to access
Windows® Explorer about once a month. HowNow® keeps everyone out of Explorer
which is great. Windows® Explorer is too brittle and dangerous for staff to be in there.

“Gladly, it’s not just me. My staff are telling me HowNow?® is fantastic.”

Cameron Patterson
Principal — Cameron Patterson & Co.

"We love HowNow®. We all say we can’t imagine how we ever operated without it.
Looking back, we were so inefficient in the way we created and retrieved documents
before we had HowNow?®. I’d strongly recommend it to any firm."

Dianne White
Administration Manager — WHK Cairns

Phone 1800 99 11 00
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Your Next Step — A Demonstration of HowNow®

To see specific examples of the features outlined in this white paper, please contact businessfitness™ on 1800
99 11 00 or email demo@businessfitness.net to arrange a time for a Custom Group Demonstration of the
HowNow" Knowledge Management, Document Management and Email Management System.

There is no obligation to proceed further with businessfitness™ after this 90 minute session which can be easily
conducted via a meeting over the telephone and web.

Fax Back Booking Form

Please complete your details below, fax this form to 1800 89 89 89 and we’ll be in touch to confirm the
appointment. Alternatively telephone us on free call 1800 99 11 00 (or +61 7 3229 4197 if calling from outside
Australia) or email demo@businessfitness.net to arrange a time for your Demonstration of the HowNow"
Document Management System.

Thank you for your interest. We look forward to stepping you through the demonstration.

Your Contact Details

Your Name Position Title
Firm Name City/Town
Telephone Email

Your Preferences for the Appointment

Preferred Day(s): O Mon U Tue O wed U Thu Q Fri

Preferred Time: 1 Morning
[ Afternoon
O Either

HowNow?®: The Document Management System developed by businessfitness™,
Australia’s only specialists in Document Management Systems for accounting firms.

Please Fax to 1800 89 89 89

Copyright © 2008 Business Fitness Pty Ltd

Phone 1800 99 11 00 Page
m g

) |
business Ewl) DB g



Appendix A
Detailed Evaluation Checklist for Document Management Systems

If you would like this in Microsoft® Word format please email info@businessfitness.net.

1.

Feature or
Question to Ask

The Supplier

Are they specialists in Document Management
Systems? Or is their Document Management module
just one module among many, not their core focus?

Supplier:businessfitness™

HowNow®

DMS:

Supplier:
DMS:

Supplier:
DMS

Importance to your firm
Your comments

Are they specialists in Document Management Systems
for accounting firms?

Are they experienced in DMS or are they new to it?

Do they understand the bigger picture of helping firms
with their ‘knowledge management’ systems, not just
‘document management’? Document management is

but one element of effective knowledge management.

Have they developed the software themselves? Or did
they acquire or license in the software?

Do they control the programming themselves so they
can readily make changes to the software code?

How long has the DMS been in actual use in the market
(not including time spent in beta testing phase)? From
full release, expect a new software program to take 12
to 18 months to become stable and bug free. ‘Early
adopters’ of new software are paying for the
inconvenience of being beta testers, having to tolerate
bugs and then wait for fixes. A costly exercise.

How often are new software enhancements released?
What track record do they have? Ask for the version
numbers and release dates of each version. (Do not
include minor updates — only significant releases)

Does the supplier actually use as their own DMS in
their organisation, the DMS they are trying to sell you?

Are they willing to show you a live view into their own
DMS database containing many thousands of
documents, and not just a ‘demonstration database’?
Ask to see some example searches to see if the search
speed is as fast as was demonstrated to you.

Copyright © 2008 Business Fitness Pty Ltd
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Feature or
Question to Ask

Supplier:businessfitness™

HowNow®

DMS:

Supplier:
DMS:

Supplier:
DMS

Importance to your firm
Your comments

11. Does the sales person actually use the DMS regularly in

their everyday work? This does not include use of the
demonstration version during sales meetings. Ask for
some proof such as the number of documents
(including emails) the sales person has filed into the
DMS in the past 3 months. The number should be in
the hundreds. Ask how these numbers were produced
—real data or a guess? You want to know, ‘Does the
person who is trying to sell me a Holden, drive one?’

into a normal folder structure that could be accessible
in Windows® Explorer if the firm stopped using the
DMS in later years? The worst type of ‘lock-in’ feature
is where a DMS saves the documents into a database,
rather than into the folder structure. This makes it very
difficult and costly for a firm to switch to another DMS
in the future, plus over time such DMS’s become quite
slow and sometimes unusable as the database
gradually becomes enormous. Another type of lock-in
design is where the files are saved into folders, but into
a folder structure or with file names that make no
sense when viewed in Windows® Explorer (e.g.
0089gyz~001.doc, 987vft~984.xls etc.). This design
forces the firm to use the DMS in order to retrieve the
documents, achieving this same ‘lock-in’ effect. A well-
designed DMS does not include such lock-in features. It
should allow the firm to retain its independence so that
after years of using the DMS, should the firm wish to
stop using the DMS, all the files ever saved using the
DMS are sitting out in Windows® Explorer, perfectly
organised in a logical folder structure, using plain
English folder names and file names that make it
possible to retrieve them via Windows® Explorer. The
DMS, however, should be far quicker and easier to use
than Windows® Explorer so that even though its
possible for users to retrieve documents via Windows®
Explorer, they don’t bother because that seems
extremely slow compared with using the DMS.

Design and Structure of the DMS

12. Does the DMS save documents—behind the scenes—

113"

Can the DMS connect to your existing client database,
such as your Practice Management System so that
client data can be pulled into merge documents
including letters, checklists, etc.? This also means you
won’t have to update an additional client database.
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Feature or
Question to Ask

Supplier:businessfitness™
HowNow®

DMS
Supplier:
DMS:

Supplier:
DMS

Importance to your firm
Your comments

14. Can the DMS connect to multiple client databases from

multiple vendors? For example, can it connect to your
firm’s Practice Management System and your

Corporate Secretarial and Super software, regardless of

which vendor provided each program? Can the DMS
then treat all these databases as the one ‘master
database’ for pulling data into documents
simultaneously from multiple databases?

15.

Does the DMS integrate with a knowledgebase that
stores the firm’s templates and precedents so that
filing can be automated and standardised?

16.

How flexible is the DMS? Is it easy to create and change
your own filing structure, topics, areas, etc.?

Does the DMS connect to scanners, both to network
scanners and to desktop scanners? (Desktop scanners
connect to one workstation and cannot work across
the network.)

Getting Documents into the DMS Part 1 — Scanning

17.

18.

Does the DMS provide a ‘watch folder’ function where
if a file is scanned into a particular folder on the
network, then the filing wizard appears on the
specified person’s workstation so that the file can be
filed into the appropriate subfolder on the network?

19.

Can the DMS also file documents that are ‘scanned to
email’ and are then received as attachments?

20.

Does the DMS integrate with scanning automation
software such as ATO Paper Buster which can
automatically place scanned documents into their
correct subfolder under the relevant client?

21.

Does the DMS provide a ‘Filing Tray’ function where a
user can delegate the electronic filing of scanned
documents to a support team member?

22.

Can the DMS provider advise on the selection of
scanners?

23.

24,

Does the DMS provider offer to also provide the
scanning software as part of the DMS solution?

Getting Documents into the DMS Part 2 — Your Pre-Existing E

Can the DMS import or retrieve your firm’s pre-existing
electronic files on your network so that when the DMS
goes live, all documents are in there, old and new?

lectronic Files

25.

Does the DMS supplier encourage you to import or
‘catalogue’ your pre-existing files into their DMS? If
they don't, it indicates that it is a manual process.
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Feature or
Question to Ask

Supplier:businessfitness™

HowNow®

DMS:

Supplier:
DMS:

Supplier:
DMS

Importance to your firm
Your comments

26.

Does the supplier offer you a fixed price quote for
cataloguing your pre-existing files into their DMS?

Getting Documents into the DMS Part 3 — Email Management

27. Does the DMS integrate with Microsoft® Outlook®?

28. Does the DMS automatically save any emails sent to or
received from clients?

29. Does the DMS prompt the user to save an email after

clicking Send? Or does the DMS rely on the user to
remember to click a button to ‘Share’ or file the email
into the DMS? Prompts are essential.

Does the DMS prompt the user to save an email after
reading it?

Does the DMS prompt the user to save an email after
deleting it?

Does the DMS automatically select the Contact during
the filing process, by recognising their email address
(or part of their email address)?

Does the DMS save the email out into Windows®
Explorer under the client’s folder structure outside of
Outlook®? This is preferable from a knowledge sharing
perspective and an IT maintenance perspective.

Does the DMS save the email in the “.msg” format
which leaves it looking the same as if it was saved
within Outlook®, and also saves any attachments?

Does the DMS ask the user if they want to save
attachments separately to the email message?

Is it quick and easy to retrieve emails within the DMS?

37. Canthe DMS save and manage your clients’ accounting

data files such as MYOB, QuickBooks, Agrimaster,
Phoenix and any other type of accounting software
data file?

Getting Documents into the DMS Part 4 — Client Accounting Data Files

38.

When saving accounting data files, does the DMS
automatically compress (‘ZIP’) the file size down in
order to save server space?

39.

Does the DMS record the type of software (e.g. MYOB
Premier) and the version of the software (e.g. v17)
when an accounting data file is saved so that all a user
has to do to open it is double-click it, and the DMS
automatically opens the data file in the correct
software and the correct version of the software?
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Feature or
Question to Ask

Supplier:businessfitness™
HowNow®

DMS
Supplier:
DMS

40. Does the DMS have smart template technology that
allows templates such as standard letters (e.g.
engagement letter templates) to be created with a
number of optional paragraphs and optional wording
so that when the user double-clicks on the template a
wizard appears allowing the user to select which
options apply and don’t apply? This allows letters to be
created extremely quickly and efficiently, yet achieves
standardisation within the allowable options.

Supplier:
DMS

Importance to your firm
Your comments

Creating Documents

41. Does the DMS efficiently create batches of merge
letters by (1) creating an individual Word document for
each letter and (2) automatically filing each Word
document under each client’s appropriate subfolder?

42. Does the DMS automatically format letters as they are
created so that the firm’s logo, fonts, margins, and
layout preferences are applied?

43. Does the DMS automatically file documents created
using templates so that by the time the document or
workpaper appears on the screen, it has already been
filed under the client’s appropriate subfolder?

44. Does the DMS eliminate the need to use ‘Save As’ in
Word and Excel®, and the subsequent time consuming
and tedious browsing through drives and folder
structures on the network?

45. Does the DMS virtually eliminate the need for staff to
ever use Windows® Explorer?

46. Does the DMS make it one-click easy to start an
electronic File Note when speaking with a client over
the telephone?

47. Does the DMS automatically save these File Notes out
into Windows® Explorer in the client’s appropriate
subfolder? Most software saves such notes into their
database, not as a file in Windows® Explorer. This is
another attempt to lock you in so that if you switch
software in the future, getting the File Notes out of the
system and across into a another one is either not
possible or very expensive in consulting time.

48. Does the DMS manage internal documents—such as
management and HR-related documents—equally well
as it manages client-related documents?
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Feature or
Question to Ask

Supplier:businessfitness™
HowNow®

DMS
Supplier:
DMS

49. Does the knowledgebase section of the DMS display
only the approved and up-to-date ‘master version’ of
each template so that standard users cannot see or use
old versions or new versions yet to be approved?

Supplier:
DMS

Importance to your firm
Your comments

Integration with Knowledgebase — Template Management

50. Is the DMS designed so that the file name of the
current approved ‘master version’ is always the same?
If not, each time a template is edited and a new version
with a new filename is created, all the hyperlinks
pointing to that template—such as links from
procedures—will be broken. This wastes a lot of time
and is an example of a hidden cost of maintenance.

51. Does the DMS prompt for a Revision History note to be
documented each time a new version of a template is
created? If not, the DMS will not help you comply with
international standard ‘ISO 9001-2000 Quality
management systems — Requirements’. Apart from
compliance, a list of Revision History notes is extremely
useful internally when managing your templates.

52. Does the DMS provide each user with a ‘My
Procedures’ view that lists only their procedures that
then link through to all related templates?

53. Does management control which documents appear on
each user’s ‘My Procedures’ list?

54. Does the DMS allow users to create their own ‘My
Favourites’ list of their commonly used templates?

55. Does the ‘My Favourites’ list still link to the ‘master
version’ of each template so that users are always
working on the up-to-date version? DMS’s that allow
users to create their own folders for templates increase
the risk of error and version control problems where
different people will be working off different versions
of the templates. This is far from best practice.

56. Does the DMS protect the templates from users
making unauthorised changes to them?

57. Does the DMS allow you to specify which users are
allowed to create, edit, review and approve templates?

58. When adding a template to the knowledgebase, can an
Expiry Date be specified so that the template is either
automatically hidden from users from that date or,
alternatively, a ‘Caution: This Document has Expired’
message is displayed when the template is accessed
after this date?
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Feature or
Question to Ask

Supplier:businessfitness™

HowNow®

DMS:

Supplier:
DMS:

Supplier:
DMS

Importance to your firm
Your comments

59.

Does the DMS allow you to specify on a template by
template basis where documents created using this
template should be stored and how they should be
named so that filing protocols are automatically and
effortlessly achieved?

60.

61.

Does the DMS knowledgebase allow you to
electronically file technical library, training and
reference material for centralised storage, firm-wide
sharing and ease of retrieval via keyword search?

Is the DMS designed to integrate with a Content
Update service where updated templates can be
downloaded into the system over the internet as easily
as accepting a software update download? This means
your firm does have to remember to check the content
provider’s web site to see if new templates are
available, instead the DMS notifies the firm when a
new Content Update is available and with one click all
the Microsoft® Word and Excel® files automatically
download into your firm’s DMS.

Integration with Content Providers — Outsourcing Updating of Templates

62.

Does the DMS protect your existing documents from
being overwritten by the new documents downloaded
in a Content Update?

63.

Does the DMS provide a Review function for efficiently
reviewing the documents in a Content Update before
making the new versions available to users? For
example, can templates be assigned to different
Reviewers within the firm who view the documents
before making them available to other users?

64.

Does the Review List highlight those documents in a
Content Update where your firm has edited the
templates since the last Content Update? This makes it
easy to identify which documents in a Content Update
should be reviewed first.

65.

Does the Content Update function give the firm the
option of accepting all the documents in Content
Update in one step so that they are instantly made
available to all team members? This bypasses the
Review process if the firm simply wants to use the
‘Trust & Adopt’ approach to using the templates.

66.

When your firm edits a template supplied by a Content
Provider, or adds their own templates, are such
documents automatically flagged as “Our Firm’s
Content” so this list can be brought up with two clicks?
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Feature or
Question to Ask

Securing Documents

Supplier:businessfitness™

HowNow®

DMS:

Supplier:
DMS:

Supplier:
DMS

Importance to your firm
Your comments

67. Does the DMS allow you to control which team
members see which documents so that sensitive
documents can be safely saved into the DMS?

68. Does the DMS also provide an option to encrypt

sensitive documents so that they are locked down and
cannot be opened via Windows® Explorer. This
provides peace of mind for management and removes
any need to consider some documents ‘too sensitive’
to be filed into the DMS.

Can these visibility and encryption functions be applied
automatically to documents that are saved under
certain categories or areas?

Retrieving Documents

70.

Is the keyword search extremely fast and convenient?
For example, does it provide ‘per keystroke’ search
speed that brings up search results as you type without
the need to press Enter or click a Search button?

Is the default search always within a Date Range so
that the fast search speed is maintained regardless of
how many documents are stored into the DMS?

Can each user specify their preferred Date Range
parameters so that they don’t have to select it each
time they open the DMS?

Is the search based on a ‘metadata search’ (which
searches the Profile which describes each document)
or is it a full text search that searches the words within
each document?

If a metadata based search, are keywords
automatically added to the Profiles when documents
are filed so that searching is as effective as possible?

If a metadata based search, is a full text search
function also available if the metadata based search
does not find what the user is looking for?

Can the DMS search simultaneously across all clients or
is it necessary to first select a client?

Does the DMS allow keyword searching on any part of
a word such as client name, entity name, client code,
title of document, etc.?

Can a search list be filtered down to only show the
desired file type, such as emails, Excel® files, PDFs, etc.?
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Feature or
Question to Ask

Managing Document Flow

79.

Does the DMS allow you to search and filter on the
status of a document — e.g. Draft, Review, Approved,
Out For Signature, Final?

Supplier:businessfitness™

HowNow®

DMS:

Supplier:
DMS:

Supplier:
DMS

Importance to your firm
Your comments

Does the audit trail automatically record who changed
the status of a document and when this was done?

Does the DMS allow you to search and filter on roles
such as who created the document, who reviewed (or
is to review) the document, who is the signatory, etc.?

Does the DMS allow users to ‘check out’ documents so
they can be worked on offline, say on a laptop when
off-site or travelling? A ‘check out’ feature protects the
copy of the document that is left on the server from
being edited whilst the document is checked out. If a
user attempts to open the copy of the document on
the server, the user is told who checked the document
out and when. Whilst others are able to view the copy
of the document on the server, they cannot make
changes. This avoids changes being overwritten. When
the user who has checked out the document is back on
the network, they ‘check in’ the document to update
the version on the server and allow editing.

Does the DMS allow you to attach a task to a document
and then delegate that to another person, or assign it
to your own Tasks list?

Managing Tasks and Workflow

83.

Does the DMS allow you to specify who can see whose
Tasks list?

Does the DMS allow you to see a list of tasks you have
delegated, and then filter further based on any
combination of who is to complete the task, who the
client is, when the task is due, whether tasks are
overdue or due soon, etc.?

Does the DMS Tasks function provide reminders to the
person completing the task and the person who
delegated the task?

Does the DMS include a Job Tracking (‘workflow’)
system that allows a view of all jobs flowing through
the firm?

Does the Job Tracking function allow you to filter
further based on any combination of who is to
complete the job, who is to review it, who the client is,
when the job is due, whether jobs are overdue or due
soon, etc.?
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89.

Feature or
Question to Ask

Quality Assurance

Does the DMS automatically create an audit trail
recording every event that happens in the creation,
approval and dispatch of each document? This should
include who created it and when, when it changed
status and who changed the status, who opened it and
when, who printed it or emailed it and when, etc.

Supplier:businessfitness™

HowNow®

DMS:

Supplier:
DMS:

Supplier:
DMS

Importance to your firm
Your comments

Does the DMS allow you to specify who is allowed to
progress documents to certain stages such as
Approved and Final? Such QA measures are vital.

92.

When a batch of merge letters has been created, can
the list of documents in that batch be displayed quickly
and easily so that they can each be checked?

Getting Documents Out the Door

Does the DMS allow a user to quickly and easily email a
document to a client, automatically attaching the
document to an email and simultaneously pulling the
client’s email address out of the Practice Management
System and into the email message’s “To:” field?

Is a PDF converter built into the DMS at no additional
cost?

Does the DMS allow combining of multiple PDFs into
one PDF?

When emailing a document or multiple documents,
does the DMS offer options of how the documents are
to be emailed? For example, left in their original
format, or converted to PDF, or zipped (compressed)?

Can documents be emailed internally as a hyperlink
rather than as an attachment? This avoids creating
unnecessary copies of documents at attachments, and
it removes the risk of version control problems because
the hyperlink opens source document on the server.

When a batch of letters is created, can they all be
printed in one step?

When a batch of letters is created, can they all be
emailed individually to each client in one step?

When using the batch email function, if an email
address for a contact is blank, does the DMS instead
send that document to the printer? This allows an
entire batch of letters to be processed in one step.

100.

Does the DMS provide an export to web function that
can upload documents to a web site such a client
portal’s login area on your firm’s web site?
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Feature or
Question to Ask

Importance to your firm
Your comments

Supplier:businessfitness™
HowNow®

DMS
Supplier
DMS:
Supplier
DMS

101. Does the DMS allow you to archive an entire year’s
worth of documents across all clients in one step?

Archiving Documents

102. Does DMS retain information about where the
documents were archived to (e.g. which DVD or tape?)
so that they can be easily retrieved should they be
required at a later date?

103. Can the DMS provide utilisation reports regarding use
of the knowledgebase and templates? Such reports
should include which templates are being used, which
are not, which team members are using which
templates, and how frequently is each team member
using the knowledgebase and templates.

Reporting

104. Can the DMS provide reports on the electronic filing
activity of each team member? For example, can the
DMS show you how many emails a particular user has
filed in the past month or past year? Such reports help
track utilisation and user compliance.

105. When you call the supplier’s Help Desk, do you get to
speak with the programmers or technicians who can
actually fix the problem, or are you forced to first speak
with a ‘customer service representative’ level of person
who is only a ‘messenger’ through to the developers?

The Support

106. Is the organisation renowned for their customer
service and responsiveness?

107. Does the supplier offer a successful implementation
guarantee? If so, what are the conditions of the
guarantee?

Please refer to Page 17 if you are interested in taking
Your Next Step — A Demonstration of HowNow®

HowNow®: The Document Management System developed by businessfitness™,
Australia’s only specialists in Document Management Systems for accounting firms.
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