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A survey conducted by “a non-profit organization focused on providing support on managing documents, content, records, and business processes,” AIIM, found that 18% of vendors “reported that the number of customers increased by more than 10% during 2006, and another 43% reported an increase in the customer base of between 1 and 10%.”  This information is presented in the document “Enterprise Content Management.”  The customer base of enterprise content management applications is growing.  Document management is the process of storing, organizing, managing, and presenting different types of information.  This process is a service that a technology consulting firm likely will provide to many companies.  Technology consulting firms have clients from many companies and in all industries.  For example, FirstEnergy Corporation is in the energy utilities industry.  The technology consulting is done by an internal group at this company and the issue of improved document management is one that the employees are facing.  Document management affects the employees, not the utilities customers.  It is an internal issue for FirstEnergy.  Document management (as well as content management) is an issue revolving around business processes and technology.

Effective and efficient document management is important for any organization.  This paper will take an in-depth look at the issue of document management and specifically for FirstEnergy Corporation.  One of the issues that spurred greater awareness of document management is the problem that arose due to the Sarbanes-Oxley Act.  This act requires certain information to be stored according to regulations for specified periods of time.  There are several “titles” or sections that explain compliance requirements.  These were big changes for corporations to adjust to.  Most of the sections apply to financial practices and reporting, but some apply to corporate governance, including the management of corporate documents.  There is a public board that enforces the Sarbanes-Oxley Act.
Document management is a relatively new issue still.  The Sarbanes-Oxley Act was passed in July of 2002 and corporations do not have a choice of whether to abide by it or not.  For the past few years, corporations have been attempting to adhere to the act and create a standard process to do so.  FirstEnergy is no exception.  This energy utilities company is taking a shot at creating standardized document and content management processes.  These decisions are being made still years after the Sarbanes-Oxley Act was passed.  Minds are changing about the priority level of document management at FirstEnergy.  Sometimes the “Enterprise Content Management” initiative is emphasized and optimistic deadlines are set.  At other times, resources are pulled from the initiative and activities are put on hold indefinitely.  Management, including the director of IT Strategy and the CIO look for advice on how important document management is for the company and a good timeline for the initiative.  However, lower managers do not have the answers yet.  To solve this issue and others, FirstEnergy is creating a Business Intelligence Competency Center.  The Enterprise Content Management initiative is a major focus of this group.  The group is still being formed, though.  FirstEnergy has taken some good first steps in attempting to understand and address the issue of document and content management, but it needs an influential leader with experience to lead the initiative.  The issue may not necessarily be difficult, but it may be hard if not clearly understood.

It is important to note that in the case of FirstEnergy, the terms document management and enterprise content management can be used interchangeably.  A requirement for a successful solution of the issue is the compliance with Sarbanes-Oxley, which is managing information according to regulations.  FirstEnergy is interested in managing not only the documents, but managing the information inside those documents.  Every department of the corporation has financial data, so the issue affects the whole enterprise.  Therefore, the term enterprise content management can be used synonymously with document management for FirstEnergy.

There are many people at FirstEnergy who are affected by the document management issue.  Executives are interested in compliance matters, so they have interest in the outcome of the issue.  There is a legal department at FirstEnergy as at many corporations, which makes clear that the company wants to ensure adherence to laws and regulations.  There are negative consequences if this is not done properly.  Also interested in the initiative are a majority of the IT staff at FirstEnergy.  Being knowledgeable about the matter, these employees know that a well-designed content management system can improve productivity and efficiency.  Also, these employees will be the people to design the system, maintain and update the system, and communicate it to the rest of the corporation.  Once the system is implemented, employees in every department will be using it, so they all should be interested as well.  The system will be used for documents other than for those containing financial information.  Document management can and should be used for all types of information.  FirstEnergy intends to take full advantage of it.  For example, production and development documents are managed using a FileNet application.  Being implemented for a large corporation with so many departments makes the task of solving document and content management at FirstEnergy a complicated one.

Understanding the issue is critical for creating a successful solution.  Knowing what potential good consequences can rise from the situation allows those designing the system to emphasize advantages.  Knowing what potential bad consequences can arise from the situation allows those designing the system to avoid trouble and be able to make rational decisions while weighing the risks involved.  For FirstEnergy, implementing an effective content management system will prevent wasted resources.  Large amounts of storage space are used for redundant data, especially on the three main network drives at the company.  A drive clean-up initiative just took place this year because of the problem.  A document management application saves work hours, too.  There will be less confusion about versions of the same documents and will protect against employees accidentally overwriting documents and changes made to the information.  An effective content management system will also leave management more confident that the corporation is in compliance with the Sarbanes-Oxley Act and with government codes and energy agency regulations.  Without doing that, FirstEnergy would not be able to continue operating.  Other than the possibility of losing information or being inefficient because of the disorganization of content, the legal consequences are lawsuits which can result in huge fines for the corporation.  By not understanding the issue of content management and how it affects FirstEnergy, a system could be implemented that is not effective and needs to be continuously modified.  The longer it takes to implement an effective system, the more risk the company experiences as far as abusing resources, losing information, and suffering from court fines and fees.  So the benefit of implementing a strong content management system at FirstEnergy is monetary as well as the improved use of other resources, including human resources.  Also, the reputation and continuance of the corporation rely heavily on success in solving this issue.  Document and content management is not well understood at FirstEnergy yet, and there are no finalized techniques or frameworks set to deal with this issue either.

In general, document management can have the same benefits for other companies in other industries.  The Sarbanes-Oxley Act affects corporations throughout the country.  As mentioned before, this issue is one that technology consulting firms should be familiar with, because document management should be a service that is provided or at least an issue that is advised about.  Aside from Sarbanes-Oxley, every company has information, has to store that information somewhere, has to be able to access the information and update it, and has to be able to share the information in a way that is efficient.  There is no organization in any industry that can ignore document management.  The reason it is an issue that needs to be analyzed is that it is relatively new still and as at FirstEnergy, companies are still making the attempt to create a successful system.  The top management concerned with the issue seeks advice, so there is a lack of knowledge at FirstEnergy about document and content management still.  It can have a heavy impact across the corporation due to the number of people that are affected by it for different reasons.


Considering the importance of document management and the perpetual existence of information in businesses, document management will continue to be an issue for technology consultants to address at various settings and points in time.  Again citing “Enterprise Content Mangement,” the industries that are experiencing the most growth in dependence upon content management are Health Care, Banking, Insurance, Manufacturing and Government.  Even after document management systems are implemented, they will have to be maintained and updated as situations change.  Another legislative act or agency regulation may be passed that could affect the energy industry, and in turn affect FirstEnergy Corporation.  The demand for enterprise content management is present and constant.  Document and content management should be researched, observed in current practice, and designed for more effective use in the future.  Since needs are different from company to company and industry to industry, this will be a challenge.
