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Including Business Content in a Comprehensive
Information Management Program
Enhance Efficiency and Compliance Through
Process-Centric Information Management

Process-centric information management
incorporates both structured and unstructured
content. It links unstructured content to core
business processes, ensures the quality of all
content and data, and effectively handles the
retention and destruction of content and data.
In addition, this approach creates a single, trusted
source of information that promotes efficiency,
insightful decision making, collaboration, and
compliance – while reducing the complexity and
cost of IT systems.
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Accessible and Reliable Information

Driving Excellence in Operations
and Decision Making
Having enterprise information that is
complete, accurate, and well integrated
can drive operational excellence and
insightful business decisions. It can help
you comply with internal and external
reporting demands and make the most
of new business opportunities.
Achieving these objectives requires
ready access to high-quality data at the
point of impact in each step of your core
business processes. You must be able to
access data from all of the sources that
are relevant to the specific processes,
profile that data to assess its quality,
and cleanse the data to improve quality.
There must be similar attention to access and quality for e-mails, presentation
slides, contracts, photos, resumes, and
other unstructured content. This requires
identifying all relevant unstructured
information and integrating it into the
appropriate enterprise software
applications.
A single, reliable version of the truth
for both structured and unstructured
content, with careful version and access
control, should be available for any part
of a business process or end-user decision point. Both types of content should
also be part of a thoughtful strategy for
retention management. These principles,
which assure compliance and minimize
legal fines, are the foundation of effective, process-centric information
management.

Ready Access to High-Quality
Information
In most enterprises, data quality is
managed at the master-data level.
Master data is typically segmented
into specific domains such as product
information and customer information.
This approach does not satisfy business managers who want total data
quality for specific processes, however.
Having correct customer addresses is
essential. But the customer experience
still suffers if product data is not up-todate on your Web site or if call center
representatives do not have all the
product information customers want.
Integrating Structured and
Unstructured Content
The applications that most organizations
use for enterprise resource planning,
customer relationship management,
and supply chain management
are designed to manage structured,
transactional information such as addresses, customer numbers, and order
numbers. Few organizations appreciate
the importance of the flood of unstructured content they receive.
As you standardize and streamline
your business processes, you must
connect unstructured content to these
processes and manage this content more
effectively. By eliminating silos of structured and unstructured content, integrated content management can ensure
efficient and high-quality process
execution.

A Textbook Example of How to
Annoy a Customer
Accurate customer data lies at the core of
all successful customer interactions. It is
also essential that information contained
in correspondence and other unstructured
content be readily accessible for these
interactions. Consider this example:
Franz plans to demolish and rebuild his
house. He writes a letter to the phone
company explaining that he must cancel his
service to do this. In the letter, he provides
an alternate address and mobile phone
number where he can be contacted during
the reconstruction.
A week later, a phone company call
center agent leaves a voice mail message
on the line Franz wants to discontinue.
When Franz calls back, the agent asks why
he wants to discontinue service and whether
he has any complaints.
Franz explains that he has already written
this in a letter. The call center agent says
that, unfortunately, he does not have
access to this letter. Franz must restate
the reason for discontinuing and provide
his new contact information again. The
agent updates the order address, but not
the invoice address. So the invoice is sent
to the wrong address. Perhaps Franz has a
complaint to share now.
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Optimize Quality of Structured and Unstructured Content and Link to Relevant Business Processes

Creating a Holistic Strategy for Information
Management
Many companies begin a processcentric information management
program by identifying specific processes or IT issues they wish to fix and then
balancing the areas of greatest need
against the related remedy cost. They
can then determine what structured and
unstructured content is relevant for the
related processes.
In mapping out the relationships between your structured and unstructured
content and the processes they support,
you must consider compliance issues
related to those relationships. This and
other analysis of your information infrastructure requires input from business
managers and others familiar with your
information and processes.
Once you have analyzed your content,
processes, and compliance requirements,
you can identify your key challenges in
information management. You are then
ready to find the right tools for integrating unstructured content into relevant
processes and can establish and implement policies for retaining and destroying your information.
Assure the Quality of Your
Structured Data
A carefully planned initiative for guaranteeing the quality of your structured
data is essential to a successful processcentric information management program. Assuring data quality might start
with an advanced solution for masterdata management that helps you centrally create, consolidate, synchronize,
and distribute your master data. The
solution can also help you build a repository of data for efficiently coordinating

customer processes across business
units and locations and manage vendor
data from multiple sources.
Other elements of a robust dataquality framework include support for:
•• Data profiling – to improve information trustworthiness and reduce the
risk of propagating bad data
•• Data cleansing – to create and reuse
the rules, patterns, and dictionaries
that comprise data cleansing packages
•• Metadata management – to consolidate, integrate, and audit your meta
data from all relevant sources
•• Root cause and impact analysis –
to determine the origin of data-quality
problems and how they impact downstream processes or information
assets
•• Validation rule management – to
define data validation rules against
data sources and apply rules continuously to monitor data quality
It’s important to understand the quality requirements for each data element
at each step in a business process,
determine the best source for that data,
and establish a process of regular data
profiling and cleansing.
Integrate Your Business Information and Business Processes
Integrating content with specific business processes requires tools for managing unstructured content in the context
of those processes. Business users
should also be able to access the information they need from a single source
through a familiar interface.

Applications for integrated enterprise
content management can help you automatically capture, digitize, archive, file,
index, and manage your unstructured
content. They can help you automatically
apply records management classifications to content to maintain control
throughout its lifecycle. And they can
help you track the location of physical
objects (such as boxes of files or DVDs),
manage the warehousing and circulation
of these objects, and connect your content to specific retention rules.
Establish Rules for Retaining
Data and Unstructured Content
Key to any process-centric information
management program is the ability to
retain various business records for different periods of time according to policy or
legal requirements. Also essential is the
ability to preserve records related to a
current legal case by collecting and placing the records on hold during the course
of the legal action. Such support can
eliminate penalties and fines resulting
from failure to present essential
information.
It’s important to enforce retention
policies for both structured and unstructured content – the image of an invoice
in the application database as well as the
invoice record. This eliminates creating
multiple silos of content during the information lifecycle.
Meeting these objectives requires
archiving, lifecycle, and records management tools for structured and unstructured information that help you control
content volumes. These tools can

optimize system availability, performance, and resources while reducing
costs for disk space and storage
administration. Also required are tools
for implementing a responsible and
transparent strategy for destroying data.
Assure a Holistic Information
Management Program
A holistic information management
program should eventually encompass
core business processes across your
organization. It should provide for regular

quality checks to assure, for example,
that the data and unstructured content
linked to those processes are still relevant and available. It should provide a
schedule for data cleansing and profiling.
A holistic program also includes regular updates of the processes, data, and
content involved. It accounts for new
types of documents, changes in content
ownership, or new corporate policies and
regulations. It responds to changes in
information management suggested by
feedback from users.

Once you have analyzed your content, processes,
and compliance requirements, you can identify your
key challenges in information management. You are
then ready to find the right tools for integrating
unstructured content into relevant processes and
can establish and implement policies for retaining
and destroying your information.
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Improve Decision Making, Profitability, and Compliance

Benefits of Process-Centric
Information Management
There are many benefits to a carefully
planned program for process-centric
information management. Creating a
single view of information from structured and unstructured sources encourages deeper insights and improves
process efficiency and decision making.
Connecting content to your business
processes can enhance productivity by
making content more accessible and
encouraging collaboration.
By taking control of the entire content
lifecycle, you can enhance compliance
and reduce legal risk. By deploying a
single solution for data profiling and
metadata management, you can reduce
the complexity of your IT landscape and
free your IT team to focus on more productive tasks. Integrated technology can
further increase process efficiency and
reduce costs.

A strong information management
program with consistent rules and guidelines about who can access, change, add,
share, or integrate enterprise information can align content ownership with
your organization’s accountability
principles. A program that emphasizes
transparency provides comprehensive
visibility into quality at all levels of the
information management landscape.
Impact analysis helps you assess the
merits of changes in your information
structures and sources, reducing risk
and improving information quality. Better
insight into the origins and lineage of
your information makes it more accurate
and trustworthy.

Learn More
To learn more about the many ways that
SAP® software can help you design and
implement an effective and processcentric information management program,
contact your SAP representative or
visit us online at www.sap.com/solutions
/solutionextensions/enterprise-contentmanagement/index.epx.
For more information about SAP, please
visit www.sap.com.

By taking control of the entire content lifecycle, you can
enhance compliance and reduce legal risk. By deploying a
single solution for data profiling and metadata management,
you can reduce the complexity of your IT landscape.
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