






In Their Own Words...
A Conversation with Ronald Hindman, Director 
of the National Personnel Records Center 
(NPRC), a division of the United States National 
Archives and Records Administration (NARA)

Q: Tell us a bit about the Federal Records Center and your document 

capture project. 

A: The Federal Records Centers Program (FRCProgram) delivers high-

quality records storage and services for America’s Federal agencies.  The 

FRC is mainly known for its storage and archival capabilities, and every 

year the FRCProgram responds to over 13 million reference requests 

across 400 federal agencies.  As NARA transitions into the 21st century, it 

is attempting to leverage technologies to provide an expanding array of 

services.  Providing imaged documents with associated metadata is a new 

FRCProgam service offering to both enhance our process of responding 

to reference requests and to provide standard imaging services to federal 

customers.

The FRCProgram’s imaging operation began as a pilot program for NARA’s 

internal Human Resource department.  The FRCProgram stores all the 

archived Official Personnel Folders (OPFs) for every separated federal 

employee.  In 2006, the NARA Human Resource department started 

transitioning their paper based OPFs to an electronic OPF (eOPF) system. 

This transition required the digitization of OPF content.  The FRCProgram 

responded to NARA’s digitization requirement by imaging over 2 million 

documents.  This process required not only the conversion of paper 

records into PDFs, but included detailed indexing of documents into one 

of 400 possible document types and included a social security number 

and effective date of each document.  The FRCProgram provided these 

imaging services to NARA Human Resource at a rate competitive with 

commercial service bureau offerings but added the security of having the 

work completed by federal employees.  Upon the successful conclusion 

of this project, the FRCProgram decided to expand its imaging and data 

capture services to other federal customers.  The Federal Record Program 

currently contracts with the Office of Personnel Management to convert 

the paper personnel folders of separated federal employees to electronic 

format when they return to federal service.

Q: Is this conversion project intended to digitize legacy archival documents, 

or as an ongoing conversion as documents are created?  

A: Due to the success of the eOPF conversion activity, the FRCProgram is 

providing digitization services for all types of paper documents, either as 

archival, or as part of a government agency’s process.  For example, we are 

in early negotiations with the one agency to image and index medical records 

from the National Personnel Records Center.  The FRCProgram is encouraging 
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federal agencies to leverage our capability to image and extract data 

from documents as early as possible to gain the benefits of the digital 

images with corresponding metadata as early in the work process 

as possible.  As an example, in a current process, the FRCProgram’s 

imaging teams scan and extract data from government forms, then 

deliver the electronic image and indexing information via an XML 

database directly into the agency’s Document Management System 

(DMS).

Q: Is there a process for determining what document is considered 

a “record”? 

A: Yes, however the process varies from job-to-job.  For OPFs, it is 

the Office of Personnel Management that specifies the definition 

of the record.  It is important to note that the imaging services 

provided by the Federal Record Program are not limited to records.  

The Program has the capacity to provide imaging and data capture 

services to all federal agencies for any paper-based content.  

Q: What applications are involved? 

A: While the Kofax software is our primary tool, we are employing 

a broad range of hardware and software tools including primarily 

BÖWE BELL + HOWELL scanners; Siebel and Connect:Direct 

software tools.

Q: What about the scanning hardware? 

The FRCProgram uses a range of production-level scanners, to 

process both high volumes (up to 1 million documents a day), or 

documents with poor quality requiring specialized equipment.  

Primarily we use a pod concept with scanners, document 

preparers and document analysts working as a team to complete 

scan work, with each staff member interchangeable with another.  

This allows us to quickly move staff from the various scanning 

steps to avoid a bottleneck at any one step in the process.

Q: When this is fully ramped-up, how many pages are we talking 

about? 

When in full production, the FRCProgram will be able to operate 

at 15 facilities nationwide in volumes in excess of 1 million pages 

per day.  These 15 facilities will be electronically linked with ability 

to spread the workload throughout the nation.  This will provide 

several benefits from load balancing, disaster recovery, and the 

specialization of certain centers.  Today, our operating facilities 

perform 15,000 scans and indexing per day with the capacity to 

quickly scale to 75,000.

Q: How will the conversion benefit public access to documents? 

Quick, easy access to multiple viewers is a major benefit of 

scanned images compared with paper.  Also, scanned images can 

be electronically transported in seconds, versus the days it takes 

to physically move paper images.  Collaboration is enhanced and 

storage costs may be reduced.  

Q: Are there security concerns in regard to which documents are 

captured? 

Of course, security of personal information has become a major 

national concern and is a focus within all federal agencies.  

Fortunately, the National Archives has been dealing with sensitive 

documents since its inception.  Shifting from paper to electronic 

media has required a change in tactics, but the necessity 

to properly manage information is at our cornerstone.  The 

FRCProgram’s imaging services comply with all federal security 

requirements and our facilities and systems must undergo federal 

certification and accreditation review prior to obtaining authority to 

operate from NARA’s Chief Information Officer.  

Q: What are the features of the Kofax products that will prove 

particularly useful? 

The FRCProgram has contracted to use the entire Kofax product 

portfolio.  This provides us unparalleled flexibility to meet the range 

of needs of current and future projects.  We can economically do 

“dumb” scanning with no indexing through very sophisticated 

projects that includes multi-level indexing of typed and handwritten 

data and automated document deletions.  Of special interest 

is our ability to use Kofax’s data capture modules to automate 

classification and data extraction from documents.  This capability 

provides our customers with the ability to employ us to extract 

specific data from government forms and create databases of 

information, rather than only an indexed image.
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Automating Invoice Processing
Belgian Hospital Sees 30 Percent Cost Savings

AZ Groeninge is one of Belgium’s largest 

health institutions with 2,400 employees 

and 200 physicians. Based in the town of 

Kortrijk—a beautiful 800-year-old city on 

the River Lys—the hospital has 1,100 beds 

at four separate buildings. 

Internationally acknowledged for its 

oncology services, the hospital specializes 

in the diagnosis and treatment of breast 

cancer, rheumatology, geriatrics, psychiatry 

as well as cutting-edge robot-assisted 

surgery.

The hospital is very good at what it 

does—providing patient care. However, 

exemplifying the challenge faced by many 

organizations, administrative tasks such as 

invoice processing are not the hospital’s 

core competency. While focusing on its 

patient care, AZ Groeninge was beginning 

to face a supplier-payment system in need 

of critical care. 

A broad network of providers of goods and 

services generate around 45,000 paper-

based invoices annually – more than could 

reasonably be processed in an accurate 

and efficiently manner by a manual 

system. Recognizing the need for its work 

processes to be up to the standards of 

its patient care, AZ Groeninge began a 

proactive effort to address improvements 

in its inventory stock and purchase 

management as well as its general, 

analytical and fixed asset accounting 

systems. These were automated by 

implementing an SAP R/3 ERP system. 

Unfortunately, the processing of supplier 

invoices remained a slow and time-

consuming manual procedure. It was taking 

upwards of seven days to register an 

invoice in the system before the accounts 

team could initiate payment. Initially 

the invoice content would be manually 

inputted into the SAP R/3 ERP system, 

while the original invoice was sent for 

approval to an appropriate staff member. 

The process of sending, securing sign-

off and then returning could take as long 

as a week, which delayed the ability to 

initiate payment. The process could only 

be completed once the accounts team 

had received the approved invoice and its 

details had been manually entered in to the 

hospital’s ERP system.

 This multileveled, paper-based and time-

consuming process presented several 

issues:

Poor control of the invoice approval •	

process;

Administrative organisation was not in •	

line with the best practice and internal 

audit instructions;

Potential loss of original invoices and •	

risk of duplicate payments;

Invoices often contained attachments, •	

which could not be stored in the SAP 

system and had to be filed separately, 

whereby the complete invoice 

information wasn’t directly accessible.

Not only was the entire process a tedious 

one that resulted in high labor costs, but 

delayed payments held the risk of ‘prompt 

payment discount’ losses on top of strained 

supplier relationships. Hoping to improve 

the process, AZ Groeninge began the 

search for a way to automate its paper-

based invoice management system. 

Midway through construction of a new 

building containing 1000 beds, there was 

little room in AZ Groeninge’s budget for 

spending on IT projects. The hospital 

laid out strict criteria for the automation 

products being considered. The invoice 

processing system had to be proven to 

ensure that it could be implemented in a 

Kortrijk, Belgium – AZ Groeninge
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relatively short period of time and in short 

notice. In addition, it had to support AZ 

Groeninge’s SAP infrastructure as well as 

the decentralized approval process. The 

chosen solution needed to yield immediate 

results in terms of return on investment.

Turning for Help 

During its evaluation process, AZ Groeninge 

considered several options but turned to 

Arco, a local firm with experience with 

similar implementations in other hospitals. 

Arco, a Kofax Certified Solution Provider, 

recommended a solution based on a 

combination of its “Arco Routing” workflow 

and Kofax Intelligent Capture & Exchange.

Arco designed “Project Electronic Approval 

of Supplier Invoices,” which combined a 

number of elements of Kofax Intelligent 

Capture & Exchange. These included Kofax 

Capture to automate the information 

capture, Kofax Solution for Invoice 

Processing to extract invoice data and input 

it directly into the hospital ERP system. It 

also employed Kofax VirtualReScan (VRS) to 

improve the quality of scanned documents 

and Kofax Transformation technology to 

classify based on content or format as well 

as index documents for improved records 

management. 

“It was Arco’s ability to demonstrate 

the results of how the combined Arco 

and Kofax products had performed in 

comparable environments, coupled with 

the feedback from institutions already 

running the solution, that made this choice 

an easy one,” said Marc Van Uytven, 

director of finance and administration at AZ 

Groeninge. 

The Arco Routing workflow tool allows 

multiple people and processes to be 

involved with incoming invoices. The 

software can be linked with the image of 

the invoice, as well as with all the data of 

the invoice such as the amounts, discount 

rates or other variables. Within this 

workflow system each invoice is given a 

designation and a classification, based on 

the priorities established by the hospital.  

The complete process has been integrated 

with the SAP R/3 system and more 

specifically with the FI (accounting) and MM 

(purchase order and stock management) 

modules.

“The Arco workflow allows you to register 

and follow up incoming invoices,” explained 

Dirk Duwein, Arco’s business development 

manager specializing in the healthcare 

sector. “The invoices, along with their 

enclosures such as order form or delivery 

note, can be followed up and forwarded by 

e-mail.”

 According to Duwein, any necessary 

programming work can be completed 

in the Arco offices and implemented 

at the hospital, while operational work 

is performed onsite by the hospital’s 

administrative team using Fujitsu 4530 scan 

stations.  
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Implementation Measured in Weeks 

The implementation of both the new 

workflow software and the capture 

solution took just two weeks. Following the 

successful completion of the project, AZ 

Groeninge’s streamlined invoice processing 

workflow includes the following elements:

Initially all incoming invoices, including •	

their related attachments, are scanned 

at a central service with Kofax VRS 

ensuring the best possible image quality 

Kofax Solution for Invoice Processing •	

intelligently recognizes content and 

automatically extracts all relevant data 

including date, invoice amount, vendor 

name and tax information

Following the defined workflow, the •	

invoice is validated and assigned with 

a vendor number cross-checked with 

AZ Groeninge’s accounting system and 

suppliers database

An invoice approver is assigned and •	

receives an e-mail notification via the 

Arco workflow system, which starts the 

approval process. At this point,  a result 

file is integrated with AZ Groeninge’s 

SAP system

Finally, all invoices, including their •	

related attachments, are automatically 

registered and ready to be filed into AZ 

Groeninge’s SAP R/3  archive system 

with a link created to the invoice image

The system includes an e-mail notification 

system that ensures that the correct person 

is immediately and automatically alerted in 

case significant events arise, such as the 

arrival of new invoices or an invoice that 

exceeds the terms of an agreement. The 

workflow tool interacts seamlessly with 

existing applications. “It sits on top of the 

other applications with various interaction 

points, such as with the SAP R/3 purchasing 

system,” explained Duwein. “There is even 

interaction with the pharmacy system with 

its proprietary workflow.”

Marc Van Uytven reports that both the 

hospital’s IT team and its accounting 

personnel have been impressed by the 

benefits. “We knew from the evaluation 

process that the combination of Kofax 

Intelligent Capture and Exchange and Arco´s 

workflow expertise would yield the results 

quickly,” he said. “The fact that it took only 

two weeks of implementation time until 

the new system was productive without 

any serious constraints exceeded even our 

expectations.” 

As a result of the invoice automation, AZ 

Groeninge has been able to alleviate some 

of its employee resources. Accounting staff 

is now able to spend more time on tasks of 

higher importance, rather than copying and 

following up with invoices. 

“Our investment costs have been 

kept down due to the relatively short 

implementation time,” Van Uytven said. 

“And because of the virtually complete 

automation of the invoicing process, we 

avoided lengthy training sessions.”

Turnaround time for invoice payment has 

been greatly shortened. “The risk for errors 

dropped significantly and we are now able 

to conceivably pay an invoice within 24 

hours, which means a gain of more than 

one week and prevents us from losing early 

payment discounts,” Van Uytven continued. 

“The tracing and audit functionality allows 

a real-time overview of all actions that have 

been carried out. We now have access to 

a complete digital archive, enabling fast 

access to all stored invoices.” 

Duwein advises companies to keep their 

expectations in check. As Van Uytven notes, 

AZ Groeninge has virtually eliminated its 

manual processing. However, as Duwein 

points out, “the user should be aware 

that 100% recognition is just not feasible; 

validation remains an essential step in the 

workflow.”

Marc Van Uytven estimates the cost savings 

per invoice at about 30%, but Arco’s Duwein 

is even more optimistic.  When asked to 

offer some advice to other organizations 

looking to streamline their invoice 

processing, Duwein recommends a phased 

approach. “One should avoid a big bang 

implementation,” he cautions. “It might 

be best to create a task force to start the 

scanning of a limited number of invoices to 

be aware of the learning process and the 

unavoidable changes that will occur.”

“Retrospectively, I wish we had made this 

investment at an earlier stage, but that 

wasn’t possible due to the strong expansion 

of our institution,” said Marc Van Uytven. 

“But now, looking ahead and in view of the 

outstanding satisfaction rate with the Kofax 

solution, we are already preparing the next 

step, which is the integration of electronic 

invoices.”
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Document 
Access Cuts 
Response 
Time
Prudential Asia Bolsters 
Document Processing 
with Kofax Capture
In insurance services, a key measurement for a 

company’s service level is in applications and 

claims processing. Applying for insurance or filing 

a claim is historically a paper-intensive process. 

Even with the advent of electronic filing, few 

industries have as many forms as the insurance 

industry. Every policy holder can choose from a 

wide array of insurance plans and each carries its 

own set of forms. Put together all the application 

forms from different applicants for different 

types of insurance protection, add the numerous 

branches and countries involved, and the 

challenge of processing these forms becomes 

apparent. 

Established in London in 1848, Prudential plc is 

an international financial powerhouse providing 

retail financial services throughout the United 

Kingdom, the United States, Asia and continental 

Europe. Prudential has been writing life insurance 

policies for over 150 years and today, Prudential 

has over 16 million customers worldwide.

In the Far East, Prudential Corporation Asia 

continues the tradition of this 160-year-old 

institution. With life insurance, fund management 

and consumer finance operations across Asia, 

Prudential has billions of dollars in assets 

supported by over 180,000 staff and agents 

across the region. The company’s life insurance 

and funds management operations span 12 
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markets:  China, Hong Kong, India, Indonesia, Japan, Korea, 

Malaysia, Philippines, Singapore, Taiwan, Thailand and Vietnam. 

Claims Processing: A Measure of Success 

In addition to the forms involved in applying for insurance, there 

is also an entirely different – yet no less numerous – set of forms 

related to claims processing. Customers often rate an insurance 

company based on how many weeks or months it takes to 

process a claim. However, the reality is that most insurance 

companies are bogged down by a huge backlog of claims. 

Claims processing staff knows only too well the nightmare of 

frantically searching for files while a customer is waiting for 

a response. Yet, because it is impossible to process claims 

without proper documents, claims agents are bound by the 

quality of their document processing system. When files are 

readily accessible, service levels are much greater. Because an 

insurance company is often measured by the speed of its claims 

processing, it is imperative that proper document handling 

systems and procedures are put in place. This was the challenge 

facing Prudential Asia.

Looking to streamline its two major document processes – 

applications and claims – Prudential recognized the need for a 

two-pronged approach. On the one hand, the system must be 

able to process applications effectively, without compromising 

on the quality of applications approved. At the same time, it 

must also facilitate efficient claims processing. 

Drawing from the experience of PCA Life Assurance Company 

Limited (PCA Life), Prudential’s insurance operations in 

Taiwan, the company engaged Kofax for consultation and 

implementation of a capture solution. The same solution was 

chosen for their China mainland counterpart, Citic-Prudential 

(Citic-Pru).

A Quick Implementation, With Long-Lasting Results 

The implementation of Kofax Capture was accomplished at PCA 

Life within two weeks. With Kofax Capture, PCA Life was able 

to scan and process their documents centrally in Taichung, the 

third-largest city in Taiwan. Citic-Pru, on the other hand, scanned 

its documents in three centers throughout mainland China, in 

the cities of Suzhou, Guangzhou and Beijing. Thereafter, the 

documents were uploaded to their headquarters in Guangzhou 

for processing. 

With the implementation of Kofax Capture, PCA Life and 

Citic-Pru were able reduce man-hours and cut costs while 

significantly improving their response time to customers. Claims 

and application processing initially requiring up to three shifts 

was reduced to a single shift for the same workload. 

The automated capture process allowed for documents and 

forms to be scanned in bulk, with the only exception being 

documents routed for manual verification. Due to Kofax 

Capture’s accurate recognition rates, exception documents 

became few and far between. Operations turnaround time was 

reduced, resulting in improved staff efficiency and reduced 

costs.

 Another benefit of implementing Kofax Capture has been the 

ready availability of information for customer inquiries. Since the 

captured data is immediately updated to the back-end systems, 

retrieval of information is now immediate. Staff can easily 

retrieve information for customers – be it application status, 

claims status or payments records. 

“It has been quite a journey,” said David Yeung, CIO of Citic-

Pru. “Converting from our previous system to Kofax Capture 

proved to be a strategic success. We are poised for our business 

continuing and seeing rapid expansion throughout our mainland 

China facilities.”

Kofax solutions are now being deployed at all of Prudential 

Asia’s major branches including Guangzhou, Beijing, Suzhou, 

Shanghai, Nanjing, Wuhan as well as some other cities such as 

Wuxi, Shenzhen, Foshan and Dongguan. 
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Perhaps the biggest problem with paper-based information is the 

fact that the information remains geographically dependent on 

the location of the paper. This drawback is particularly notable for 

transactional information, which by its nature must be shared. 

New accounts can’t be opened until their paper applications 

have been signed. Paper invoices can’t be paid until they are 

received, validated and approved. A customer service request on 

paper is a customer not yet serviced. For distributed transaction 

processes, paper is a bottleneck.

Nevertheless, paper remains an integral part of most 

transactions. Take for example a purchase of … well… 

paper. A purchase order is executed. A sales slip 

is recorded. A delivery manifest is issued. 

A receipt is signed. An invoice is sent. A 

check is mailed…. While some parts 

of this transaction may now be 

conducted electronically, paper is 

still highly involved. (Or it wouldn’t 

have been ordered in the first 

place).

The promise of document 

image capture has been to 

simply introduce a scanner to 

this workflow, but experience 

has shown that things are rarely 

simple. Deciding where in the 

process to introduce that scanner 

has proven to be no easy choice. 

While the temptation has been to scan 

at the point of the largest volume of paper 

(say in the accounts payable department 

where invoices are received) the process 

itself is only somewhat improved.

It has become apparent that transactional 

capture systems provide the greatest benefit 

when they are a connected part of the 

business processes they serve. Organizations now understand 

the benefit of capturing information at the earliest point in a 

workflow process. In addition to capturing early, has come the 

realization that information must be captured at multiple points 

along the transactional highway. 

As the variety of capture devices has increased, the cost of those 

devices has decreased.

In addition to centralized, high-volume operations, capture can 

now easily be accomplished on the desktop or even on the road. 

Small workgroup scanners, multi-function peripherals (MFPs), 

and a variety handheld devices can now convert paper into its 

digitally transmittable equivalent.

Rather than being standalone applications, capture 

systems become tools that are available to all 

transaction constituents. 

Front–Office 
Capture Now Driving 
Transactions
Neither Centralized Nor Distributed… 
Integral
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Back to the example of procuring paper, the purchaser, the 

front-office sales staff, the shipping office and the accounting 

department might each have occasion to enter paper into the 

transaction workflow. By embedding a capture application into 

each department’s established business process, paper is no 

longer a bottleneck, but an integral part of the transaction. 

Naturally, theses advances have not come without cost. IT 

departments, for example, must manage the compatibility 

of many capture appliances. Ideally, a capture system 

should be managed with an open infrastructure that offers 

remote administration. A centralized management allows an 

administrator to set up input devices, back-end destinations, and 

client application that can be deployed on virtually any desktop—

even around the globe.

Integration in Action 

Belgian Insurer Deploys Front-Office Capture 

The changes in how paper and electronic content are melding 

are being seen in capture applications around the world. 

Dexia Insurance, one of the top five insurers in Belgium, has 

implemented software from Kofax as the foundation of a front-

office capture solution. With Kofax Document Exchange Server, 

the company is able to automate the processing of insurance 

documents originating from remote field offices rather than 

capturing in a batch-oriented, back-office environment. 

With Document Exchange Server it doesn’t matter if a business 

process involves paper or electronic documents. It makes no 

difference whether information is received from MFPs, scanners, 

e-mail or fax. As an integral part of a business process, the 

capture solution supports multiple document inputs with a 

single interface. Included with Document Exchange Server is a 

separate, thin-client application Kofax Administration Console 

that gives administrators the ability to automatically discover 

input devices and back-end destinations, remotely check the 

status of input devices, set up user profiles, and control user 

privileges. This minimizes the need to send out a technician for 

system installation or maintenance thereby reducing the costs of 

deployment and ongoing management.

Using a single, enterprise-class server, Document Exchange 

Server can capture documents regardless of their original format, 

allowing users to route documents to virtually any system that 

drives an organization’s key business processes. By capturing 

documents in the front office, where they originate, Dexia is able 

to move information in real time into its transactional business 

processes such as invoice processing, new account openings, 

claims processing and sales order processing.

Dexia Insurance Belgium is a great example of how organizations 

in transaction-intensive business environments can better serve 

their customers and gain competitive advantage by implementing 

Intelligent Capture and Exchange solutions,” said Andrew Pery, 

chief marketing officer at Kofax. “Since the launch of Document 

Exchange Server, the demand for this type of solution has 

consistently increased, especially at firms in the financial services 

and insurance industries, as a complement to our leading capture 

platform and software solutions.”

The location of information no longer needs to slow a business 

transaction. With portable devices such as cell phones, PDAs 

and other communication tools, a transaction workflow can 

continue uninterrupted. By enabling content—whether paper or 

electronic—to be sent or received instantly the walls between 

“front office” and “back office” are coming down. 

As a result of an integrated approach to transaction document-

handling comes a number of process efficiencies. Bottlenecks 

are eliminated as paper-based information moves freely. Errors 

decrease as points-of-failure are reduced. Customer service 

improves as staff becomes more responsive. Even the process of 

paper-procurement becomes painless.
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Transactional 
Transformation
Kofax Transformation Modules 3.5  
Hits the Ground Transforming
With the launch of Kofax Transformation Modules, a suite 

of applications for Kofax Capture, the company has united 

its powerful capture technology for automated document 

classification and data extraction.  The re-branded platform draws 

its strength from Kofax Ascent Xtrata Pro and the INDICIUS suite 

of modules for intelligent classification, sorting and separation. 

Combined, the suite offers a host of added features for automated 

document sorting and data extraction. 

Streamlining the process of transforming documents into 

structured electronic information, Kofax Transformation Modules 

automate the cataloging, organization and separation of paper 

and electronic documents, extracting and validating the data 

they contain. The platform integrates with Kofax Capture to 

provide a transactional transformation solution in a single, 

unified configuration for high-end business and enterprise-level 

environments.

Kofax Transformation Modules 3.5 integrates features that 

offer substantial improvements in document automation and 

electronic processing performance, in an easy-to-use interface.  

Among these are new learn-by-example technologies for invoice 

extraction that require minimal training to implement and new 

data validation functionality that increases productivity for even 

the most complex documents.

“Large organizations looking for enterprise-level solutions need to 

go beyond simple capture.  They need a tool that will transform 

their documents into actionable electronic data through a single-

source platform that is easy to deploy and simple to maintain,” 

said Andrew Pery, chief marketing officer at Kofax.

By helping eliminate manual processes, Kofax Transformation 

Modules enables organizations to enhance productivity while 

significantly reducing their operating costs. In addition, users 

benefit from improved data processing speed, accuracy, capacity 

and security with sophisticated automation technology that 

captures, validates and delivers captured information quickly, 

efficiently and reliably.

 “Manual document processing is time-consuming, tedious and a 

poor use of staff time,” said Pery. “Kofax Transformation Modules 

allows knowledge workers to focus their efforts on tasks that add 

value to the company and, ultimately, to provide considerably 

better customer service.” 

Leveraged with Kofax Capture, Kofax Transformation Modules 3.5 

is compatible with a broad range of document scanners, content 

and information management systems, workflow applications 

and databases. The solution offers a scalable platform that can 

be adjusted as needed to evolving user requirements and can 

be upgraded for additional volume or new features with no re-

installation required.

Kofax Transformation Modules is used in numerous applications. 

These include automatic indexing for archive, workflow (mailroom) 

automation, forms processing, accounts payable automation, 

automatic document separations and records management.  It 

provides advanced document classification, separation and 

extraction capabilities, enabling the automated processing for a 

broad range of business documents.

The Kofax Intelligent Capture & Exchange concept has been the 

centerpiece of the company’s strategy to help organizations 

streamline business processes. These solutions automate 

document-driven business processes by managing the 

transformation and exchange of business-critical information 

arising in paper, fax and electronic formats in a more accurate, 

timely and cost-effective manner.
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As the leading health care system in 

West Michigan, Spectrum Health touches 

thousands of lives each year. Over the 

past decade, Spectrum has opened new 

facilities and renovated others; broken 

ground for a cancer pavilion and a new 

children’s hospital; brought state-of-the-

art technology and leading edge medical 

treatments to the region; supported 

exciting new initiatives for medical 

education and research; and fostered a 

culture of excellence.

Created in 1997 as a not-for-profit, 

integrated health system, Spectrum 

Health is now comprised of seven 

hospitals, more than 140 service sites 

and a 560,000-member health plan. 

The system annually handles more than 

400,000 patients with a staff of 14,000 

employees and 2,000 volunteers. In its 

2007 fiscal year, Spectrum Health provided 

nearly $100 million in total community 

benefit. 

It’s no surprise that a healthcare provider 

of this size would generate a mountain of 

documents. However, Spectrum Heath, 

like many healthcare institutions, was 

burdened with a combination of paper and 

electronic records that made it difficult 

for physicians and staff to locate, retrieve 

and update patient records efficiently. 

The inpatient records system alone 

required heavy paper-based processing, 

complex form identification and advanced 

optical character recognition (OCR) for a 

multitude of document formats.

Spectrum Health’s inpatient charts 

could be found in an incredible 1,400 

different formats, all of which needed to 

be re-classified down to 70 consistent 

document types for efficient processing. To 

make matters more complex, 10 percent 

of the forms did not feature bar codes, 

requiring more advanced OCR to identify 

the document types before classifying 

them appropriately.

Patient records are of critical importance 

and Spectrum Health needed a solution 

to automate and streamline its medical 

records processing and document 

classification for its inpatient population.  

An “inpatient” comprises anyone admitted 

to any one of the hospital’s facilities for a 

24-hour period or longer. 

“We needed a way to get inpatient 

record documents classified efficiently 

Taking Care of Patient Records
Kofax Enables Spectrum Health to Process More Than 10.5 
Million Records Annually
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and organized so that our physicians 

could find and access them easily, even 

from remote locations,” said Adam Gee, 

project manager for Spectrum Health. 

“At the same time, it was critical that 

scanned documents were of the highest 

quality possible, so that record accuracy 

and security would be compliant with 

government standards and, above all, to 

protect patient health information.”

Spectrum Health turned to its capture 

and content management partner BRT 

to review several capture solutions, 

including the re-customization of an 

existing system. BRT is a consulting firm 

specializing in integrated Enterprise 

Content solutions. The company has more 

than a decade of experience delivering 

Web-based content management, imaging 

and collaboration solutions to a variety 

of industries including healthcare. In 

short order, the decision was made to 

implement a Kofax Capture solution to 

streamline patient record access.

“Kofax is the only technology on the 

market today that could adequately 

address our requirements,” said Doug 

Ford, sales manager for BRT. “The open 

architecture of the Kofax solution offered 

a seamless integration with Spectrum 

Health’s current system.”

To meet its needs, Spectrum Health 

employed:

Kofax Capture, the world’s leading •	

information capture platform, which 

automates data capture from scanned 

paper or imported documents

Kofax Transformation, which •	

intelligently automates the 

classification, sorting and separation of 

paper and electronic documents, then 

extracts and validates the information 

they contain

BRT successfully planned and delivered 

the Kofax solution to Spectrum Health 

on time and under budget. From start to 

finish, the solution was completed in a 

90-day delivery window.

As part of the implementation, Spectrum 

Health introduced the Kofax solution to 

the Health Information Management (HIM) 

staff through several training rotations. 

While they had minimal experience 

with document capture, the HIM team 

embraced the new platform and its ease-

of-use and functionality.

“Kofax and BRT offered us a great 

solution for what was becoming a records 

processing headache for HIM Leadership 

and staff,” said Gee. “As a result, we now 

have the capability to automate and 

process millions of inpatient records 

in multiple formats from many source 

locations with speed, accuracy and 

precision. And it’s a solution that is easy 

for HIM staff to learn, understand and use.”

Increased Volume with Increased 

Processing Accuracy 

Since implementing the Kofax solution, 

Spectrum Health has seen significant 

improvements in document classification 

accuracy, efficiency and productivity 

within its HIM document imaging system. 

Previously, Spectrum Health had been 

able to automate and process only about 

187,000 documents per year, which 

represented only a small fraction of what 

was needed without significant manual 

intervention. With the Kofax solution in 

place, the system now processes 10.5 

million documents annually. And this has 

been accomplished without adding HIM 

personnel, which was a key requirement 

for Spectrum Health.

“We’ve been able to make our clinicians’ 

lives easier, and that permits them to focus 

more on doing what they do best – taking 

care of patients,” said Gee. “Instead of 

having to walk or drive to get paper-based 

inpatient files, they now have immediate 

access to everything electronically. 

Physicians now have the option to obtain 

and electronically sign scanned documents 

directly from their computer.”

Ford added that Spectrum Health and BRT 

are planning further implementation of 

the Kofax solution into clinics and facilities 

throughout Western Michigan.
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