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About the Research
As the non-profit association dedicated to nurturing, growing and supporting the information management 
community, AIIM is proud to provide this research at no charge. In this way, the entire community can 
leverage the education, thought leadership and direction provided by our work. We would like these 
research findings to be as widely distributed as possible.  Feel free to use individual elements of this 
research in presentations and publications with the attribution – “© AIIM 2015, www.aiim.org”. Permission is 
not given for other aggregators to host this report on their own website.

Rather than redistribute a copy of this report to your colleagues or clients, we would prefer that you direct 
them to www.aiim.org/research for a download of their own. 

Our ability to deliver such high-quality research is partially made possible by our underwriting companies, 
without whom we would have to return to a paid subscription model. For that, we hope you will join us in 
thanking our underwriters, who are:

Process Used and Survey Demographics
While we appreciate the support of these sponsors, we also greatly value our objectivity and independence 
as a non-profit industry association. The results of the survey and the market commentary made in this 
report are independent of any bias from the vendor community.

The survey was taken using a web-based tool by 430 individual members of the AIIM community between 
August 14, 2015, and September 02, 2015. Invitations to take the survey were sent via e-mail to a selection 
of the 80,000 AIIM community members.

Survey demographics can be found in Appendix 1. Graphs throughout the report exclude responses from 
organizations with less than 10 employees, and suppliers of ECM products and services, taking the number 
of respondents to 365.  
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About AIIM
AIIM has been an advocate and supporter of information professionals for 70 years. The association 
mission is to ensure that information professionals understand the current and future challenges of 
managing information assets in an era of social, mobile, cloud and big data. AIIM builds on a strong 
heritage of research and member service. Today, AIIM is a global, non-profit organization that provides 
independent research, education and certification programs to information professionals. AIIM represents 
the entire information management community: practitioners, technology suppliers, integrators and 
consultants. 

About the Author
Doug Miles is Chief Analyst at AIIM. He has over 30 years’ experience of working with users and vendors 
across a broad spectrum of IT applications. He was an early pioneer of document management systems 
for business and engineering applications, and has produced many AIIM survey reports on issues and 
drivers for Capture, ECM, Information Governance, SharePoint, Mobile, Cloud, Social Business and Big 
Data. Doug has also worked closely with other enterprise-level IT systems such as ERP, BI and CRM. 
Doug has an MSc in Communications Engineering and is a member of the IET in the UK.
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Introduction
For more than 25 years, AIIM has advocated the reduction of paper in business, initially to save office space 
and improve records retrieval, but in the past 10 years more focused on removing paper from business 
processes in order to improve productivity, accessibility and compliance. Despite the widespread acceptance 
that reducing and removing paper is a best practice, there is a huge difference between the best performers 
and the laggards. Piles of paper contrast with clear desks, post bags and delivery vans contrast with mobile 
capture, warehouses full of boxes contrast with electronic archives, and forms-based processes contrast with 
automated workflows. 

Even amongst those who have transformed their back-office processes, there is still much work to be done to 
capture multi-channel customer communications and unify front-office response. The early movers in digital 
mailrooms and mobile capture are achieving strong competitive advantage by capturing as close to the origin 
as possible. Meanwhile, the efficiency, effectiveness and resilience of all offices could be greatly improved by 
removing those legacy hiccups of approval signatures and mark-up copies that still cause paper to pile up on 
the desk. 

In this report, we take an in-depth look at the amount of paper in the office, the impediments to removing it, 
the take up of digital mailrooms and multi-channel capture, and the increasing exploitation of  mobile and 
cloud. Above all, we look at the progress towards paper-free processes, the triggers and decision-making 
processes, and the issues, benefits and ROI. 

Key Findings
Paper in Processes
n  Paper in the Office-only 17% of respondents work in what could be described as a paper-free 

office. 31% admit their office is piled high with paper documents and paper processes. 40% still use paper 
for filing “important stuff”, and 56% are wed to signatures on paper for contracts and order forms.  

n  20% report that their consumption of paper is increasing; but for 49% it is decreasing, including 
11% where it is decreasing rapidly. This 2015 net of 29% compares with 23% net in 2014 and 3% net in 
2011.  

n  55% report that paper flowing through their processes is decreasing including 12% rapidly 
decreasing. With 20% increasing, this net of 35% compares with 21% in 2014 and 21% in 2011. 

n  The number of organizations actively looking at every process for paper elimination has grown 
from 9% in 2014 to 16% in 2015, including just 3% who feel they have reached the limit. 36% feel 
they are making good progress, with just 7% sticking with paper processes – down from 11% in 2014. 

n  Lack of management initiatives is given equal weight to staff preferences (49%) as the reason there 
is still so much paper around. 39% feel there is a general lack of understanding of paper-free options. 

Capture
n  41% are using OCR in some form. 23% are capturing process data including 9% using intelligent/

adaptive workflows. 16% are not using OCR, but workflow flat images, and 18% scan primarily for 
archive.

n  The biggest driver for scanning and data capture is improved searchability and sharability 
(53%). Higher productivity, reduced storage space and faster response are all key drivers. 27% have an 
environmental policy to reduce paper usage. 

n  40% of organizations report that more than half of their invoices are now delivered electronically - 
but 35% agree that most get printed anyway. 31% agree that most of the paper documents they retain 
are only there for the signatures, and that most of the documents they scan are unchanged from printer to 
scanner.  

Digital Mailroom and Multi-Channel Inbound
n  26% scan in advance of the process, including 7% using a digital mailroom and 11% with multi-

channel capture. 22% scan to archive after the process – much more so in North America (26%) 
compared to Europe (10%) where digital mailrooms (10%) and multi-channel (14%) are more popular.  

n  A hybrid of centralized and distributed is the most popular digital mailroom scenario (40%), with a 
further 25% using only centralized floor-standing scanners. Faster turnaround to customers (54%), 
improved mail productivity (48%) and improved data capture quality for downstream processes (41%) are 
given as the biggest benefits.
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n  40% admit that they deal with multi-channel content in an ad hoc way. 35% are likely to print 
electronic inbound and process as paper. 32% deal with paper and electronic through the same 
workflow, but just 3% have a comprehensive multi-channel system across paper, electronic and social.

Process Optimization and Workflow
n  In 40% of organizations, line of business heads and departmental managers are deemed 

responsible for “radical process review”. For 14%, the head of IT is tasked. 33% place responsibility 
with a central efficiency department or the main board. 

n  For 14%, the rate of converting key processes to paper-free is moving quickly or even 
completed (4%), and for 48% the rate is increasing slowly. 15% admit they are stalled after the first 
few, and 37% are making little progress or have as yet no projects (11%), including 7% of the largest 
organizations.  

n  36% have no access to workflow capability, plus 13% who have it but don’t use it. 34% make use 
of basic workflows in imaging systems or SharePoint, 17% have full workflow/BPM. 

n  The biggest benefits reported from paper-free processes are faster customer response (43%), 
then productivity and compliance, then better monitoring of the workflow. The biggest lessons 
learned were to establish executive buy-in, and to gather input from all stakeholders in advance. 

n  59% achieved a payback in less than 12 months from their paper-free projects, including 26% in 
6 months or less. 84% achieved payback in less than 18 months – the highest we have ever recorded.

Mobile Capture
n  24% are not looking at any mobile projects and 39% are still in the planning stage. 12% see 

mobile access, data capture and forms input as a required option for any process update.

n  For those with mobile capture projects, speed of data availability and keeping paper out of the 
process have been the biggest benefits. Connection bandwidth, connection security and device 
security have been the biggest issues.

Cloud and Outsourcing
n  11% are already using cloud products for capture, and 17% have plans in the next 12-18 months. 

21% are unlikely to use cloud (down from 25% in 2014) and 49% still have no policy or decision on 
cloud capture (21%) or cloud in general (28%). 

n  Data capture is the biggest growth area for outsourcing, along with managed capture services. 
Archive scanning and back-scanning still have growth – as does shredding. Box storage is still 
popular, but in decline. Managed print services and outbound print are stalled. 

Opinions and Spend
n  80% agree that paper content and processes are a huge impediment to remote access and 

teleworking. 72% feel that “business at the speed of paper” will not be acceptable in 5 years’ time.

n  57% say they are committed to digital transformation, and paper-free is an essential starting 
point. 79% agree that all businesses should have an e-signature mechanism.

n  Workflow/BPM and mobile data capture are set for the strongest growth. Capture, OCR and AP 
are still strong, then mobile image and MDM. Some MFP growth is likely, but scanners are mostly flat 
- although this is an improvement on 2014 projections. 

Paper in the Office
Despite the shiny minimalist images of office life that grace the world of architecture and advertising, the 
reality for many is that paper still has a strangle-hold on their personal office space, and on most of the 
processes they are tasked with. Nearly a third of our respondents describe their offices as piled high with 
paper and bogged down with paper processes. 40% still feel the need to reference and file their important 
documents on paper, and 56% of organizations still require contracts, orders and booking forms to be 
signed on paper. 

The entire report is available at no cost to
AIIM Professional Members.

For only $169, you can become an 
AIIM Professional Member to access this report

 and many other valuable resources.
 Please visit www.aiim.org
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Learn how to scan documents, automate data extraction, and drive 
paper out of your processes. These resources get you started.

AIIM Scanning and Capture 
Resource Centre

www.aiim.org/Resource-Centers/Scanning-and-Capture

AIIM (www.aiim.org) AIIM is the global community of information professionals. We provide the education, research 
and certification that information professionals need to manage and share information assets in an era of mobile, 
social, cloud and big data.
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