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Process and Information 
are the Engine and Fuel 
driving today’s businesses 
Streamlining processes, cutting costs and driving efficiency 
enables an enterprise to compete in the global economy. Yet, 
as applications are developed faster, and ”the age of the 
customer” replaces the “age of information”, organisations 
need to be able to increase their adaptability to change.  



Organisations are used to focusing on 
two key areas in order to automate 
their businesses: 
 

Process Automation 
Companies seek to increase compliance, lower costs, 
reduce lead times, and increase operational efficiency. 
This includes the implementation of technologies such 
as enterprise suites, customised applications, business 
process management (BPM), case management and 
robotic process automation.  

Information Management 
To manage the information that runs through the 
enterprise, organisations use software tools to create, 
update, manage, deliver, and archive a diverse mix of 
structured and unstructured data, including web 
content, documents, digital media, e-forms, images, 
correspondence, records, and analytics. This allows 
for documents to be more easily controlled, and 
information easier to find. 

 



Combining processes and information 
for a digital customer-centric world 

Separating process from content can mean a business 
misses out significant potential benefits In the age-of-
the-customer.  

Customers use many information types and channels 
to communicate over time to engage with products 
and services in multiple ways – which creates priceless 
data, which can be reused to create better customer 
experiences.   

To illustrate this, let’s take an example of a document 
like a customer order at a company providing building 
materials to suppliers. The order may be managed 
using a document management system alone. 

But if you integrate the data in that order file with 
process automation itself, you can create a 
comprehensive customer order folder that tracks and 
routes everything related to the order. This can for 
example include providing personalised marketing 
messages relevant to the customers geographic 
location (e.g. store opening hours).  

Integrating content and process automation with 
enterprise applications, such as ERP or CRM, thus not 
only greatly improves the speed, accuracy and quality 
of the business processes but also the customer 
engagement.  

  



Information + Process  
= Transformation 

Integrating content and process creates more business 
value. Organisations are more productive when they 
implement process automation and information 
management together rather than automating business 
activity through content management alone. 

A customer’s document has much greater value when 
seen and processed through the lens of a business action 
or activity. For example, imagine a customer order in 
which specific personalised information is added to the 
fuel mix, and then delivered on the customer’s preferred 
communication channel.  

Likewise, a business process that lacks information will 
stop moving because it lacks the essential fuels of 
content and data. 

Figure 1: The two key components for digital 
business: Process automation combined with 
unstructured content. 
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Digital Process 
Platforms: Simplify work 
with the evolution from 
BPM to DPA 
Digital disruption has presented fundamentally different 
business models that have attracted customers to leave 
slower paced, less customer-centric companies. This new 
reality demands that companies reinvent themselves to 
capitalise on new technologies and differentiate 
themselves with ever-better customer experiences. 

Business process management (BPM) software has 
therefore become faster and lighter to deploy, with new 
functionality: transforming it into Digital Process 
Automation. This expanded technology is a modern take 
on BPM suites: delivering value to companies using a 
process + content approach to transformation.   

New Digital Process platforms include BPM software, 
case management, low-code, business rules, RPA, 
content, and analytics. 

  

 

Figure 2: DPA includes automated information 
capture, workflow, content management and 
business information delivery. 
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Chief Digital Officers should 
follow two guiding principles: 
 
 

Customer Experience  
Connect customer experience (CX) and operational 
effectiveness (OPEX) efforts to deliver on end-to-end 
transformation – directed by senior leadership to cross 
the divide of project teams with different skills sets 
and methodologies.  

Operational Excellence 
When transforming processes, see content within the 
context of the business processes that consume it: 
Digital process platforms that integrate with lighter-
weight content solutions help accelerate digitalisation. +



Understanding the 
customer journey to 
create better CX 
In a customer-centric world, organisations must take an 
outside-in approach, starting with talking to customers in 
voice-of-the-customer (VOC) sessions. VOC feeds the 
next step – customer journey mapping sessions, which 
capture what the customer does throughout a process 
and how the customer feels at points along the way. 

Because journey mapping and process modelling are 
beginning to converge, business process practitioners are 
advised add journey mapping to their tools for business 
process transformation.  

 

 



Accelerate processes by transforming 
documents into actionable information 
Digital process platforms create value to businesses 
using a process + content approach to transformation. 
Platforms include BPM software, case management, 
low-code, business rules, RPA, content, and analytics.  
 
Overview of the key components: 
 
Business process management (BPM) uses round-tripping to input 
process analytics into the design and/or execution module for a 
continuous process improvement flow. 
  
Case management automates unpredictable, content-intensive 
processes, and allows teams to automate rapidly change processes 
that support customer requests, exceptions, investigations, and 
incident reporting.	

Low-code platforms such as Entity Modeling help automate 
processes faster and provide visual tools for developing and 
integrating process with existing applications.  
  
Robotic process automation (RPA) tackles monotonous, 
error-prone tasks to streamline and simplify routine work. 
  
Predictive analytics identifies the next best actions to 
propose to users.	



Getting Started: A Digital Process 
Platform checklist 
Organisations may face several obstacles when starting 
to combine process automation with information 
management. But there are several approaches that can 
assist your organisation: 
 
Work with departments that have restricted scope but still need 
process automation to better support business objectives.  
  
Identify those concerned with customer journey mapping, and see 
if they would welcome a business process perspective. 

Tackle processes that would benefit from robotic process 
automation linked with BPM. 
  
Focus on initiatives that provide DevOps with an opportunity 
to develop low-code skills. 
  
Champion digital process platforms with the digital 
experience leaders who are driving business transformation 
in the organisation. 
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Contact us.  
 
 

Swedwise provides IT licensing, consulting, software  

development and support. But what we really do is save 

time and energy. We deliver Digital Process Automation 

(DPA) solutions that simplify your data flows while 

adding business value. Our customers are found in both 

the private and public sector. 

 

 
For more information please feel free to contact at 

sales@swedwise.com or +46 70 279 99 71  
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