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This thesis introduces a qualitative research made in order to answer questions What is
the state of documentation and what are its effect in the case study organisation. The
case study organisation is an international ICT company offering professional services
to its clients. The nature of the business is highly dependent on the knowledge and
expertise of the employees, meaning that also sharing information and knowledge
efficiently is important. Documentation is one tool used to manage knowledge. To
answer the research questions employees of the case study organisation were asked to
answer a questionnaire, and to get more detailed data some employees were interviewed
on the subject of documentation. The research material also includes one user story and
two email conversations between employees. Theoretical background is based on
studies of Knowledge Management, and on the role of technology in Knowledge and
Document Management. Results of the research indicate that the state of documentation
was indeed in need of improvement. Employees estimated that the lack of uniform
working methods and tools cause the employees to waste time, lessens the quality of
work, and has a negative effect on both employee and customer satisfaction. Proper
document management was seen as an important tool to better the overall
communication and knowledge sharing both inside the organisation and with business
partners and clients.
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1 INTRODUCTION

This thesis is a case study of current situation of documentation and its effects in the
case study organisation. The research was made by using qualitative research methods.
Information was collected by creating a user survey open for every employee in the
organisation and by interviews. Questions of the survey are based on previous research
and literature on the subject of document management tools. Theoretical background of
the research is based on previous studies of Knowledge Management and technology’s

role in Knowledge Management.

This thesis begins with introducing concepts such as Knowledge Management, business
and process oriented Knowledge Management, Knowledge Management technology
and document management, with the help of existing literature and previous studies in
chapter 2. Next, in chapter 3, the case study organisation is being introduced as well as
the research questions. In chapter 4 the research process is being explained, and in
chapter 5 the results of the research are introduced. Result analysis can be found from
chapter 6, and in chapter 7 there are suggestions to what the case study organisation
should do with the results of the research. Chapter 8 includes general discussion and

conclusions of the research.



2 THEORETICAL BACKGROUND

Document management is part of organisation’s knowledge management, a quite
studied subject in the academic world. There is enough academic research done on the
subject for Emerald Group Publishing Limited to publish a journal dedicated solely to
Knowledge Management [Journal of Knowledge Management].

At first Document management might seem like a quite simple topic. Most people can
easily figure out at least one or two example from their personal life of what a document
is. And might even think that managing those documents is easy: the bills comes in the

mail, one pays them and then archives them in a file.

Managing documents in organisations with tens of people working together is, however,
a completely different ball game. Managing documents is managing information. And
especially in companies that offer their clients professional services, information is the

most valuable asset of the company.

To get better acquainted with the subject of document management, the following
chapters introduce topics such as knowledge management, knowledge management

technology, choosing the appropriate technology, and finally document management.

2.1 Knowledge management

In the book of Knowledge Management — Concepts and Best Practises Mertins, Heisig
and Vorbeck define Knowledge management (later KM) as follows:

“Knowledge management includes all methods, instruments and tools that
contribute to the promotion of an integrated core knowledge process — with
the following four core activities as a minimum, to generate knowledge, to
store knowledge, to distribute knowledge and to apply knowledge — in all
areas and levels of the organisation in order to enhance organizational
performance by focusing on the value creating business processes.”
[Mertins et al., 2003: 11].

In the centre there are the value creating business processes. Exactly what those
processes are vary from one organisation to another, depending on what processes are

the most important in order to enhance the performance of that particular organisation.



Knowledge management includes generating, storing, distributing and applying
knowledge. And to assist on those four activities the organisation needs methods,
instruments and tools. Methods can be understood as processes and rules, and

instruments and tools can be understood to be information technology products.

KM is a quite studied subject. The growing importance of intangibles and knowledge in
a modern marketplace has increased the general interest in the subject. But it seems that
the emphasis of most KM studies has been on the people, organisations and processes
[Carvalho and Ferreira, 2011]. Information technology is recognized as one of the
aspects of knowledge management, as one of the tools, but according to Carvalho and

Ferreira, technology alone does not transform information into knowledge.

To understand knowledge management technologies, it is important to have a more
profound understanding of the concept knowledge management. There are several
frameworks to choose from, but here I have chosen to introduce a framework made by
the European KM Forum built in the hope of standardizing the concept of Knowledge
Management in Europe. This framework aims at identifying and supporting a
commonality in terminology, application and implementation of KM in Europe [Weber

et al., 2002].

The European KM Framework (Figure 1) shows eight core “modules” of the
framework: KM strategies, human and social KM issues, KM organisations, KM
processes, KM technologies, KM leadership, KM performance measurements, and KM
Business cases and implementation [Kemp et al., 2002]. All modules are closely linked
together, supporting the reuse of current knowledge and the innovativeness of the whole

system.
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Figure 1 European KM Framework — Version 1.4 [Kemp et al., 2002]

KM strategies

The KM strategy should consist of clearly defined goals, the end result one is reaching

for, and the direction and means one needs to take to get there.
Human and social KM issues

Since knowledge is bound to humans and exchange of knowledge in social settings, the

role of human and social (such as trust and cultural issues) should be defined as well.
KM organisations

KM organisations module answers questions such as how to create, run and manage a
KM friendly organisation, how to transform the existing organisation in to KM

organisation, and what are the different roles in such an organisation.
KM processes

In this module the business processes and their adoption to KM should be explained.
This should help all stakeholders in efficient acquirement, sharing and maintaining of

knowledge.



KM technologies

This module answers the fundamental question ‘Which technology for which purpose?’
to help organisations make the right decision when making KM hardware and software

decisions.
KM leadership

This module helps understanding e.g. which activities the KM leader(s) should focus

on, which characteristics are desirable.
KM performance measurements

No system can improve if it cannot be measured. This module gives metrics to measure

e.g. the KM maturity level.
KM Business cases and implementation

This module introduces best practises in how to implement different areas of KM, this

can be seen as a general roadmap.

The benefit of this framework is its simplicity. It both takes into account and is
understandable for all stakeholders. Many of the other KM frameworks approach the
subject from a more abstract point of view. For example the work of famous knowledge
researchers Nonaka and Takeuchi focuses on explaining the creation of knowledge in an
organisation [Nonaka and Takeuchi, 1995]. Although their work has no doubt formed a
basis for understanding knowledge and knowledge management, their frameworks are
quite theoretical and to understand them, one needs to really study the subject. Their
work is quite unapproachable for a manager looking for practical information about the
subject of KM, who is trying to understand if KM is a subject of significance to his

organisation in the first place.

In addition to the framework, the European KM Forum has also provided a KM
assessment model and tool for organisations to use when determining organisation’s
maturity level towards KM [Pudlatz et al., 2002]. In the assessment document there are
several open and closed questions about the organisation in general and about each of

the eight modules mentioned in the KM Framework. The questionnaire is wide and



tackles many key points of each module. But it is only a list of important questions, a

way to collect information. It doesn’t provide a tool to process the results.

2.2 Business and process oriented knowledge management

To understand the subject area better, it might be beneficial to look at it from a very
practical point of view, to think of KM as a business and process oriented subject. Peter
Heisig introduces the Fraunhofer approach to business process oriented Knowledge
Management (GPO-WM®, originally in German Methode des
Geschéftsprozessorientierten Wissensmanagements), and the assumptions it is based on

[Mertins et al., 2003].

To highlight a few of the assumptions, first, we use knowledge and know-how to solve
problems and to get things done. The knowledge is important since we need it for
everyday, practical issues. Second, the way in which knowledge is generated, shared
and used differs according to the mission at hand, the business process. Third,
organisation’s culture is often regarded as one of the most important success factors for
a working Knowledge Management system. But since the organisation’s culture is a
complex network of different people, functions, traditions and values, the business

process point of view can work as a link between the different perceptions.

Knowledge Management is a sum of procedures to generate, store, distribute and apply
knowledge to achieve organizational goals. The concept of KM becomes less
complicating to understand when seeing it from the business and process perspective.
There are resemblance between the business and process oriented knowledge
management and the kind of project management practises one could call customer
oriented IT project management. In my experience, to successfully implement and
manage [T projects with customer organisations representing different industries, there
is one key point to remember: even though the customer might not know exactly what
kind of IT solution they need, customers are experts of their own business and know
which processes they want to improve. It is up to the IT professional to listen to the

customer and figure out the right kind of IT solution to improve what needs improving.

In the academic world it has also been understood that building, managing and sharing

of knowledge in IT projects is in need of some special attention. According to Jackson



and Klobas, construction of knowledge is a social process, and project outcomes can
improve if project managers are given insight and tools for improving the project’s

knowledge environment [Jackson and Klobas, 2008].

Jackson and Klobas offer a very practical MS Excel -tool to help project managers to
improve this environment. First managers need to evaluate the knowledge sharing
environment with the help of a list of questions, such as We have standard
documentation and modelling tools which make business requirements easy to
understand. The tool assesses the current situation by using the answers, and as a result
the manager is given practical high and low scoring factors, such as ineffective
externalization. The tools also suggests what kind of actions, strategies to take to better
the situation, such as conducting a role-play workshop to externalize how certain work

processes really work.

According to Jackson’s and Klobas’ study the tool can really help managers to
understand the current situation and to make it better, thus resulting in better project
outcomes. It helps understanding the whole process of knowledge building in a very
practical way, and takes some of the mystery and theoretical nature away from the

subject of knowledge management.

2.3 Technology’s role in knowledge management

Technology is part of KM and there are several research studies granting this, including
the European KM Framework [Kemp et al., 2002]. But how big the role of technology
is, depends on the research. Some suggest the KM tools and technologies consume as
much as one third of the time, effort and cost needed for building a KM system [Al-
Ghassani et al., 2002]. Some suggest, that the absorption, creation, arrangement,
storage, transfer and diffusion of knowledge in the KM process are all dependent on the
assistance of IT [Tseng, 2011]. Others state that IT is only in the supporting role, that it
is merely to extend and better human capacity to create knowledge through speed,

memory extension and communication [Carvalho and Ferreira, 2011].

Heizig sees IT in a rather big role, as a tool to handle the explicit knowledge base
(Figure 2). The knowledge base is the result when combining certain business processes

with certain KM processes. And the root source of knowledge and the executive party



of all processes is of course the community of experts, the employees [Mertins et al.,
2003].
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Fig, 2.11: Community of Experts and a Knowledge Portal are the KM Instruments to
Synchronize Knowledge Management in a Business Process

Figure 2 People, Process and IT in Knowledge Management Business Process [Mertins et al., 2003: 38]

Personally, I see the role of technology in KM quite similar to Heizig, although I do
also agree with Carvalho and Ferreira that IT is not to be the leading lady but the best
supporting actress. At a time of ‘information overflow’ the ability of modern technology
to process data is a force we would be fools not to take advantage of. The amount of
data, speed and accuracy modern technology can process information is mind-boggling.
The best way to manage knowledge in an organisation is to do it with the help of
technology. But technology alone isn’t enough. Without people producing and

processes to support the production of knowledge, technology is useless.

2.4 Choosing the right KM tool

To make it possible to choose the right KM tool, the characteristics or categories of KM
software should be determined. Carvalho and Ferreira presented 10 KM software
categories: Intranet-based systems, Content management systems, Groupware,
Workflow, Artificial intelligence-based system, Business intelligence, Knowledge map
systems, Innovation support tools, Competitive intelligence tools and Knowledge
portals [Carvalho and Ferreira, 2011]. As we can see, the variety of what can be
considered to be a KM tool is huge. To know which tool to choose requires a thorough

analysis of the organisation’s knowledge needs.

To help organisations find the right KM tools, one could for example study the

framework provide by Al-Ghassani et al. This framework bases its selection criteria of
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the tool to the requirements of the organisation, and tackles both hardware and software
solutions [Al-Ghassani et al., 2002]. It is also noted, that knowing what the organisation
needs is only one part of finding the right tool, one must also know the features of

available products.

This is not the only framework or tool available, but the academic world seems to be in
consensus that the process of choosing the tool begins from the organisation figuring
out their needs. And to do that one might find assistance in the European KM Forum’s
KM assessment model and tool, which provides several questions concerning the
organisation’s KM technology [Pudlatz et al., 2002: 67]. Those questions can better the
understanding of the complexity and practicality of KM technology.

Carvalho and Ferreira also noted the difference of organisation adapting to a new ERP
system compared to a new KM system. Where ERP system implementation are often
made top-down, forcing the organisation to adjust their processes to suite the new ERP,
adapting a new KM system can only be done from the inside out. The KM software is
useless without the commitment and motivation of those who should use it, and in the
development of KM system, understanding of the social and managerial aspect is vital.
According to Heizig the implementation phase of the KM Implementation model should
be planned carefully, and from each point of view [Mertins et al., 2003]. Again, the

processes and people should determine the choice of the IT solution.

2.5 Document management

Knowledge Management in an organisation is quite and abstract and complex issue.
Next to that, managing of documents or documentations seems as a rather tangible
subject. Opposite to the concept of knowledge, the concept of a document is far easier

to comprehend.

Anttila defines a document as a data set meant for humans to process [Anttila, 2001]. To
better understand the difference between document and documentation, I sought help
from the Internet. In Wikipedia documentation is explained as a set of documents or as a
process of documenting knowledge [28.11.2013]. For example, a user guide booklet
found inside the box of an appliance can be seen as an individual document, but the set

of that booklet and the rest of the papers in side the same box, such as the warranty



specification and advertisement leaflet, can be seen as documentation of that appliance.
The act of writing the booklet can be called documenting, and that can be seen as a part
of the appliance’s documentation process. Thus, managing of documents is managing of
both documents and documentations. The act of document management contains
everything from producing, saving, sharing and developing of documents and

documentations. So even if the concept it self is not that complicating, the act of it is.

When searching for material about document management, it was hard to find a book or
other written material with general information on the subject. Most sources found are
only focused on one particular industry’s needs. And the most advanced industry in
coming up with best practises and instruction booklets on the subject is the healthcare
industry. And it’s quite easy to see why. For example, when manufacturing new drugs,
it is most important to document every little research result or manufacturing instruction
for legal and patient safety purposes. Documenting patient’s medical history has also
many legal requirements, not to mention the life-and-death importance of this kind of
information to be accurate and accessible. But healthcare industry specific literature is

too far off from the original subject of this thesis to be of any good use.
2.5.1 Process

I was able to find two books to help me study the subject of documentation
management. Contrary to my prejudice, JoAnn T. Hackos’ book Managing your
documentation projects from 1994 turned out to be a valuable source of information
[Hackos, 1994]. Even though most of the examples in the book were written about how
to manage technical documentation, such as user guides for appliances, the principles
and general guidelines the book introduces are fully compatible with managing

documentation projects of different kind.

For example, the quality in all technical documentation is relative to the perceptions of
the user. The most important question to ask is fo who is the document made for, and
who's requirements should it meet. It doesn’t matter if the documentation is a user guide
of a lawn mower or a process description of customer support request handling, the
quality of the documentation depends on if the people using it find it readable,

understandable and useful.

10



Hackos’ book is a comprehensive guidebook for organisations in need of producing
better documents and managing their documentation processes in an orderly matter. It
starts with explaining the need of good quality documentation and the complexity of the
task of producing and managing them. And after that, it gives you full, step-by-step

instructions of the stages of a documentation project.

Hackos also provides a useful five-level publications-maturity model to evaluate the
current state of organisation’s document management, and also tools to improve it.
Hackos’ model is used to analyse the current state of the case study organisation’s

maturity level (results of the analysis are found in chapter 6.2).

I would recommend this book not only to managers starting their documentation
project, but also to anyone questioning the quality of their organisation’s documents or
documentation processes. The book offers its readers a ‘reality check’, an opportunity to

really evaluate the situation in one’s organisations, and tools to make it better.
2.5.2 Tools

Anttila has capsuled the root problem of knowledge and document management very
well; when the amount of information is growing, and sharing it is fast and easy, the
real problem is to find information that is both essential and up-to-date [Anttila, 2001].
In his book Document management (originally Dokumentin hallinta in Finnish) he
raises many problems that arise from the ever-increasing amount of documents.
Estimations of how much time employees use of their work time to search for the right
document varies between 5% to even 50%. More mistakes are made, documents get
deleted on accident or overwritten, the same document is written more than once or the

wrong version of it gets published. In the end, productivity suffers and money is lost.

According to Anttila the benefits of developing document management are vast: cost
reductions, better overall risk management and data security, better service quality and
communication inside an organisation [Anttila, 2013]. Some of the benefits can be
calculated by measuring log information of used computer systems and counting the
amounts of and time spent on document management processes. But the more humane
issues should be measured with help of a user survey and interviews. For example cost
savings can be calculated by comparing the evaluated time spent on handling

documents when the tools and processes of document management are poor to when

11



they would be well thought of, as well as job satisfaction, doing the same thing more
than once, and overall communication, use and sharing of vital information and
knowledge. To summarize the aim of document management improvements, it should

result in having the right information in the right place at the right time.

As a solution to the problem Anttila suggest as Document Management System (later
DMS), a tool developed for managing documents. Anttila claims that a file saved on a
hard drive is not a document before we know what that file is about. Meaning, a
document is the combination of a file and its characteristics, for example the file is a
memo, created on a specific date with specific computer software describing the
happenings of a certain meeting. Anttila also writes about the lifecycle of a document
that starts from the creation of the document and ends when it is deleted. In between
there are phases such as approval, editing and archiving. If we want to manage our
document properly, we should be able to save, search and handle our documents by
using all characteristic of a document. And to do this we need something heavier than
just the directory structure of a hard drive and a certain way of naming our documents.

We need a tool aimed at managing our documents.

According to Viitala there are several DMS currently in the market [Viitala, 2010].
Some solutions are aimed at a specific user group, as some are general-purpose systems.
There are solutions where the document management is only part of the whole systems
as well as solution designed for document management and nothing else. But to be able
to better understand what can be considered as a DMS, we should list some of the
features a DMS should have. The following listing is a combination of by features
presented by Anttila [Anttila, 2001 & Anttila 2013], Viitala [Viitala, 2010] and Asprey
and Middleton [Asprey and Middleton, 2009]. The listing is done from the user

perspective, meaning, it focuses on features that are visible to end-user.

At the root of the system there must always be a database. When saving documents to
that database, instead of focusing on the naming and the location of the document, the
user should focus on the type of the document and its characteristics or metadata (such
as creator, date of creation, version, status etc.). To make things easier to the user some
of the characteristics can be saved automatically. The actual location of the document is
not important, since organizing and searching of a document happens according to the

characteristics and content, not name and location.
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When modifying documents, the ability to check documents in and out is important, as
well as version control, the ability to see who and what has been done to the document
between different versions, and to rollback to a previous version. Workflow and user

right management are also important features of DMS.

Many DMSs offer both desktop and web browser user interfaces, as well as the
possibility to preview documents or to use them offline. Ability to create relationships

between and to combine documents are also typical DMS features.

In my opinion, the one truly revolutionary feature of DMS is the possibility to manage
the same document from different perspectives. The traditional directory structure of a
hard drive combined with document naming rules enables only one perspective. For
example, if we have a product plan document, there are several perspective to it. It is a
project plan of a certain type of project, so it should be located accordingly. But it’s also
a project plan of a certain customer, so maybe it should be located according to that.
Often the same document is used by people with different interests or job descriptions,
such as sales, project or product managers. And if the document can only be found if
searching for it from one perspective, it is very likely the only people with the same
interest will find it. If it is located in a folder that contains only project plans of a certain
project type, you have to know the type to find the document. If it’s located in a folder
with all documents of a certain customer, you have to know the name of the customer.
When abandoning the location and naming of the document, and concentrating on the
metadata, the characteristics and the content of the document, the information becomes

available for all stakeholders and they can all look at it from their own perspective.

If looking at DMS from the perspective of the 10 KM tool categories introduced earlier,
DMS could be seen as an example of multiple categories. I see a well functioning DMS
to be a Intranet-Based system and a Content Management System, with its help the user
can control Workflows, and in a way it is one, big Knowledge map (the “who-knows-
what” list) and a Knowledge portal. DMS doesn’t answer to all KM questions, nor does
it combine all characteristics of KM tools. But it has potential to solve many

communication and knowledge sharing problems.
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3 BACKGROUND

This research was a case study of the European branch of an international ICT
company. Due to the detailed and specific information collected in the research, and to
guarantee the privacy of the organisation’s clients, the organisation did not want its

name to be exposed in this thesis.

3.1 Introduction of the case study organisation

The case study organisation is the European branch of a globally operating and privately
owned ICT company specialized in data management, security, transformation and
integration. The company’s headquarters is in the United States of America, but there
are offices in several European countries, including Finland. In total the organisation
has a staff of 300 employees, approximately 60 working in Finland and 25 in other

European countries (situation in February 2014).

Case study organisation’s typical customer is another organisation in need of linking
their data exchange processes electronically with their partners. By establishing secure
point-to-point connections with their partners’ ERP systems to transfer, for example,
order, order response and despatch advice messages, customers are able to gain a
competitive advantage and to enhance the quality, speed and validity of their business
processes. The case study organisation works as an intermediary between the two
systems, translating and delivering messages to suit the needs of the receiving party,
offering scalable and customizable integration services. Case study organisation can
also offer software solutions and consultation if customers don’t want to outsource their

integration processes.

The company also operates as one of the 24 (situation in February 2014) elnvoice
operators in Finland [Tieke, 2014]. Customer organisations can send their entire pool of
invoices to an elnvoice operator, in whatever EDI message format their management
system is able to produce. Operator will then find the recipient of the invoice and send it
further. In Finland elnvoice operators and banks form ‘an elnvoice cloud” where invoice

messages travel from the sender to the receiving party in a mutually agreed format. The
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receiver operator will again transform the invoice message to suit the needs of the

receiving end party.

When it comes to operating as an elnvoice operator, case study organisation has quite a
lot of competition only in Finland, as can be seen from the number of Finnish elnvoice
operators. There are also a number of companies operating in Finland that offer data
integration or consulting services. But since most vendors offer one-size-fits-all
solutions, and when considered the wide range of services and the ability to offer global
support, the actual number of competing companies operating in the world is narrowed

down to less than fifteen.
3.1.1 Organisational structure

The European staff is organized in eight departments, all in constant cooperation with
each other and with teams in other countries. The same document is very often used by
employees from different departments with a different perspective to the same issue at
hand and different needs. This makes managing even the simplest of document more
challenging. Sometimes the same document needs to be accessible to people in different
geographical locations. Also, there are documents that are used by both case study

organisation’s personnel and people outside the organisation.

3.2 Research question

At the case study organisation there has, for several years, been an assumption that both
employees and clients are unsatisfied with the way documentation is handled in the
organisation. But no real evidence has been collected to support this assumption.
Whenever the need for improvements rose up, no action were taken to improve it, and it
seemed that the topic of documentation or document management was not considered as
important enough issues by top level management (a situation very common in other
companies as well [Anttila, 2001]). This lack of support was probably mostly due to the
fact that no one in the organisation knew exactly what the situation was, or what the

effects of the current situation were from the business and financial point of view.

The organisation has gone through structural changes during the past years, resulting in
growing need for better and tighter communication between departments and locations.

One aspect of communication is managing of documents and documentation. In order to
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get top management’s attention and support for taking actions towards improving
documentation in the organisation, it was important to examine the current situation of
documentation in the organisation, and its effects to the business. Understanding the
current situation better would help determine if there are any reasons for the
organisation to invest time and money on improving the documentation management

Pprocesses.
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4 RESEARCH PROCESS

To answer the research question of what the situation of documentation in the case
study organisation currently is, and is there a need to improve it, it was clear that the
employees of the organisation were the right target group to ask from. It was decided
that the information would be collected by qualitative research methods, making a user
survey open for everyone in the organisation, and by interviewing one or two members

of each department.

It was important to get the whole organisation to participate in the research: if indeed
need for change would be discovered, and if some changes were to come, to reduce the
inevitable resistance to change, employees were made to be part of the process in the

earliest stage possible.

Some employees felt the research topic important enough to voluntarily send their
comments about the subject and everyday life examples by email. Also, internal email
conversation about the importance of documentation in projects is used as a reference.
Transcripts of interviews, user story and email conversations can be found in Appendix

D.

4.1 Current tools

Since the research was ordered and made by people with years of working experience in
the case study organisation, it was already known that there is no single repository for
the documents. But instead, depending on the department and the job description, there
are several tools and locations used in the organisation to manage documents and
documentation: network drives, SharePoint based Shared Folders and Project
Workspace, Salesforce, Navision, Confluence, Jira, Intranet, personal Outlook inboxes

and local disk on each employees’ computer.
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4.2 Research methods and data collection

To get more information about the state of documentation an employee survey was
needed. The survey was made with www.webropol.fi survey application, both in
Finnish and in English. 35 employees answered the Finnish survey and 5 the English
version. The Finnish survey was open between September 27" until October 4™ 2013.
The English version of the survey was open between October 2™ until October 20"

2013.

To get more detailed information, at least one member from each department in Finland
was interviewed, resulting in total of 9 interviews. Employees outside Finland got to tell

their insight in more detail by email, resulting in two user stories.
4.2.1 User survey

The survey involved 42 questions. Question about current situation were divided into
six areas: working methods, searching, saving and sharing, user rights and status,
version control, and workflows. In addition to finding out how things are now,

questions were also made about how things should be.

The survey included different types of questions, and after each section there was a free
text box for comments and suggestions. Full list of survey question both in English and
in Finnish can be found in Appendix A and B. The English version has one more
question than the Finnish version: the first question was to determine in which country

the employee was working at.

A link to the Finnish version was sent directly by the researcher to Finnish personnel by
email. The survey was open for a two weeks period of time. Finnish employees were
notified about the upcoming survey approximately one month before they were asked to
answer it, to give them the initiative to already start thinking about the subject of

documentation.

A link to the English version was sent to certain managers in Sweden, Netherlands and
Great Britain, with a request to send the link to all employees that manager felt would
have insight to the matter. In the end the link reached approximately 16 employees.

Also the English survey was open for a two weeks period of time.
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In order to make sure all necessary topic were considered, both Anttila’s book
Document management [Anttila, 2001] and Viitala’s thesis were studied [Viitala, 2010].
Anttila lists many valid basic and special features of a good document management
system, such as different search methods, version control and workflow management.
But some features seemed out dated or unnecessary, such as the ability to mark CAD-
documents. Viitala had a more up-to-date list of document management system features,
since he had compared four different commercial DMSs in 2010. So the end result of

topics included was a combination of both Anttila’s and Viitala’s works.

It is also good to remember, that there already was a lot of knowledge about the
organisation and its tools beforehand. There was a preconception of what the situation
might be, and how employees act. And this affected designing of the survey without
doubt.

4.2.2 Complementary interviews

To make sure important information would not be left unnoticed because of defects of
the survey or complexity of the subject, one or two members of each department were
interviewed. The interviews were theme interviews by nature, since the theme of the
interview was decided in advance, the amount of staff members interviewed was quite
small, the information received as a result was deep and specific by nature, and the
amount of work needed to analyse the information was big [Tiainen, 2014]. The
interviewees were decided by department leaders, or by asking the employee if they

would be willing or interested in telling their story.

To make sure both the interviewer and the interviewees were ready and prepared for the
questions, the interviews were held a couple of weeks after the survey was published,
and preliminary questions were asked beforehand. There were three questions:

1) What kind of documents or documentation do you handle?

2) Give documentation in the organisation an overall grade?

3) Explain very shortly on what the grade is based on.

Since the interviewer new all interviewees, no formal introduction was made. No
questions were made about the subjects’ age, gender or for how long they had worked
for the case study organisation. All interviewees were first asked to state their title and

department, and to shortly describe what their responsibilities were and what were the
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responsibilities of their department. After this the interviewee went through the answers
to the preliminary questions together with the interviewee, and then continued with the
interview. Structure of questions followed the order of questions in the survey, but

whenever an interesting topic came up, that topic was discussed.

All interviews were held during office hours in organisation’s premises. They took an
average of one hour each, and the interviews were recorded. All interviewees were

allowed to check and approve the transcripts of their interviews.

Below is a table where all interviewees are listed, with title and department of the

employee.

Title Department
Interviewee A Implementation Manager Integration Services
Interviewee B Project Manager Integration Services
Interviewee C Senior Pre-Sales Consultant Sales Europe
Interviewee D Technical Support Analyst Production & Support
Interviewee E IT Specialist Business Development & IT
Interviewee F Accounting Manager Finance
Interviewee G Team Lead, Custom Solutions Services Development
Interviewee H Director of Application Development Services Development
Interviewee I Sr. Sales Manager Sales Europe

Table 1 List of Interviewees, title and department

4.2.3 User story and email conversations

Employees abroad were given a change to tell their insights of the subject by email. One
employee wanted to have a conversation about the subject, and to tell his opinions and
insights. No structural interviews or even interview questions were made, the subject,
Use story J, was simply asked what kind of documents he uses and if he was pleased

with the state of documentation in the case study organisation.

Email conversation K is an internal email conversation between personnel from
Implementation Services and Sales Europe departments that started when a sales
manager reported good feedback from a customer about documents the customer had

received.

Also, to help with collecting information about the subject, after his interview,
Interviewee C asked his colleagues to give examples of problems or even lost sales
opportunities caused by the defects of the current situation. Email conversation L used
as reference is an informal email conversation between colleagues, offering important

insight into the subject.
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Below is a list of User story and Email conversations with the title and department of
those involved in each story.

Title

User story J Senior Consultant
Email conversation K

Department
Integration Services

Integration Services,
Sales Europe
Sales Europe

Implementation manager, Director of Integration
Services, Senior Sales Manager

Senior Sales Managers, Sales Manager
Table 2 List of User story and Email conversations, title and department

Email conversation L
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5 RESULTS

Same survey was published both in Finnish and in English. 35 employees answered the
Finnish and 5 the English version. In this chapter the results of both English and Finnish
surveys are demonstrated together. Results of the survey can also be found in Appendix

C (both Finnish and English answers combined).

The results are introduced in the same order the questions were asked in the survey, and
organized under same subtitles. Results and findings of interviews and user stories are

included in following chapters, under suitable topics and subtitles.

For the most part comparing results between employees in different countries is
redundant, since the job description of an employee is what defines the employee’s
relationship to the subject. When necessary, comparing results between different

departments has been done.

5.1 State of documentation in general

There was only one mandatory question about in which department employee works at,
and to keep the survey anonymous, small departments were combined together (Figure
3). The department with the most respondents, Integration Services, is also the

department with most employees.

When compared to the number of employees in each department, the ratio of how many
employees per department answered the survey is quite consistent. All departments

contributed equally to the survey.
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Department

Services Development

Consulting Services

Production & Support

Sales

Integration Services

IT, Finance & Accounting and
Admin

Figure 3. Question 1: Department

When asked Does your job involve making of or modifying documents or
documentations? 51% of employees told documentation had a big role in their job, and

no one answered Not at all (Figure 4).

Does your job involve making of or modifying
documents or documentations?

0 5 10 15 20 25

Yes, but documentation is only a small part of my
job.

No, only very rarely.

Not at all.

Figure 4. Question 2: Does your job involve making of or modifying documents or documentations?



25
20
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| 0 J-- —

Yes, documentation hasa Yes, but documentation is No, only very rarely. Not at all.
big role in my job. only a small part of my job.
BT, Finance & Accounting and Admin B Integration Services
(N=4) (N=15)
Sales (N=7) ® Production & Support
(N=6)
B Consulting Services Services Development
(N=1) (N=6)

Figure 5. Question 2: Does your job involve making of or modifying ... organized by departments.

By looking at Figure 5 it is interesting to notice, that even employees of the same
department feel differently about the role of documentation. For example, in the
Production & Support department two felt documentation having a big role, one felt
documentation having only a small role, and three stated that they make or modify
documents or documentations only very rarely. These results can be explained both by
realising, that employees working in the same department don’t necessarily have the
same job description. But also by understanding, that the concept of documents and

documentation has different meaning to different individuals.

When asked to describe with more detail the meaning of documentation, and to give
examples of documents the employees handle or tasks that involve documentation, the
variety of documents and processes came evident. There are e.g. sales and marketing
material, offers, technical documentation of products, contracts, project plans, mapping
specifications, internal instructions and task lists. There are also purchase and sales
invoices and other accounting documents, development issue specifications service

requests and technical white papers.

Documents handled are almost always a by-product or end result of a process. For
example sales personnel deal with a number of documents, such as offers, whitepapers
and other technical product documentation, in order to get a sale, an order, from the

client. Some of these processes are documented, meaning that there are documents
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describing the processes and the documents involved with a certain process, such as the
Project Management Handbook. And we can’t exclude the variety of comments and

emails involved with different processes.

When asked to give an overall grade to documentation, on a scale of 1 to 5 (1 = Very
bad, 2 = Bad, 3 = Average, 4 = Good and 5 = Very good) 54% of respondents answered
2 = Bad and the rest 43% answered 3 = Average (Figure 6). The average grade was
2.83.

Give documentation an overall rating
0 2 4 6 8 10 12 14 16 18 20
5 = Very good
4 = Good
3 = Average
2 =Bad
1 = Very bad

Figure 6. Question 4: Give documentation an overall rating.

When asked what areas of documentation needs improvement the most, there was no

one area more popular than the others (Figure 7).

What areas of documentation need improving the most?

Workflows

Version control

User rights and status of documents
Saving and sharing of documents
Searching of documents

Working methods and instruction

0 5 10 15 20 25 30 35

Figure 7. Question 5: What areas of documentation need improving the most?

The negative effects of the defects of documentation were also diverse, and almost all
options got the same amount of answers than others (Figure 8). 34 respondents (87%)
chose the Time is wasted when searching for documents or information option, making
it the most popular option. But the other options were nearly as popular and chosen by

24,26 and 28 respondents.

25



What kind of negative effects does defects of documentation have?

Customer satisfaction suffers

Misunderstandings between colleagues increase

Quality of work suffers, more mistakes are being made

Time is wasted when the same thing gets done more

than once

Time is wasted when searching for documents or

information

10 15 20

25 30 35 40

Figure 8. Question 6: What kind of negative effects does defects of documentation have?

Those who felt their time was wasted were asked to estimate how much time in a week,
in minutes, they felt was wasted. When combining the results (Table 3), answers with a
specific numeric (e.g. /20) and verbal estimation (e.g. an hour per week) of minutes
were included as they were, and from answers with a range of minutes (e.g. 60-240
minutes per week) an average number of minutes (e.g. in this case 150 minutes) was

calculated and used.

When the estimation of 28 respondents is added up, the result is 3010 minutes or 50

hours per week. This multiplied with four, the number of weeks in a month, gives an

estimated 201 hours per month.

Department
IT, Finance & Integration Sales Production and | Services
Accounting and Services (N=7) Support Development
Admin (N=13) (N=4) (N=5)
(N=5)
10-100, depending | My time waste is | It can be alot, | Some hours Hard to estimate.
on memory and not substantial but it is very Maybe time is not
state of urgency because I have hard to put a wasted that much,
organized my number on it. but these days you
own document always wonder
management where the newest
system. I have version of a
answered the document is or was
question from a (in email, epm,
general point of confluence or
view. somewhere else).
I don’t know 120 I don't know 30 60
300 10 30 120 60-240
30 60 30-60 200 15
120 15 90 60
30 600
60 240
15
120
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60
240
90
30-60
Total (min. per week)

505 | 865 | 1005 | 350 | 285

Table 3. Question 7: If you answered "Time is wasted..." give... organized by departments.

To get a better understanding of exactly how much time is wasted, 201 hours per month
was divided with the amount of one employee’s monthly working hours (7,5 hours per
day multiplied with the average number of working days per month 21,5 is 161,25).
Thus, the total of 3010 minutes per week can be calculated to be a staggering 1,24 times

the average monthly working hours of one employee.

In order to get an estimation of how much money is lost, 1,24 could be multiplied with
the average monthly wage of an employee. But that number would be rather far from
the truth, since it would be based on estimation and average wages. As can be seen from
Table 3, number of minutes wasted per week vary between departments. So, to get a
more correct number of euros lost, the average monthly salary of each department
should be multiplied with the estimated time wasted of each department. And for that,
rather specific and detailed information of monthly salaries of each department would

be needed.

When given the opportunity to speak freely and make any comments or suggestions
during the interviews and with the help of the Comments and suggestions free text
question in the survey, the general dissatisfaction of employees became clear and more
negative effects of the defects of documentations were found, such as the loss of sales

opportunities and the negative effect on employee satisfaction.

“The problem is that there has never been nor is there now a decent tool for
document management.” [Survey respondent, answer to question number 8.]

“The two main problems are that we have a general lack of high quality
documentation, and that we are very bad at sharing and making available the
documentation that we do have.” [Survey respondent, answer to question
number 8.]

“The biggest problem, in my opinion, is that there is no documentation or it
is out of date. That is why I rather ask someone if there is something I need
to know.” [Survey respondent, answer to question number 8.]

It became evident, that when documents were only handled by a small group of people

working in close distance of each other, e.g. in the same team, the state of
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documentation in general was seen as to be ok. But when stepping out of those small

teams, the further one must go, the more problems occurred.

Also, a very alarming discovery was the amounts of information employees have and
need, but that is not documented at all. For example, when preparing an offer the
salesperson would benefit greatly from an up-to-date list of similar integrations already
made, such as information about the ERP systems involved in the integration, message
formats or solved business processes of former projects. The problem is that this
information is nowhere to be found, except in the minds of implementation analysts,
managers and project managers. To ask if someone has references for this or that kind
of solution, by email, separately for each case, is highly insufficient and even
impossible. However, this is information that exists without any extra effort, and to be

able to use it, a way of saving and searching for it is needed, nothing more.

5.2 Working methods, processes and instructions

Half of the 40 respondents told they knew what kind of documents they were expected
to produce (Figure 9), but only 30% were confident they knew in what way (Figure 11).
Organizing the answers by departments revealed no major differences between
employees in different departments (Figure 10 and Figure 12). The employees of IT,
Finance & Accounting and Admin departments seemed a little more self-confident than

the rest.

Do you know what kind of documents you are expected to
produce, maintain or handle?

No, it's very unclear to me.

No, | often feel insecure of what is excepted of me.

Yes, but | sometimes feel insecure of what is excepted
of me.

Yes, it's very clear to me.

0 5 10 15 20 25

Figure 9. Question 9: Do you know what kind of documents you are expected to produce, maintain or
handle?
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Yes, it's very clear to me.  Yes, but | sometimes feel No, | often feel insecure of No, it's very unclear to me.
insecure of what is what is excepted of me.
excepted of me.

M |T, Finance & Accounting and Admin M ntegration Services W Sales (N=7)
(N=5) (N=15)

B Production & Support M Consulting Services W Services Development
(N=6) (N=1) (N=6)

W Total (N=40)

Figure 10. Question 9: Do you know what kind... organized by departments.

Do you know in what way you are supposed to produce, maintain or handle
documents?

No, it's very unclear to me. h

No, | often feel insecure of what is excepted of me.

Yes, but | sometimes feel insecure of what is _
excepted of me.

Yes, it's very clear to me.

Figure 11. Question 10: Do you know in what way you are supposed to produce, maintain or handle
documents?
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Yes, it's very clear to me. Yes, but | sometimes feel  No, | often feel insecure of No, it's very unclear to me.
insecure of what is excepted  what is excepted of me.

of me.
M |T, Finance & Accounting and Admin M ntegration Services W Sales
(N=5) (N=15) (N=7)
M Production & Support M Consulting Services W Services Development
(N=6) (N=1) (N=6)

W Total (N=40)

Figure 12. Question 10: Do you know in what way... organized by departments.

Almost all of the respondents, 97%, found working methods and instructions

concerning documentation very important or important (Figure 13).

Do you find working methods and instructions concerning
documentation important?

- O

5 10 15 20 25 30

Yes, very important.
Yes, to some extent.

| don't know.

No, not that important.

No, not important at all.

Figure 13. Question 11: Do you find working methods and instructions concerning documentation
important?

But it was clear that there are quite big problems with working methods, processes and

instructions when looking at the interview and the survey’s comments.

“I know exactly what documentation I need to produce and I don't need
instructions around that - my issues are all to do with the availability of high
quality source documentation to use as a starting point.” [Survey
respondent, answer to question number 12.]
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“My time waste is not substantial because I have organized my own
document management system.” [Survey respondent, answer to question
number 7.]

One of the biggest problems with unclear or not followed processes is that employees
“go solo”. As a symptom of not having a good enough repository with up-to-date
documents, those who have the biggest need for good documentations make up their
own rules and processes. Even if their own work is in order no one else can benefit from
the documentation since, in most cases, it cannot be found outside these employees’
computers. This situations has many risks, the most obvious one being information
leaving the organisation if the employee decides to relocate. This situation is unpleasant

for people inside our organisation, but can look like a catastrophe to our clients.

“(Project) specifications often look different depending on who has written
them. Documentation made by person x is more difficult to understand than
specification made by person y.” [Interviewee G.]

Unclear processes have a direct effect on quality as well. Developers implement
projects according to the specification given to them. But if the documentation doesn’t

include all necessary or accurate information, the end result won’t either.

“No Document Management System will replace the need for defining
processes.” [Interviewee 1.]

The shortcomings of processes also result in lost opportunities to develop and deepen
the relationship with existing clients. In almost every project the client presents future
development issues, their needs for improvement and possibilities to deepen the
relationship with that client. But the information of those needs are poorly documented.
Also, when trying to make a new sale to an old client, it is surprisingly difficult to find
specific enough information about what has already been done for that client previously.
Since in general it is easier to make a sale with an existing client than a new one, it
would be very important to be able to make the best of all sales opportunities with
existing clients as well as possible. But at the moment the organisation isn’t making the

most of these opportunities.

“We all should have a standard way of working... as much as possible.”
[Survey respondent, answer to question number 12.]
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5.3 Searching for documents

The employees were asked to estimate how much time they use on average when
searching for documents created or modified by some other employee (Figure 14), and
also to give their opinion on how much time finding the right document should take

(Figure 15).

Give an estimation of how many minutes per document you spend searching for documents
created or modified by someone else than you.

0 2 4 6 8 10 12 14 16

Less than 2 minutes

2 - 5 minutes

6-15 minutes

16-30 minutes

Over 30 minutes

| don't know

Figure 14. Question 13: Give an estimation of how many minutes per document you spend searching for
documents created or modified by someone else than you.

How much time should finding the right document take?
0 5 10 15 20 25 30 35

Less than 2 minutes
2 - 5 minutes

6-15 minutes

16-30 minutes

Over 30 minutes

| don't know / Time is not important

Figure 15. Question 14: How much time should finding the right document take?

The difference between reality and the best-case scenario is significant. When 73% of
respondents felt the appropriate time to find the right document is less than 2 minutes,
only 8% estimated they use less then 2 minutes to find documents created or modified
by others. No one felt it should take more than 15 minutes to find the right document,

but 18% estimated it takes them more than 15 minutes to find the document.

“If the search takes more than 15 minutes I give up. Most of the time 15
minutes is not enough.” [Survey respondent, answer to question number 18.]
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“If I have to choose between searching (for documents) or making, I choose
making.” [Interviewee C.]

The difference between employees’ current search methods (Figure 16) and search
methods they would prefer (Figure 17) did not differ radically. Searching by using
metadata was the most preferred method getting the vote of 34 (85%) of respondents,
but only 22 (55%) used that method. Metadata was also seen as the most important

factor in finding documents efficiently (Figure 18).

In what way do you search for documents?
0 5 10 15 20 25

| make a search with the (assumed) filename

| make a search with (assumed) metadata or keywords

| make a search with (assumed) content of the file

| search the file by going through all files in a certain
location (like folder)

Other (describe your method in more detail in
Comments and suggestions -text box)

Figure 16. Question 15: In what way do you search for documents?

In what way would you like to search for documents?
0 5 10 15 20 25 30 35 40

By filename

By metadata and keywords

By content

By going through files in a certain location (like folder)

Other (describe your method in more detail in
Comments and suggestions -text box)

Figure 17. Question 16: In what way would you like to search for documents?
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What affects finding of the right document efficiently?

0 5 10 15 20 25 30
Working methods and instructions on how to create

and name documents

Document location

Name, metadata and keywords

Information technology used for documentation

Other (answer in more detail in Comments and
suggestions -text box)

Figure 18. Question 17: What affects finding of the right document efficiently?

The free text sections of the survey, as well as the interviews give deeper insight to the

subject.

“I search for documents from my email inbox with the name of the
document.” [Survey respondent, answer to question number 18.]

“T ask others.” [Survey respondent, answer to question number 18.]

Most of the tools now in use don’t support even the most basic search features, such as
searching with metadata. For example, according to the survey with sales personnel the
most common search method was to look through documents in a certain location. For
the search to be successful, you have to know the right location of the file. And as

mentioned before, there are several locations and tools now in use.

Especially the sales and pre-sales personnel are in the habit of skipping the “trying to
find the right document” stage all together and instead they use their own templates for
making new documents and save them to their own computer. There are multiple
disadvantages when this happens. First, time is used for writing basic technical
information that most like could be found somewhere already, instead of concentrating
on the client specific information. Second, the risk of giving false or out-dated

information to the client becomes higher.

When employees stop trying to find something and just ask other employees if they

know where something, is do not only waste their own time but also time of others. In
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the end there might be several employees searching for the same document, and they all

disturbed the same person asking about the document.

To ease the search of documents it was suggested to update the rules of naming the
documents. This is no doubt a good suggestion. But since there currently are some rules
about naming certain documents (e.g. map conversions) and the names of those
documents still vary, a rule is not enough. Naming of documents could be assisted or

even automated by a decent tool.

One employee stated that searching for documents was no problem since the documents
he uses are always in a certain place and only used by his own team. This emphasizes
the point made earlier, that if documents are only used by a small team of employees,

the situation in general is ok.

5.4 Saving and sharing of documents

“Currently information might be in the intranet, in US confluence, in EU
confluence, in Salesforce, in JIRA, in softshare Desktop application, in
shared folders or just held locally by whoever created them.” [Survey
respondent, answer to question number 26.]

“Location of the document is the primary partition for documentation -
guessing where it will be geographically and in what system.” [Survey
respondent, answer to question number 18.]

“I have enough emails in my inbox, whatever I can get of there is good.”
[Survey respondent, answer to question number 26.]

When comparing the amount of locations documents are currently at (Figure 19) with
the amount employees would prefer (Figure 20) the difference is quite noticeable.
Employees would prefer documents to be located in no more than one to three locations
(83% of respondents chose options 1 or 2-3). But only 35% of respondents reported

having now less than 4 locations for the documents.
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In how many different locations (e.g. your computer, a shared folder etc.) are
the documents you use at ?

0 2 4 6 8 10 12 14 16 18

-

2-3

4-6

Over 7

| don't know

Figure 19. Question 19: In how many different locations (e.g. your computer, a shared folder etc.) are the
documents you use at ?

In how many different locations should documents be at?

0 5 10 15 20 25

2-3

4-6

Over 7

| don't know / The amount doesn't matter

Figure 20. Question 20: In how many different locations should documents be at?

Even though it is never a desired situation for public documents to be out from the reach
of everybody involved, it can be seen as a positive result, that the majority or
respondents found them selves in such a situation only very rarely. As can be seen from
Figure 21 minority of employees, 33% answered Weekly or Monthly when asked How
often is the document you need only found in a location no other than the

maker/modifier of the document has access to (e.g. personal computer)?.
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How often is the document you need only found in a location no other
than the maker/modifier of the document has access to (e.g. personal
computer)?

Weekly

Monthly

Afew times a year
Rarely

Never

Figure 21. Question 21: How often is the document you need only found in a location no other than the
maker/modifier of the document has access to (e.g. personal computer)?

Except for two respondents out of 40 employees felt that having only one copy of one

document is a situation worth aiming at (Figure 22).

Do you agree: one copy of one document should only be in one

location.
9 5 1 0 1 5 29 2|5 39 35
| fully agree
| agree
| don't know

| disagree -

| fully disagree

Figure 22. Question 22: Do you agree: one copy of one document should only be in one location.

Question number 22 could be seen as a stepping-stone for the following questions
inquiring the ways of sharing documents with others, both in and outside the
organisation (Figure 23 and Figure 24). Whenever documents are shared via email or by
saving a copy of the document in to a new location, it always results in having multiple
copies of the same document. And this further complicates version control and updating

of documents. And according to the survey sharing documents by email was the most
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popular way of sharing documents, especially when sharing documents outside the

organisation.

In what way do you share documents with people inside your own organization?
0 5 10 15 20 25 30 35

By email

By saving a copy of the document in a shared
location

By saving the original document in a shared
location

| don't share documents inside my organization

Other (describe your method in more detail in
Comments and suggestions -text box)

Figure 23. Question 23: In what way do you share documents with people inside your own organization?

In what way do you share documents with people outside your organization?

By email

By saving a copy of the document in a shared
location

By saving the original document in a shared
location

| don't share documents outside my organization

Other (describe your method in more detail in
Comments and suggestions -text box)

Figure 24. Question 24: In what way do you share documents with people outside your organization?

“The biggest challenges I have are with documents that I share with my
clients and that are modified by both of us.” [Survey respondent, answer to
question number 3.]

Having multiple copies of the same document is a bad way of managing documents and
documentation. And if looking at the answers to question Do you find the ability to
share the original document with people both inside and outside your organization from

the same location important? it would seem that little over half, a total 64% of the 39
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employees who answered the question, agree and find it as a mean to manage

documents efficiently (Figure 25).

Do you find the ability to share the original document with people both
inside and outside your organization from the same location important?

0 2 4 6 8 10 12 14 16

Yes, very important.
Yes, to some extent.

| don't know.

No, not that important.

No, not important at all.

Figure 25. Question 25: Do you find the ability to share the original document with people both inside
and outside your organization from the same location important?

“The best solution would be if the sharing tool would automatically notify
the right people about changes, without me having to send an email about it.
Often one adds some information to the body of the email, that doesn’t
exists in the document itself, even though it should.” [Survey respondent,
answer to question number 26.]

The organisation consists of people working in different geographical locations, but
together. People in different countries use and need access to same documentation. But
since the documentation is often only found from Finland’s network drives, the
documents aren’t available for e.g. staff in the Netherlands. When in need of something,
the only possibility is to email someone in Finland and ask for the document. And, as
stated before, sharing of documents via email always results in problems with managing

the document’s versions.

“Documentation our organisation owns should be mastered in a single
location and controlled. Many of the documents I deal with are not owned
by our organisation so are mastered elsewhere - sometimes my laptop.”
[Survey respondent, answer to question number 26.]

5.5 User rights, status and owners of documents

The ability to control user rights of documents was seen almost equally important and

unimportant (Figure 27), the result varying a little between employees from different
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departments (Figure 28). Departments most in need of this feature were IT, Finance &
Accounting and Admin. Especially Finance department would benefit from the
possibility to control user rights, since they handle sensitive or secret documents and

documentation.

Also, during the interview it became clear that since most employees can’t currently
control user rights (as can be seen in Figure 26), they don’t see the benefits of it. But

when given a few examples of how to use this feature, many saw potential use of it.

Can you control user rights of documents you create or update?
0 5 10 15 20 25

Yes.

Yes, but not with all documents necessary.

No.

Figure 26. Question 27: Can you control user rights of documents you create or update?

Do you find the ability to control user rights important?

0 2 4 6 8 10 12 14

Yes, very important.

Yes, to some extent.

| don't know.

No, not that important.

No, not important at all.

Figure 27. Question 28: Do you find the ability to control user rights important?
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"Bl FrIER"

N

Yes, very important. Yes, to some extent. | don't know. No, not that No, not important at
important. all.
BT, Finance & Accounting and Admin ™ |ntegration Services Sales
(N=5) (N=15) (N=7)
¥ Production & Support ¥ Consulting Services Services Development
(N=6) (N=1) (N=6)
Total (N=40)

Figure 28. Question 28 Do you find the ability to control user rights important? organized by
departments.

“So far I haven’t seen the necessity of saving status. But if and when
cooperation between departments diversifies this feature might become
necessary.” [Survey respondent, answer to question number 31.]

The need for defining a status for a specific document was seen more important (Figure
30). At the moment with most tools almost the only way to control document status is to
name it accordingly. Especially employees of IT, Finance & Accounting and Admin
departments would like to control status of documents better (Figure 31). Based on the
interviews their departments handle a lot of documents that need to be checked or
approved by different employees, so the ability to clearly communicate weather the
document is a draft or approved would be very welcome. Even more so if the status of
the document would also include automations, such as notifications, or if it would be

possible to search or view documents according to their status.
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Can you control the status of documents you create or modify?
0 5 10 15 20 25
Yes.
Yes, but not with all documents necessary.
No.
Figure 29. Question 29: Can you control the status of documents you create or modify?
Do you find the ability to control document status important?
0 2 4 6 8 10 12 14 16 18 20
Yes, very important.
Yes, to some extent.
| don't know.
No, not that important.
No, not important at all.
Figure 30. Question 30: Do you find the ability to control document status important?
20
18
16
14
12
10
8
6
4
2 4
. - - = -
Yes, very important. Yes, to some extent. I don't know. No, not that No, not important at
important. all.
BT, Finance & Accounting and Admin ™ Integration Services W Sales
(N=5) (N=14) (N=7)
B Production & Support B Consulting Services W Services Development
(N=6) (N=1) (N=6)
W Total (N=39)

Figure 31. Question 30: Do you find the ability to control document status important? organized by

departments.

During interviews it was also clear that the ability to assign an expiration date to

documents would be highly beneficial. Expiration date combined with an owner, status
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and automated notification about expiring documents was seen as the perfect

combination to save time and improve quality of documentation.

During the interviews employees had great observations given about the importance of
ownership of documents. It was stated that each important document (such as technical
specification of our products or a contract) should have an owner who is responsible for

maintaining the document, making sure it is at all times accurate and the best it can be.

5.6 Version control

The subject of version control was studied by inquiring if employees had the possibility
to check-out documents when necessary (Figure 32), if the version history of documents
is saved (Figure 33), if it is possible to compare different versions with each other
(Figure 34), and how often are employees uncertain which version of a document is the

current and correct one (Figure 35).

“We have no centralised repository so we also don't have version control.”
[Survey respondent, answer to question number 36.]

“Here too VSS and Confluence work pretty well. But then there are for
example network drives that don’t support version control at all.” [Survey
respondent, answer to question number 36.]

All features were dependent on the tools the employees use. Ability to check-out
documents and all other features of a decent version control were only partially in use.
Some tools used have no version control abilities at all, when some departments use

almost exclusively tools made specifically for version control (such as VSS or GitHub).

Can you check-out documents when modifying them so that no one
else can modify the same document at the same time?

0 2 4 6 8 10 12 14 16 18

Yes.

Yes, but not with all documents necessary.

No.

Figure 32. Question 32: Can you check-out documents when modifying them so that no one else can
modify the same document at the same time?
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Is the version history of documents you modify saved and can you access the
earlier versions if necessary?

9 10 " 12 13 14 15 16

Yes.

Yes, but not with all documents necessary.

No.

Figure 33. Question 33: Is the version history of documents you modify saved and can you access the
earlier versions if necessary?

Can you compare different versions with each other?

0 2 4 6 8 10 12 14 16

Yes.

Yes, but not with all documents necessary.

No.

Figure 34. Question 34: Can you compare different versions with each other?

When asked how often does one feel insecure about which version of a document is the
latest or the one needed, more than half of employees answered Weekly or Monthly
(Figure 35). This problem correlates negatively to for example loosing time and quality

of work.
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How often are you insecure about which version of a document is the latest/
the one you need?

0 2 4 6 8 10 12 14

Weekly

Monthly

A couple of times a year

Rarely

Never

Figure 35. Question 35: How often are you insecure about which version of a document is the latest/the
one you need?

“I don’t necessarily know if the specification is approved or not or if I'm
doing the implementation according to the latest version.” [Survey
respondent, answer to question number 41.]

“Document existing in more than one location is not the problem. The
problem is if the updating of this documents means you have to update it
separately to many locations.” [Survey respondent, answer to question
number 26.]

Comments and interview results suggested that after the difficulties of finding the right
document, knowing which version was the right one was seen as the biggest problem

concerning documentation.

5.7 Workflows

Little less than half of employees, 48% stated they are involved with workflows often or
rarely (Figure 36). And again it seemed that people working in the same departments
answered differently (Figure 37). This can be again explained with employees
understanding the concept Workflow differently, and by understanding that job
descriptions vary between people in the same department. Those involved with
workflows gave the current situation an average grade of 2.63 (on a scale of 1 =

Horrible, 2 = Bad, 3 = Average, 4 = Good and 5 = Excellent) (Figure 38).
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Are you involved with documents that have a workflow?

0 2 4 6 8 10 12

Figure 36. Question 37: Are you involved with documents that have a workflow?

14

12

10

Yes, often. Yes, but rarely. No, with a few exceptions. No, never.
BT, Finance & Accounting and Admin ™ |ntegration Services W sales
(N=5) (N=14) (N=7)
B Production & Support B Consulting Services W Services Development
(N=6) (N=1) (N=6)
W Total (N=40)

Figure 37. Question 37: Are you involved with documents that have a workflow? Organized by
departments.
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Give an overall grade for document workflows and processes at the
moment.

0 2 4 6 8 10 12 14

5 = Excellent.

4 = Good.

3 = Average.
2 = Bad.

1 = Horrible.

Figure 38. Question 39: Give an overall grade for document workflows and processes at the moment.

Survey respondents described various different workflows, such as change requests,
customer support, or the various sales processes. One common factor with many of the
examples was the need to get someone else to approve or review the actions or terms

mentioned in the document.

A conclusion could be made, based on the interviews and comments of survey
respondents, that actually almost all employees do deal with workflows. They are so
many different types of workflows, some described and documented in detail and some
not at all, that it is hard to recognize a workflow even if working on it. Some are
considered to be processes instead of workflows, and many of those processes, such as
handling of customer support service requests, are already handled with the help of
tools and automations. For example, a service request will automatically be delegated to
someone, and if no actions are made during a given time, the tool will send a

notification.

The real problem lies with the lack of approval cycle of documents such as invoices,
orders and project documentation. Finance and Sales departments are having biggest
challenges with managing their workflows, since they are involved with several
processes that would greatly benefit from automated and forced workflows. Quality of
work in general would increase with better workflow management possibilities and

fewer mistakes would be made.
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“The lack of approval cycle is a critical problem.” [Survey respondent,
answer to question number 8.]

What document workflow features you use/would use if possible?

0 5 10 15 20 25 30

Automatic notifications (e.g. "Order 12345 is
waiting for Your approval.")

The ability to arrange the views of documents
in different stages of worflow (e.g. only show
documents that are waiting for my approval).

Adding a saved/default workflow to a
document.

Other (describe the feature in more detail in
Comments and suggestions -text box).

Figure 39. Question 40: What document workflow features you use/would use if possible?

The results to question What document workflow features you use/would use if
possible? reveal that automatic notifications and the ability to arrange the view of
documents according to the state of the workflow are seen as helpful features (Figure
39). These features would assist greatly those who deal with documents such as

invoices and orders on a daily basis.

5.8 Other features

The last section of the survey had a list of features commercial Document Management
Systems provide, and respondents were asked to tell if they found those features
important or not. Also, helpful features that came up during interviews or in the

comment sections of the survey are mentioned in this chapter.
5.8.1 List of DMS features

The employees were asked to think if each feature would be Very important, Important,
Not important or Not important at all. A total of eight features were listed. 38
employees answered the question. All employees were asked to answer the survey from
their own personal perspective. So it is obvious that different features are considered

more important by different employees. But it is important to realize that in an
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organisation where people from different departments work together, aim at the same
goal, the problems and difficulties of each individual department affects work of other
departments, both directly and indirectly. We cannot put the most needed features in
order only by looking at the total number of people considering it important. The impact
of helping even a small number of people to succeed in their work has a big influence in

the work of others.

In Table 4 are the results to the question Listed below there are a couple of features
commercial document management softwares offer. Are these features important at
your job? arranged in order of importance. The answers were given a score by
multiplying the number of answers it got with 1 to 4, depending on the answer, and
counting the average score. For example the option on top of the list got an average
score of 3,32 from a formula [(16*4) + (19*3) + (2*2) + (1*1)] / 38 = 3,32. So the best

score a feature could get is 4, and the worst 1.

The six most popular features were equally popular, the average score difference of the
six most popular features being only 0,45. But no feature was rated to be completely

useless, even the least popular feature got an average score of 2,24.

Yes, very | Yes. | No. No, not Average

important. important | (scale1
at all. to 4)
Off-line use of a document. 16 19 2 1 3,32
Modifying the view of documents according 16 18 3 1 3,29

to one's own, personal needs. E.g. show all
open contracts with a specific sales person.
Combining document management system 10 25 2 1 3,16
with other systems. The possibility to save,
search and modify the same document from
different systems/software, e.g. CRM and
project management tool.

Relationships between documents. E.g. a 9 23 3 3 3,00
relationship is build to link an order and the
offer from which the order resulted.
Commenting of a document without touching 5 27 5 1 2,95
the content. E.g. a user with read-only user
rights can comment the document.

Sharing the original document outside your 9 19 6 4 2,87
organization by controlling the document's
user rights.

Combining documents. E.g. an order and a 5 15 9 9 2,42
monthly report are combined into one virtual
document.
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Scanning of paper documents with OCR and 1 14 16 7 2,24
automatic metadata. E.g. a paper invoice is
scanned and the end result is an electronic
document with content of the scanned invoice
as content, the picture of the invoice as an
attachment and the number of the invoice as
metadata.

Table 4. Question 42: Listed below there are a couple of features commercial document management
softwares offer. Are these features important at your job?

From the results in Table 4 we can see, that the ability to use documents off-line is
considered to be the most helpful feature, with an average score of 3,32. With ability to
use documents off-line the employee would not be dependent on establishing internet
connection, but could have access to and the ability to modify documents off-line, and

to make sure that no other can modify the same document at the same time elsewhere.

The ability to modify the view of documents according to one’s personal needs is only

slightly less popular, with an average score of 3,29.

The possibility to integrate to DMS with other tools was also seen important. This
feature goes hand in hand with the ability view documents according to one’s personal
preference, since it would support the root idea that each and everyone should have easy
access to same documents, no matter what the job description is. The sales person
should be able to view documents just as easily as the implementation manager, even
though they need the same document for different purposes, and mainly use different

computer software.

“Current contract should always be accessible from the CRM as well, as
well as offer material and other documentation sent to the customer.”
[Survey respondent, answer to question number 44.]

Even though there are multiple documents that are tightly linked together, with current
systems it is next to impossible to make link documents together. This feature, coming
fourth in the survey, would reduce time spent for searching for documents as well as

would better the overall management of documents and information in general.

“The relationships between documents play a big role in our work but is
poorly executed. We have (somewhere) a project plan, mapping specs,
service requests, AMC logs and at the end a group of emails. Everything has
to do with some project but there is no link between the different
documents.” [Survey respondent, answer to question number 43.]
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These results are very similar to the results of the interviews. And during the interviews,
most of the interviewees found almost all features helpful after given an example or two
of how the feature could be used in their job. The interviewer experienced far less
resistance to change than what she expected. It seemed that many of the interviewees
had already stumbled on difficulties with current tools, and already had some ideas of

what would be helpful.

“In my experience almost all organisations of above a very small size are
very bad at handling documentation. Also, it is not a problem that requires a
software solution necessarily - it is primarily an organisational issue, and to
be addressed it simply needs to be prioritised by the management.” [Survey
respondent, answer to question number 43.]

It is important to notice that here especially the importance of processes and top
management support to improve and develop those processes was raised. It became very
clear that many respondents and interviewees felt no technical solution would solve the

problem if'the problems with documentation would be seen only as a technical issue.

“Keep it simple, don't buy a NEW DMS, we already have expertise and the
tools to solve this internally (SharePoint, PWA, Salesforce).” [Survey
respondent, answer to question number 43.]

“I have previously used a product called M-Files. It was a very good and
functional tool, even though the metadata design was done only halfway.
Management tool deployment planning must therefore be fundamental and
broad-based, with further development of the use of tool in mind.” [Survey
respondent, answer to question number 43.]

In the comment boxes of the survey and during the interviews some very specific
suggestions were made about how to tackle the problem of document management.
Many of them had the same undertone and theme as mentioned before, emphasizing the
importance of planning and management support. But some of the answers were more
in line of if all departments would do as our department does, all problems would be
solved. These comments were a testament of employees in different departments not
understanding the needs of other departments. There seems to be quite a lot of room for
improvement when it comes to communicating what employees in different

departments do and how.

“An intranet with excellent document flow option is the best option. But it
all depends on the discipline of the users!” [Survey respondent, answer to
question number 43.]
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“I would get rid of Confluence and choose for example a Wiki-tool to be the
documentation tool.” [Survey respondent, answer to question number 41.]

5.8.2 Centralized repository

The need for centralized repository became evident both from the comments in the
survey as well as interviews. Having one place for all documents would ease the task of
searching documents (having only one place to look from), but also it would help

managing the documentation in general.

“If we had a single, centralised repository of high quality documentation
that would solve nearly all problems.” [Survey respondent, answer to
question number 26.]

5.8.3 Document owner, status, expiration date and comments

The interview with the Accounting Manager brought up important features very much
needed in the accounting and sales departments. To better the overall quality of
documents and work, following features would be more than welcome: the ability to
determine an owner, a status and expiration date to a document, together with the ability
to comment a document without changing the contents of it and ability automate

notifications according to the status and expiration date to the owner.

To get a better understanding how these features would be of assistance, the interviewee

told a true story example.

“A contract was about to expire, by surprise, and the renewal of the contract
was done in a hurry. The draft of the new contract was sent to the financial
team for review. Financial team commented the contract, by email to the
person in charge, and stated that the contract was too complex and that
corrections should be made. These comments, however, were left unnoticed,
for reasons unknown, and the contract was signed by both parties as it was.
In order to meet the contract’s complicating demands, to get the information
mentioned in the conditions of the contract, organisation’s development
team was forced to make changes to production environment.” [Interviewee
F]

The need for extra work might have been avoided if the original contract would have
had an owner and an expiration date, and if the system or the tool would have notified
the owner in advance about the expiring document. Thus the new contract would have
not been done in a hurry. Also, if there had been a possibility to comment the document

itself, with the automation of having to check all comments before changing the
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documents status or before sending the document to be signed, the comments would

probably not have gone unnoticed.

These features would benefit the work of other departments as well, especially with
documents, such as project plans or work time estimations, that need to be approved by
the client, or documents that need to be revised regularly to make sure they are up-to-

date, like product descriptions and whitepapers.
5.8.4 Language versions

Even though English is the common language used with IT related documentation, there
are certain documents that should be available also in other languages. Interviewee I had
gotten feedback from clients about them being unsatisfied with not getting important
documents in the native language. And when it comes to aiming at successful sales in
the public sector, the legislation in Finland dictates that all documentation attached to an

offer must be given in Finnish.
5.8.5 Better tools for sharing document with clients

At the moment almost all sharing of document is done by email. If requested, project
managers are able to gain access to a SharePoint space that can be put up for a certain
project. Clients get access to the space, and so do the project team, and they can share
project documentation from that space. But the space is only up for the duration of the

project, and is only accessed by those who have separately been allowed to.

As Interviewee A stated, from client’s perspective, the best solution would be if each
client would get access to a location where all their documents would be available, for
reading or for writing, depending on user rights. This location should have the original
and only versions of the document to make sure version control would be in order. The
location should be accessible for as long as the client would be in business with the
organisation, not only until the end of a project. And it should contain all documents of

all the work done for that client, not only documents of one project.
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6 RESULT ANALYSIS

Next to finding out the current situation of documentation, also the effects of the
situation are important information when deciding weather to invest time and money in
trying to better the situation. In this chapter conclusions and further reflections from

results of the survey and interviews are presented.

6.1 Effects of the current state

It is safe to say that documentation is a subject affecting the entire organisation. And
when combining the result of the overall grade given by employees to documentation
2,49 (from scale of 1 to 5, 2 being Bad and 3 being Average) with the improvement
needs and suggestions made by survey respondents and interviewees, one can come to
the conclusion that documentation in the case study organisation is in need of

improvement.

Current state of documentation affects the quality of the organisation’s performance in
many ways. To get a better understanding of the scope of these effects, some of the

most obvious and concerning effects are explained in the following chapters.
6.1.1 Quality of work suffers

“Question: Do I find it easy to use the product documentation I do find?
Answer: No, I find that by and large the documentation I do find is either
a. inaccurate (sometime just plain wrong), b. out of date (leading to A), c. so
spare it is only understandable by the original author, d. all the above.”
[User story J]

It is very obvious that not a// documents are of poor quality. But it is also very clear,
that the problems with finding documents, version control, personnel “going solo” on
making of the documents, lack of technical tools supporting document management etc.
all affect negatively on the quality of our documents. And through that, quality of work

in general.

Precision and quality are vital with many documents and processes, but especially with
sales and purchase invoices. To get money from clients, sales invoices need to be

accurate. To make sure they are accurate, there needs to be good control of current
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contracts. But with no tools to support version control, ownership or e.g. expiration

dates this is a difficult task.

Currently there are no tools to support invoice approval cycles [Interview F]. When a
purchase invoice goes missing during the approval cycle, and is found too late, in the
worst-case scenario it is paid during wrong period of time and messes up the current

budget. The bigger the amount paid late, the bigger the budget difference.

Due to lack of version control and ownership of documents, there have been some cases
where a specific product has been sold with expired product specification [Email
conversations L]. The mistake was realized when delivering the product to the client

and the client pointed out that what they got was not what they ordered.

The fact that sharing documents is done mostly by email and that there are a number of
documents saved on employee’s laptops and other mobile devices, is also a security
problem. There’s a risk of sending documents to wrong people, as well as the risk of

documents ending up in wrong hands if one loses his laptop.

The overall image of the case study organisation is also something worth of mentioning.
Part of it could be enhanced with a coherent look of documents sent outside the
organisation. And that could be achieved with a good pool of templates accessible to

everyone and managed by template owners.
6.1.2 Sales opportunities are lost

When the sales manager can’t find the documents he or she needs, he makes his own
versions of them. Too much time is spent on making the same, standard documents,
leaving not enough time to focus on client specific documentation. In the end, this
results in poor quality documents. A member of the sales team estimated that one reason
for not closing sales is that even though the products and expertise of the organisation is

of very high quality, clients don’t get a high quality impression. To quote:

“We as a company are great, but we are poor at talking about what we can
do. Our products don’t make an impression on our customers, and at least
part of those challenges could be avoided with better product
documentation.” [Email conversation L.]

There have even been sales opportunities lost, because the technical documentation has

not been delivered to the client on time. The salesperson trying to make the sale has not
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found the right documentation, and the response time of the assisting party has been too

long.

Problems with important information not documented at all also affect the success of
the sales department. Working hour estimations aren’t accurate enough, and a list of

references is incomplete.

6.1.3 Time is wasted

Most defects in documentation processes and tools cause employees to waste time.
Time is wasted on searching for documents. And if the document is nowhere to be
found, the employee must make a new one, wasting even more time when the same
thing gets done more than once. If important information is not documented at all, there

is no choice but to ask colleagues for help, taking also other employee’s time.

The result of how much time 30 employees estimated wasting when searching and
remaking existing documents was 1,24 times the working hours of one employee. How

much time gets wasted in total, is impossible to estimate.

6.1.4 Client satisfaction suffers

Sometimes documents are lost, even the really important ones. Interviewee F told a
couple of examples of signed contracts gone missing, and how he had been forced to
ask the client for the signed version. He seemed very concerned about what kind of

impression of the organisation those clients get.

Negative feedback has been given by clients about the lack of openness [Interview I].
Clients expect a very transparent and open communication, and one very simple way to
be more open is to have a place for documentation where client can see the current
versions of all documentation needed. Being more open would create trust and

commitment, and help building a deeper partnership.

Also, clients have given negative feedback about the lack of workflows [Interview A].
Clients are expected to approve e.g. contracts and working hour estimations, but there is

no tool to help with managing the processes.
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6.1.5 Employee satisfaction suffers

All issues found in need of improvement influence employee satisfaction. Problems
with finding the right document, not knowing which version is the right one, and
especially making mistakes because of lack of document management tools are

frustrating the employees.

Without tools to assist the management of documents and documentation processes, t0o
much is left for someone to remember or just to know it. And when mistakes are made,
the “blame game” begins, and employees can take those mistakes too personally.

Feelings of failure always result in decline of general job satisfaction.

Processes vary between departments and employees aren’t familiar with the processes
of other departments. This causes conflicts between employees. When in need of
documentation supposedly managed by some other department and the document is not

what you expected, one blames the other department for not doing their job properly.

6.2 Estimation of documentation maturity level

In chapter 2.5.1 JoAnn T. Hackos’ book Managing you Documentation Project is
introduced. This book contains a tool for organisations to assess the maturity level of
their publication processes [Hackos, 1994]. Having the results of the survey, knowing
the current state of documentation in case study organisation, it was possible to assess

the maturity level of the case study organisation’s documentation processes.

Hackos’ model introduces six levels of maturity from 0 to 5. Here are short descriptions

of each level.

Level 0 is a level where the organisation is completely unaware of the need for
professionally produced publications, unaware that a process of producing documents
even exists. Documentation is produced, but the quality of those documents depends

entirely on the ability of the writer to produce understandable or helpful documents.

Level 1 organisations are identified by their lack of processes. They do produce

documents or documentations, but all is done ad hoc, and individuals do editing of
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documents only voluntarily. Documentation is done with no coordination, with no

support or supervision of managers.

Level 2 organisations are aware of the idea of documentation processes and might even
have some in use. The most basic activity might be to develop style standards and

templates for documents. But the enforcement to follow the processes is low.

In level 3 organisations the importance of process planning is understood, the link

between process and project planning and the quality of the end product is seen.

Level 4 organisations have well-defined processes that are always followed and
managed. Processes are so well-defined and personnel well-trained to follow them, that
when necessary to differ from those processes, that too is done in an orderly manner and

the end result’s quality is no different from the standard case.

Level 5 organisation is so good at following the processes, and the processes result in
such detailed and good information that the organisation has the ability to monitor itself

efficiently, and thus has the ability to continually develop its processes.

When analysing one’s organisation’s maturity level, Hackos emphasizes that it is most
likely that different divisions of the organisation are on different levels. It’s important
not to concentrate on the differences, but to look at the organisation as a whole. It’s
equally important not to get discouraged if one feels their department is on a higher
level than the rest, and so the organisation’s level is lower than one’s best efforts would
deserve. The results will probably speak for themselves, mature processes produce good
quality documents, and maybe what the organisation need is a good example of what

can be achieved.

Even though most of the documents produced by the case study organisation differ from
the documents Hackos’ model is mainly and originally designed to evaluate, there are
enough similarities in processes and use of those documents. Project Hackos writes
about are probably more like product development projects, where a new product is
developed and made and then introduced to customers, when case study organisation’s
projects are customer projects where certain products or services are implemented to a

customer. But for example user guides or technical product documents in Hackos’ book
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and in case study organisation aren’t that different when looking at them from the end

user point of view.

After carefully evaluating the more detailed characteristics of each level, I have
assessed the case study organisation’s maturity level to be level 1 or 2. If looking from
the customer point of view, the level is 1. And also if looking at the overall attitude and
commitment of the organisation, the level is 1. But there have recently been some
impressive efforts made in terms of process development at some departments, and
luckily documentation has been seen as an important part of those processes, and this
does better the maturity level. But again, the lack of common processes and tools, and
the fact that those improvements have been done very locally as if they would only

influence the doings of that particular department, lowers the level.

Not all documents or documentation processes are at the same level. Case study
organisation’s customer project implementation team’s Project management model and
documents went through a detailed and well-managed development process during
2013. The improvements affected documents that help monitoring and documenting
customer projects, such as project plans and change logs. Not only are they tools to help
project managers communicate with the customer about the tasks at hand, but they also
help documenting information for future projects and for evaluation. The positive

feedback from customers was immediate.

13

. Customer comments: “I went through he document you sent and
forwarded them to our sales guys as well. I have to say, that your customer
documentation and service descriptions are excellent! All details that could
be agreed on are documented correctly.”” [Email conversation K.]

Maturity level of documents produced by using those new and improved document

templates is quite high, 3 or 4.

Technical product documents, on the other hand, are made to support selling of the
products or to help customers to implement and use the products. They are written by
their developers, who, without doubt, know how the products works, how to use them
and what are the benefits of them, with the assistance of the sales personnel, who know
what the documents are used for. But those documents are produced without a process;
they are made because they need to be done. There is no one monitoring that the

documents produced are appealing to the end customer, kept up-to-date and valuated
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regularly, or that all documents look the same. Quality of these documents depends on
the time available and enthusiasm of the writers. I assess the maturity level of these

documents to be 1.

In addition to assessing the current maturity level, Hackos also provides tips and tools
on how to step to the next level and the benefits of each level. So this evaluation should
not be taken as a discouragement. On the contrary, this evaluation should be seen as an
encouragement to make an effort. There is room to improve, and there are sources
available to help with the improvements. There are ways to evaluate and measure the
maturity level of documentation, thus it is possible to also measure if the actions taken

to improve the situation have been successful.
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7 FUTURE ENDEAVOURS

The original assignment was to find out the current situation of documentation in the
case study organisation. But now, knowing the current situation, one is tempted to give

some attention to what should be done next.

7.1 Is there a light at the end of the tunnel?

First and foremost, it is important to understand, that things can get better. One of
Finland’s most accomplished men in the field of documentation management Juha
Anttila was involved as a consultant in the document management improvement project
of LaplIT, an IT service company operating in northern Finland [Anttila, 2013]. In the
beginning of the project Anttila focused on finding out the current situation of
documentation and employees’ satisfaction. Then Anttila, together with the staff of
LaplT, defined the target of the project. Now, knowing the starting point and the desired
end result, it was time to define requirements specification. This resulted in a rather
specific list of system requirements, which then could be used for comparing available
DMS systems. After choosing and buying a system began the implementation phase.
And to make sure the results of the whole project would be clear, in the end of the

project staff was again asked to assess the state of documentation.

When comparing the survey results before and after the document management
improvement project it is safe to say the project was successful. As can be seen from
Figure 40, Figure 41 and Figure 42 (texts in the original pictures were translated from
Finnish to English by the author of this thesis), staff was clearly satisfied with the end
result: they were able to find documents more easily, trust that the data they found was
up-to-date and accurate, understood the processes of document management and felt
that document management both with clients and colleagues was functioning better than
before. In addition to cost savings the staff also estimated the benefits of the project to
be improved quality of work, risk management, customer service and general
employees’ satisfaction. And the amount of time saved was substantial: it was estimated
that the amount of time saved by the entire staff when searching for documents was an

average of 2 % per day [Anttila, 2013].
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Before After

0% 10% 2% 30% 0%
Document management
works well inhouse
Document management
with suppliers
works well
Document management
with customers
works well
Document management
practises are clear
to me

m Totally disagree . Somewhat disagree « Somewhat agree m Totally agree Lap|'|' project: Statements about the current state
m Idon't know

|

Figure 40. LapIT document management project, survey results, figure 1 [Anttila, 2013].

Before After
0% 10% 20% 30% 0% 50% 60% 0% 10% 20% 30% 40% 0% 60%
I can find information/ J—
document I need ‘
easily and quickly [—
I can trust the
information I find
to be correct ‘
—
I can find the latest
version of needed
information/document _
easily
mTotally disagree - Somewhat disagree - Somewhat agree mTotally agree LaplIT project: Statements about the current state

m1don't know

Figure 41. LapIT document management project, survey results, figure 2 [Anttila, 2013].
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Before ‘ ‘ _ After

I get enough information
about changes that
happen with documents
I need

I find it eady to inform
others about the changes
I have made or new
documents I have
produced

I need to save the same
information only to one
place/system

mTotally disagree - Somewhat disagree . Somewhat agree mTotally agree LapIT project: Statements about the current state
u| don't know

Figure 42. LapIT document management project, survey results, figure 3 [Anttila, 2013].

These results are very satisfying. It is clear, that if the subject of information and
document management is dealt in a professional and in-depth manner, enough time and
resources are used to improve the situation, and the entire staff is involved with the

project, substantial improvement in document management can be achieved.

7.2 What to do next?

The most important thing is to understand how much is affected by the state of
documentation, and to get top management support for efforts to correct the situation.
Even with unlimited resources the situation will not improve without the support and

commitment of the whole organisation, and that can only be achieved top-down.

Good quality documentation needs continuous attention, updating and resources for
maintenance. One-time-fix is not enough. Whatever the solution is to improve the

situation now, the work needs to continue even after the initial improvement project.

The case study organisation should update and clean up their current documentation
processes and documents they currently have. But it seems the organisation also need
better tools to support those processes. The tools they now have aren’t enough; too
much is left for employees to remember or to know. It is totally up to the individual
whether to follow the processes and instruction or not. There is no way to control or to

force certain processes. The risk of falling back to current situation is too high.
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The nature of how employees at the organisation work together needs to be taken into
account when improving documentation processes and tools. Department specific
solutions and quick fixes (such as adding a single feature to a specific software to assist
with a single problem) aren’t enough. There is a need for a solution that will have
positive effect on everyone, which takes into account each and every department’s

needs. The steps taken next must be taken by everyone.

To improve communication and cooperation between different departments, the
organisation should definitely look in to the possibility of acquiring Document
Management Software. DMS would work as a central repository enabling access to
documents from different environments with the ability to manage documents according
to one’s own perspective. It would help cutting down the amount of document locations
to the minimum. When looking at the results of the survey and interviews, there are
several features needed that current tools don’t support at all that are found from DMS
tools. Some of the tools now in use are good and meet the needs of certain departments.
For example, Confluence is a good tool for Customer Support and Development teams
with its Wiki-type ability to maintain and share information inside our organisation. But
it doesn’t meet everyone’s needs. Some environments could be replaced with and some

supported by DMS.

Having said that, it is good to realise what a difficult task choosing the right tool is. It is
important to implement the new tool to the existing IT environment, but it also needs to
be implemented into the existing organisational culture, into the everyday life of
employees [Carvalho and Ferreira, 2011]. The search for the right document should
begin by first analysing the needs of the organisation and then trying to find a solution.
This said, the results of the survey presented in this thesis could be used as a starting
point when collecting the requirement specification. And to measure the success of

whatever actions will be taken to improve the situation.

“Verba volant, scripta manent. In other words with the perfect
documentation the work will be done almost perfect and less time needed
for discussions, calls etc. So efficient and effective documentation saves
times and creates room for doing your job with the right tools and get
customer satisfaction and revenue.” [Survey respondent, answer to question
number 3.]
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8 DISCUSSION AND CONCLUSIONS

Knowledge is the key component of success. Without the baker knowing when the doe
is kneaded enough to go to the oven, the perfect bread cannot be made. Without the
doctor knowing what an infected lung sounds like when listening to the patient
breathing, he can’t cure the patient. Without me knowing what kind of data is necessary
when connecting my client’s ERP to send elnvoices to their clients, and how to use the

tools we have, I wont succeed in delivering my client what they have paid for.

There is some knowledge that is to be collected through time and experience, but even
then the experience of others is needed to know where to aim at. Managing knowledge
efficiently and comprehensively is a challenge. How to collect all necessary
information, how to store it, and how to distribute it? How to make sure people in the
same organisation only need to solve the same problem once, to make sure that the
solution is documented properly for others to use later? And how to make sure, that the
documentation produced can be found and is understandable and useable for all

stakeholders, and is always up-to-date?

Technology’s role in KM is a very interesting topic. As it is suggested by the employees
of the case study organisation, as well as scholars who have studied the subject,
technology alone cannot solve all KM problems. Without decent and user specific
processes the tool cannot be used to its full potential. But it is also vital to understand,
that if the success of KM is only relied on people following the agreed processes,

without any support from the technology, errors are made.

When examining the results of the research it is important to remember, that there was,
in the very beginning of the research, already a lot of knowledge about the organisation
and its tools. There was also a preconception of what the situation might be. So it would
be false to say the survey was built with a completely neutral attitude towards the
subject. In fact, even yours truly was frustrated with the current situation of

documentation.

In the case study organisation we sell solutions to our clients’ problems. There are, to
my experience, to key components to delivering the right solution cost-effectively. First,

one has to understand the problem to be able to solve it. This means one has to get a
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deep enough understanding of the client’s business processes to understand the root
problem. Second, one needs to have access to all instruction, information and previous
solution designs available. We sell customer specific solutions, meaning, there are as
many solutions and technical implementations as there are customer projects. It is
impossible to remember every single detail of every project one has been involved with,
or to know details of projects or solved problems other employees have worked on. But
the distribution of knowledge gained is vital. Documenting what we do and how we do

it is the only way to make sure we solve the same problem only once.

Proper documentation is also a way to make client communication more transparent. IT
solutions have become business critical questions. Organisations from all industries
need IT solutions to better their business processes, and many of them want to outsource
the solutions. When buying an IT solution from another company it is like giving the
keys to your apartment. You have to trust the other company not to make a mess, not to
break anything and to do what you paid for. Those times are long gone when IT
solutions could be made ‘in the dark’, when the client didn’t insist to know how the
solution was made and what it includes. Today IT companies selling solutions need to
be more open and transparent about exactly what is the service they provide. Proper
project documentation with detailed enough solution designs are vital components of
client communication. They build trust between the client and the service provider, and
enable the relationship between the client and the service provider to evolve into a true

partnership.

This case study was done not only to examine the current situation of documentation,
but also to get a better understanding of the consequences of that state. The role and
importance of documentation varies from organisation to another, depending on the
business and processes of the organisation. How the deficiencies of documentation
affect the organisation varies too. The result analysis of the effects of the state of
documentation in this research can, of course, only be applied to this particular
organisation. But when comparing the results of this research with results of the
LapIT’s document management improvement project, there are some noticeable
similarities. In both cases the quality of documentation tools and processes contribute to

customer and employee satisfaction, quality of work and data, and time spent.
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When it comes to the case study organisation it would be interesting to make the same
survey and research again after two or three years, and compare the results with the
results of 2013. The case study organisation is growing and taking on more
complicating and challenging projects, increasing the need for proper Knowledge
Management. I would make the assumption, that if no corrective measures are taken to
improve the state of documentation, results of the survey after a couple of years will be
even more concerning. And if improvements are made, the results of 2013 could be

compared with the new results to measure the success of those improvements.

In a wider perspective, it would be interesting to study why the results of this study are
so similar with the results of the LapIT project. Are there some defining characteristics
in both organisations that contribute to the results? Or is it about the similarities of the
role of documentation or business processes that matter? This could give some insight
into what kind of organisations should invest into documentation management as a

method to improve their Knowledge Management.
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APPENDIX A: User survey questions in English

User survey: Documentation

Documentation in general

1. Country * This question is mandatory.

The Netherlands

Sweden

United Kingdom

2. Department * This question is mandatory.
Consulting Services

Sales

Admin

Integration Services

3. Does your job involve making of or modifying documents or documentations?
Yes, documentation has a big role in my job.

Yes, but documentation is only a small part of my job.
No, only very rarely.

Not at all.

4. What does documentation mean to you? You can give examples of documents you
handle or tasks that involve documentation.

5. Give documentation at Liaison an overall rating.

5= Very good
4 = Good

3 = Average

2 =Bad

1 = Very bad

If you answered "5 = Very good" you can skip the following questions (6 to 8).

6. What areas of documentation need improving the most? You can choose more than
one option.

Working methods and instruction
Searching of documents

Saving and sharing of documents
User rights and status of documents
Version control

Workflows



7. What kind of negative effects does defects of documentation have? You can choose
more than one option.

Time is wasted when searching for documents or information
Time is wasted when the same thing gets done more than once
Quality of work suffers, more mistakes are being made
Misunderstandings between colleagues increase

Customer satisfaction suffers

8. If you answered "Time is wasted..." give an estimation of how much time is wasted in
a week (in minutes).

9. Comments and suggestions You can e.g. explain your answers.
Working methods and instruction

10. Do you know what kind of documents you are expected to produce, maintain or
handle?

Yes, it's very clear to me.

Yes, but I sometimes feel insecure of what is excepted of me.
No, I often feel insecure of what is excepted of me.

No, it's very unclear to me.

11. Do you know in what way you are supposed to produce, maintain or handle
documents?

Yes, it's very clear to me.

Yes, but I sometimes feel insecure of what is excepted of me.
No, I often feel insecure of what is excepted of me.

No, it's very unclear to me.

12. Do you find working methods and instructions concerning documentation
important?

Yes, very important.
Yes, to some extent.

I don't know.

No, not that important.
No, not important at all.

13. Comments and suggestions You can e.g. explain your answers.
Searching of documents

14. Give an estimation of how many minutes per document you spend searching for
documents created or modified by someone else than you.

Less than 2 minutes
2 - 5 minutes
6-15 minutes



16-30 minutes
Over 30 minutes
I don't know

15. How much time should finding the right document take?

Less than 2 minutes

2 - 5 minutes

6-15 minutes

16-30 minutes

Over 30 minutes

I don't know / Time is not important

16. In what way do you search for documents? Metadata and keywords are information
that describes the document, such as creator, creation date, class (order, memo, contract)
or department (sales, marketing). You can choose more than one option.

I make a search with the (assumed) filename

I make a search with (assumed) metadata or keywords

I make a search with (assumed) content of the file

I search the file by going through all files in a certain location (like folder)

Other (describe your method in more detail in Comments and suggestions -text box)

17. In what way would you like to search for documents? You can choose more than
one option.

By filename

By metadata and keywords

By content

By going through files in a certain location (like folder)

Other (describe your method in more detail in Comments and suggestions -text box)

18. What affects finding of the right document efficiently? You can choose more than
one option.

Working methods and instructions on how to create and name documents
Document location

Name, metadata and keywords

Information technology used for documentation

Other (answer in more detail in Comments and suggestions -text box)

19. Comments and suggestion. You can e.g. explain your answers.



Saving and sharing of documents

20. In how many different locations (e.g. your computer, a shared folder etc.) are the
documents you use at?

1

2-3

4-6

Over 7

I don't know

21. In how many different locations should documents be at?

1

2-3

4-6

Over 7

I don't know / The amount doesn't matter

22. How often is the document you need only found in a location no other than the
maker/modifier of the document has access to (e.g. personal computer)?

Weekly

Monthly

A few times a year
Rarely

Never

23. Do you agree: one copy of one document should only be in one location.

I fully agree

I agree

I don't know

I disagree

I fully disagree

24. In what way do you share documents with people inside your own organization?
You can choose more than one option.

By email

By saving a copy of the document in a shared location

By saving the original document in a shared location

I don't share documents inside my organization

Other (describe your method in more detail in Comments and suggestions -text box)

25. In what way do you share documents with people outside your organization? You
can choose more than one option.

By email
By saving a copy of the document in a shared location
By saving the original document in a shared location



I don't share documents outside my organization
Other (describe your method in more detail in Comments and suggestions -text box)

26. Do you find the ability to share the original document with people both inside and
outside your organization from the same location important?

Yes, very important.
Yes, to some extent.

I don't know.

No, not that important.
No, not important at all.

27. Comments and suggestion. You can e.g. explain your answers.
User rights and status of documents

28. Can you control user rights of documents you create or update?
User rights mean the ability to control writing and reading rights of a document.

Yes.
Yes, but not with all documents necessary.
No.

29. Do you find the ability to control user rights important?

Yes, very important.
Yes, to some extent.

I don't know.

No, not that important.
No, not important at all.

30. Can you control the status of documents you create or modify? Document status can
be e.g. draft, final version or old (an expiration date is given). The status can determine
e.g. document visibility: only creators can see drafts, everyone can see final versions
and old documents are not visible in searches.

Yes.
Yes, but not with all documents necessary.
No.

31. Do you find the ability to control document status important?

Yes, very important.
Yes, to some extent.

I don't know.

No, not that important.
No, not important at all.

32. Comments and suggestion. You can e.g. explain your answers.



Version control

33. Can you check-out documents when modifying them so that no one else can modify
the same document at the same time?

Yes.
Yes, but not with all documents necessary.
No.

34. Is the version history of documents you modify saved and can you access the earlier
versions if necessary?

Yes.
Yes, but not with all documents necessary.
No.

35. Can you compare different versions with each other?

Yes.
Yes, but not with all documents necessary.
No.

36. How often are you insecure about which version of a document is the latest/the one
you need?

Weekly

Monthly

A couple of times a year
Rarely

Never

37. Comments and suggestion. You can e.g. explain your answers.
Workflow

Document workflow means a set of (mandatory) operations or steps a document has to
go through. E.g. an order has to be approved by certain people in a certain order.

38. Are you involved with documents that have a workflow?
Yes, often.

Yes, but rarely.

No, with a few exceptions.

No, never.

If you answered "No, never" you can skip questions 39 and 40.

39. Give a more specific information about workflows and processes you are involved
with?



40. Give an overall grade for document workflows and processes at the moment.

5 = Excellent.

4 = Good.
3 = Average.2 = Bad.
1 = Horrible.

41. What document workflow features you use/would use if possible? You can choose
more than one option.

Automatic notifications (e.g. "Order 12345 is waiting for Your approval.")

The ability to arrange the views of documents in different stages of worflow (e.g. only
show documents that are waiting for my approval).

Adding a saved/default workflow to a document.

Other (describe the feature in more detail in Comments and suggestions -text box).

42. Comments and suggestion. You can e.g. explain your answers.
Other features

43. Listed below there are a couple of features commercial document management
softwares offer. Are these features important at your job?

Importance:

Yes, very important.
Yes.

No.

No, not important at all.

Features:

Combining documents. E.g. an order and a monthly report are combined into one virtual
document.

Relationships between documents. E.g. a relationship is build to link an order and the
offer from which the order resulted.

Modifying the view of documents according to one's own, personal needs. E.g. show all
open contracts with a specific sales person.

Scanning of paper documents with OCR and automatic metadata. E.g. a paper invoice is
scanned and the end result is an electronic document with content of the scanned
invoice as content, the picture of the invoice as an attachment and the number of the
invoice as metadata.

Commenting of a document without touching the content. E.g. a user with read-only
user rights can comment the document.

Combining document management system with other systems. The possibility to save,
search and modify the same document from different systems/software, e.g. CMR and
project management tool.

Sharing the original document outside your organization by controlling the document's
user rights.

Off-line use of a document.



I'm also interested in your personal experiences of documentation outside Liaison, from
other organizations, examples of good or bad document management software,
processes or features. Please write your experiences in the Comments and suggestions -
text box below.

44. Comments and suggestion. You can e.g. explain your answers.
45. If you would like to tell me more ideas of improvement, opinions or your personal

experiences about documentations at Liaison, please leave your name and e-mail
address in the text box below and I will contact you.



APPENDIX B: User survey questions in Finnish

Kiyttijikysely: Dokumentointi

Kyselyn aiheena on dokumentointi yrityksessimme. Pyrin selvittiméan
dokumentoinnin nykyisen tilan yrityksessimme sekd tyontekijoiden mielipiteita siitd,
onko nykyinen tilanne riittdvén hyva.

Kiaytdmme tyossamme erilaisia dokumentteja, kuten tarjouksia ja tilauksia,
projektisuunnitelmia, spesifikaatioita ja ohjeita jne. Kyselyssd, jos ei toisin mainita,
sana dokumentti tarkoittaa mité tahansa juuri sinun kayttdmaési dokumenttia tai
dokumentaatioita.

Kysymyksiin ei ole oikeita tai vadrid vastauksia. Vastaa kysymyksiin vain omasta
ndkokulmastasi, ja mieti vain omaa tyonkuvaasi.

Kysymykset on jaoteltu aihepiireittdin. Sinun ei tarvitse vastata kaikkiin kysymyksiin,
eikd kaikkiin aihepiireihin. Yksikin vastaus yhteen kysymykseen on arvokas.

Jokaisen aihepiirin yhteydessd on Sana on vapaa -tekstikentti, johon voit kirjoittaa omin
sanoin aiheeseen liittyvid ajatuksia, tai esimerkiksi tarkennuksia tai perusteluita
vastauksiisi.

Dokumentointi yrityksessimme yleisesti

1. Jotta saamme selville vaihtelevatko dokumentoinnin tila ja mielipiteet osastolta
toiselle, kerro milté osastolta olet. Tdmé on kyselyn ainoa pakollinen kysymys.

Services Development

Sales

IT, Finance & Accounting and Admin
Integration Services

Consulting Services

Production & Support

2. Kuuluuko tyonkuvaasi dokumenttien/dokumentaatioiden tuottaminen,
muokkaaminen tai muu késittely?

Kyll4, dokumentointi on olennainen osa tyonkuvaani.
Kyll4, mutta ei olennaisesti.

Ei, satunnaisia poikkeuksia lukuun ottamatta.

Ei ollenkaan.

3. Kerro omin sanoin mitd dokumentointi/dokumentit tarkoittavat juuri sinun tydssasi.
Voit antaa esimerkkejd dokumenteista joita késittelet, tai tyotehtivistd joihin
dokumentointi liittyy.



4. Minké yleisarvosanan antaisit dokumentoinnille yrityksessdmme?

5 = Erittdin hyva.

4 = Hyvi, vain hieman parannettavaa.
3 = Keskiverto.

2 = Huono, parannettavaa on paljon.

1 = Erittdin huono.

Jos vastasit edelliseen kysymykseen “5 = Erittdin hyvad” voit ohittaa kysymykset 5-7.

5. Merkitse alla olevaan listaan ne dokumentointiin liittyvét aihealueet, jotka mielestési
kaipaavat parannuksia. Voit valita enemmaén kuin yhden vaihtoehdon.

Toimintatavat ja ohjeistukset

Dokumenttien haku

Dokumenttien tallentaminen ja jakaminen

Dokumenttien kédyttooikeudet ja tilat (status)

Dokumenttien versiohallinta

Dokumenttien tyonkulku (workflowt, esim. hyviaksymiskierto,
kommentointimahdollisuus)

6. Mihin asioihin dokumentoinnin puutteet vaikuttavat mielestdsi negatiivisesti? Voit
valita enemmaén kuin yhden vaihtoehdon.

Aikaa kuluu hukkaan dokumentteja tai tietoa etsiessé

Aikaa kuluu hukkaan, kun samoja asioita tehddén useaan kertaan

Tyon laatu kérsii, virheitd sattuu enemmén

Viadrinymmarrykset kollegoiden vililld lisdéntyvit (esim. kenen toimenpiteita
odotellaan)

Asiakastyytyviisyys karsii

7. Mikali vastasit edelliseen kysymykseen "Aikaa kuluu hukkaan...", arvioi kuinka
paljon aikaa kuluu hukkaan viikossa (minuutteja).

8. Sana on vapaa. Voit halutessasi tdydentda vastauksiasi.
Toimintatavat ja ohjeistukset

9. Tieddtko mitd dokumentteja sinun odotetaan tuottavan, késittelevin tai paivittdvén eri
tyovaiheissa?

Kyll4, asia on minulle tdysin selva.

Kyll4, mutta koen toisinaan epdvarmuutta siitd mitd minulta odotetaan.
En aina, koen usein epdvarmuutta siitd mitd minulta odotetaan.

En, asia on minulle tdysin epaselvé.

10. Tieditko milld tavoin sinun odotetaan tuottavan ja késittelevin dokumentteja (esim.
tallennus- ja nimedmistavat)?

Kyll4, asia on minulle tdysin selva.
Kyll4, mutta koen toisinaan epdvarmuutta siitd mitd minulta odotetaan.



En aina, koen usein epdvarmuutta siitd mitd minulta odotetaan.
En, asia on minulle tdysin epaselva.

11. Koetko dokumentointiin liittyvét yhteiset toimintatavat ja ohjeistukset tirkeiksi?

Kyll4, erittdin.

Kyll4, joissain méddrin.

En osaa sanoa.

En, asia ei ole miclestdni kovinkaan tarkea.
En ollenkaan

12. Sana on vapaa. Voit esimerkiksi perustella vastauksiasi.
Dokumenttien haku

13. Arvioi kuinka monta minuuttia kéytit keskimiérin jonkun muun kuin itse luomasi
tai paivittimisi dokumentin etsimiseen per dokumentti.

Alle 2 minuuttia
2 - 5 minuuttia
6-15 minuuttia
16-30 minuuttia
Y1i 30 minuuttia
En osaa arvioida

14. Kuinka kauan aikaa saisi mielestisi kulua dokumentin etsimiseen?

Alle 2 minuuttia

2 - 5 minuuttia

6-15 minuuttia

16-30 minuuttia

Yli 30 minuuttia

En osaa arvioida / Ajalla ei ole mielesténi vélid

15. Millé tavoin etsit dokumentteja?

Dokumenttien metadatalla ja avainsanoilla tarkoitetaan kyseistd dokumenttia kuvaavia,
mutta ei valttdmattd dokumentin sisdllostéd 10ytyvid tietoja, esimerkiksi tekijé,
luomispdivamaéra, luokka (tarjouspyyntd, muistio, tydsopimus) tai osasto (tekninen
tuki, kehitys). Voit valita enemmén kuin yhden vaihtoehdon.

Teen haun (oletetulla) tiedostonimella

Teen haun (oletetuilla) metadatalla tai avainsanoilla

Teen haun (oletetusta) tiedoston sisdllosta

Dokumentin (oletetun) sijainnin perusteella, kdyn lépi tietyn sijainnin (verkkolevy,
kansio) tiedostoja

Joku muu (kuvaile kéyttimasi hakutapa Sana on vapaa -tekstikenttdéin)



16. Mill4 tavoin dokumentteja pitiisi pystyé etsimdén? Voit valita enemmén kuin yhden
vaihtoehdon.

Tiedostonimen perusteella

Metadatan ja avainsanojen perusteella

Tiedoston sisdllon perusteella

Dokumentin sijainnin perusteella, kdymaéllé lapi tietyn sijainnin (verkkolevy, kansio)
tiedostoja

Joku muu (kuvaile hakutapaa Sana on vapaa -tekstikenttdén)

17. Mitka asiat vaikuttavat eniten dokumenttien 16ytdmiseen sujuvasti? Voit valita
enemmain kuin yhden vaihtoehdon.

Prosessit ja ohjeet dokumenttien luomis- ja tallennustavoista
Dokumenttien sijainti

Dokumenttien nimet, metadata ja avainsanat

Dokumenttien hallintaan kéytettiva tietotekniikka

Joku muu (kuvaile asioita Sana on vapaa -tekstikenttdén)

18. Sana on vapaa. Voit esimerkiksi tarkentaa kdyttdmidsi tai suosimiasi
dokumentinhakutapoja tai kertoa yleisesti mitka asiat vaikuttavat mielestési
dokumenttien 16ytdmiseen.

Dokumenttien tallentaminen ja jakaminen

19. Kuinka monessa eri paikassa (oma tietokoneesi, verkkolevyt, VSS jne.) kdyttdmidsi
dokumentteja sdilytetdén?

1

2-3

4-6

yli 7

En osaa arvioida

20. Kuinka monta eri dokumenttien séilytyspaikkaa pitiisi olla?

1

2-3

4-6

yli 7

En osaa sanoa / Maarilla ei ole mielestini valid

21. Kuinka usein tarvitsemasi yhteinen dokumentti on tallennettuna paikkaan, johon
vain dokumentin tekijilli/muokkaajalla on kayttdoikeudet (esim. muokkaajan omalle
tietokoneelle)?

Viikoittain

Kuukausittain

Muutamia kertoja vuodessa
Harvemmin

Ei koskaan



22. Oletko samaa mieltd seuraavan viittimin kanssa: Yksi ja sama dokumentti pitéisi
16ytyd yhdesté paikasta, vain yhtend kappaleena.

Téysin samaa mieltid
Lihes samaa mieltd
En osaa sanoa
Hieman eri mieltd
Téysin eri mieltd

23. Millé tavoin jaat dokumentteja oman organisaatiosi sisdlla? Voit valita enemmén
kuin yhden vaihtoehdon.

Sahkopostitse

Tallentamalla dokumentin kopion yhteiselle verkkolevylle tai muuhun yhteiseen
paikkaan (esim. Confluence)

Tallentamalla dokumentin alkuperdisversion yhteiselle verkkolevylle tai muuhun
yhteiseen paikkaan (esim. Confluence)

En jaa dokumentteja organisaatiomme sisilla

Joku muu (kuvaile tapaa Sana on vapaa -tekstikenttéén)

24. Millé tavoin jaat dokumentteja organisaatiomme ulkopuolisten kanssa? Voit valita
enemmain kuin yhden vaihtoehdon.

Sahkopostitse

Tallentamalla dokumentin kopion molempien saavutettavissa olevaan paikkaan (esim.
SharePoint)

Tallentamalla dokumentin alkuperdisversion molempien saavutettavissa olevaan
paikkaan (esim. SharePoint)

En jaa dokumentteja organisaatiomme ulkopuolisille

Joku muu (kuvaile tapaa Sana on vapaa -tekstikenttéén)

25. Onko mahdollisuus jakaa alkuperidisid dokumentteja myds organisaatiomme
ulkopuolisten kanssa niiden alkuperdisen tallennuspaikan kautta tarpeellinen
ominaisuus?

Kyll4, erittdin tarpeellinen.
Kylla.

En osaa sanoa.

Ei.

Ei lainkaan tarpeellinen.

26. Sana on vapaa. Voit esimerkiksi kertoa tarkemmin kéyttdmistési dokumenttien
tallentamis- ja jakamistavoista ja -tekniikoista tai perustella vastauksiasi.

Dokumenttien kiyttooikeudet ja tilat (status)
27. Pystytko hallitsemaan luomiesi tai paivittamiesi dokumenttien kéyttooikeuksia?

Kayttooikeuksilla tarkoitetaan mahdollisuutta hallita dokumentin luku- ja
kirjoitusoikeuksia.



Kyll4, kaikkien niiden dokumenttien kohdalla, joissa ominaisuus on tarpeellinen.
Kyll4, mutta en kaikkien niiden dokumenttien kohdalla, joissa ominaisuus olisi
tarpeellinen.

En.

28. Onko kiyttooikeuksien hallinta tarpeellinen ominaisuus?

Kyll4, erittdin tarpeellinen.
Kylla.

En osaa sanoa.

Ei.

Ei lainkaan tarpeellinen.

29. Pystytko maiidrittelemédn kayttamillesi dokumenteille tilan (esim. luonnos,
julkaistava versio)? Dokumentin eri tilat voivat olla, esim. luonnos, lopullinen versio ja
vanhentunut (dokumentille mééritelldén voimassaoloaika). Dokumentin tila voi maréta
esimerkiksi sen ndkyvyyden: luonnokset nékyvét vain muokkaajille, lopulliset versiot
kaikille osapuolille ja vanhentuneet poistuvat hakutuloksista automaattisesti.

Kyll4, kaikkien niiden dokumenttien kohdalla, joissa ominaisuus on tarpeellinen.
Kyll4, mutta en kaikkien niiden dokumenttien kohdalla, joissa ominaisuus olisi
tarpeellinen.

En.

30. Onko tilojen hallinta tarpeellinen ominaisuus?

Kyll4, erittdin tarpeellinen
Kylla

En osaa sanoa

Ei

Ei lainkaan tarpeellinen

31. Sana on vapaa. Voit esimerkiksi perustella vastauksiasi.
Dokumenttien versiohallinta

32. Pystytko tarvittaessa kuittaamaan tiedoston ulos muokataksesi sité, jolloin kukaan
muu ei pysty tiedostoa muokkaamaan (check out)?

Kyll4, kaikkien niiden dokumenttien kohdalla, joissa ominaisuus on tarpeellinen.
Kyll4, mutta en kaikkien niiden dokumenttien kohdalla, joissa ominaisuus olisi
tarpeellinen.

En.

33. Jadko kéyttdmiesi dokumenttien muokkaushistoria talteen ja pystytkd palaamaan
takaisin edellisiin versioihin tarvittaessa?

Kyll4, kaikkien niiden dokumenttien kohdalla, joissa ominaisuus on tarpeellinen.
Kyll4, mutta en kaikkien niiden dokumenttien kohdalla, joissa ominaisuus olisi
tarpeellinen.

En.



34. Pystytko vertailemaan dokumenttien eri versioita keskendan?

Kyll4, kaikkien niiden dokumenttien kohdalla, joissa ominaisuus on tarpeellinen.
Kyll4, mutta en kaikkien niiden dokumenttien kohdalla, joissa ominaisuus olisi
tarpeellinen.

En.

35. Kuinka usein torméét tilanteeseen, jossa et ole varma mikd dokumenteista on
uusin/tarvitsemasi versio?

Viikoittain
Kuukausittain
Muutamia kertoja vuodessa

Harvemmin
FEi koskaan

36. Sana on vapaa. Voit halutessasi perustella vastauksiasi.
Dokumenttien tyonkulku

Dokumentin tydnkululla tarkoitetaan erilaisia (pakollisia) ty6- tai hyviaksymisvaiheita
joiden kautta dokumenttia tydstetdéin. Esimerkiksi tilausdokumentti voi vaatia tiettyjen
thmisten hyvéksynnén tietyssé jarjestyksessa.

37. Oletko tyossési tekemisissd dokumenttien kanssa, joihin liittyy jonkinlainen
tyonkulku?

Kyll4, usein.

Kyll4, mutta harvoin.

En, muutamia satunnaisia poikkeuksia lukuun ottamatta.
En koskaan.

Jos vastasit “En koskaan” voit ohittaa kysymykset 38 ja 39.
38. Kerro omin sanoin minkélaisia tydonkulkuja késittelet?

39. Minka yleisarvosanan antaisit dokumenttien tydnkulun prosesseista ja tyokaluista
talla hetkella?

5 = Erinomainen
4 = Kiitettdva

3 = Keskiverto

2 = Huono

1 = Erittdin huono



40. Kerro mitd hallittuun dokumentin tydnkulkuun liittyvid ominaisuuksia
kaytat/kayttiisit jos olisi mahdollista. Voit valita enemmaén kuin yhden vaihtoehdon.

Automaattiset ilmoitukset (esim. “Tilaus 12345 odottaa hyviksymistési’)
Mahdollisuus jérjestelld eri tyonkulun vaiheessa olevat dokumentit omiin nédkymiin
(esim. ndytd vain minun toimenpiteitdni odottavat dokumentit)

Valmiiksi tallennettujen tyonkulkujen lisidminen dokumenteille

Joku muu (tarkenna vastaustasi Sana on vapaa -tekstikenttdan)

41. Sana on vapaa. Voit halutessasi perustella vastauksiasi.
Muita ominaisuuksia

42. Alla on listattuna muutamia sellaisia ominaisuuksia, joita kaupalliset
dokumentinhallintatydkalut tarjoavat. Kerro ovatko kyseiset ominaisuudet tarpeellisia
tyOssési. Voit halutessasi perustella vastauksiasi Sana on vapaa -tekstikentéssa.

Vaihtoehdot:

Kyll4, erittdin tarpeellinen.
Kylla.

Ei.

Ei lainkaan tarpeellinen.

Ominaisuudet:

Dokumenttien yhdistely. Esimerkiksi tilaussopimus ja kuukausiraportti yhdistetédn
yhdeksi “virtuaalidokumentiksi”.

Dokumenttien vilisten suhteiden luominen.

Dokumentin nikyméan muokkaaminen omien tarpeiden mukaan, metadatan ja
avainsanojen perusteella. Esimerkiksi ndytd voimassaolevat xx -sopimusdokumentit, tai
néytd vain tiettyyn asiakkaaseen liittyvit dokumentit.

Paperisen dokumentin skannaaminen yhdistettyni tekstintunnistukseen ja
automaattiseen metadatan syntymiseen. Esimerkiksi paperisen laskun skannaamisen
yhteydessa syntyy sdhkdinen dokumentti, jonka metadatana on laskuttajan nimi sekd
laskun numero ja dokumentin sisdltond skannattu teksti sekd kuva alkuperdisesté
paperisesta dokumentista.

Dokumentin kommentointi koskematta dokumentin siséltéon. Esimerkiksi kdyttdja voi
kommentoida dokumenttia johon hénelld on vain lukuoikeus.
Dokumentinhallintajérjestelmén yhdistiminen muiden sovellusten kanssa. Mahdollisuus
tallentaa, hakea ja muokata samoja dokumentteja monen eri sovelluksen kautta,
esimerkiksi asiakashallinnan (CRM) ja projektihallintatydkalun kautta.

Alkuperdisen dokumentin jakaminen organisaation ulkopuolisille dokumentin
kayttooikeuksia hallitsemalla.

Dokumentin offline-kéyttd. Esimerkiksi asiakaspalaveriin valmistautuessa voi
dokumentin ottaa kayttoon omalle tietokoneelle niin, ettei sen kdytto vaadi
internetyhteytta.

Olen my®s kiinnostunut tietdméén onko sinulla yrityksemme ulkopuolelta keréttya
kokemusta erityisen hyvisté tai huonoista dokumentinhallintaty6kaluista,
ominaisuuksista tai toimintatavoista. Kyse voi olla pienestd tai suuresta asiasta. Voit
kertoa kokemuksistasi Sana on vapaa -tekstikentdssa.



43. Sana on vapaa.

44. Jos haluat kertoa mielipiteesi, parannusehdotuksia tai kokemuksiasi
dokumentointiin liittyen kasvotusten, kirjoita alla olevaan tekstikenttdan nimesi, niin
otan sinuun yhteytta.



APPENDIX C: User survey results, Finnish and English
results combined

Kiyttijikyselyn tulokset

Dokumentointi yrityksessimme yleisesti

Maa:

United Kingdom 2 5%
The Netherlands 3 8%
Sweden 0 0%
Suomi 35 88%
Yhteensi 40

1. Jotta saamme selville vaihtelevatko dokumentoinnin tila ja mielipiteet osastolta
toiselle, kerro miltd osastolta olet.

Vastaajien mééri: 40

IT, Finance & Accounting and Admin 5 12,50%
Integration Services 15 37,50%
Sales 7 17,50%
Production & Support 6 15,00%
Consulting Services 1 2,50%

Services Development 6 15,00%

2. Kuuluuko tyonkuvaasi dokumenttien/dokumentaatioiden tuottaminen,
muokkaaminen tai muu késittely?

Vastaajien mééri: 39

Kylld, dokumentointi on olennainen osa tydonkuvaani. 20 51%
Kylld, mutta ei olennaisesti. 12 31%
Ei, satunnaisia poikkeuksia lukuunottamatta. 7 18%
Ei ollenkaan. 0 0%

3. Kerro omin sanoin mitd dokumentointi/dokumentit tarkoittavat juuri sinun tydssasi.
Voit antaa esimerkkejd dokumenteista joita késittelet, tai tyotehtivistd joihin
dokumentointi liittyy.

Vastaajien méérd: 36

* Esim. kdyttdohjeita, toimintaohjeita, prosessikuvauksia. Confluenseen ja
koulutuksiin, sisdisid ja ulkoisia

* Presales vaiheessa tarjouksien liitteiné olevia teknisid dokumentteja,
myyntimateriaalia, palvelukuvauksia, White papers

* Toteutusten dokumentointi asiakkaan kanssa sovitulla tavalla.

* Myynnilté tulevat "issuet” eli projektit, projektisuunnitelmat,
maédrittelydokumentit, sanomarajapintakuvaukset, mappausdokumentaatiot,
tehtdavélistat, muistiot, testisuunnitelmat



* Vastauksia tarjouspyyntoihin, sopimuksia ja tarjouksia liitteineen

* Prosessikuvaukset

* [T-osaston rutiineihin liittyvien dokumenttien muokkaus ja luonti, mm.
erilaisten asennusvaiheiden dokumentointi jne.

* Tekniset médrittelyt tai tekninen kuvaus jostain yksittdisestd tapahtumasta, esim.
myyntilaskun reitityksen ohjauksesta, ei siis vélttdmaittd kokonainen
myyntilaskun ratkaisukuvaus.

* Tuotantoonsiirto- ja yhteystietolomakkeet.

* Koodiin liittyvét speksit tai ohjeet, teknisten komponenttien toiminnallisuuden
kuvaamista niiden kayton tueksi

* Dokumentit on kiytdnnossé aina liitetty joihinkin implementointeihin

* Tehddan mappispeksin pohjalta mappia tai mappispeksia mapin pohjalta

* Kirjataan ZZZ:n lokeihin ylds jokin muutos tai tutkitaan niiden pohjalta, mitd on
viimeksi tehty

* Tutkitaan Confluensesta jotakin ratkaisua, jotta saa selville miksi se on tehty ja
miksi se on tehty kuten se on tehty

* Kirjataan Confluenceen ylos logiikoita ja niiden perusteluja.

* Dokumentointi tarkoittaa padasiassa muuntimen lokiin kirjoitettavaa selkedd
viittausta tehtyyn muutokseen ja tikettinumeroon, josta 16ytyy asiakkaan kanssa
sovitut médritykset.

* Luen muiden tuottamia dokumentteja ja teen niihin korjaus-/muutosehdotuksia.
Lisdksi varmistan ettd kaikki tarvittava dokumentaatio on olemassa esim.
tarjouspyyntdvaiheessa tai muuten asiakkaalle kommunikoitaessa.

* Dokumentointi liittyy pddasiassa Organisaatiomme ja asiakkaiden vilisiin
sopimuksiin, myynti- ja ostolaskuihin sekd muistiotositteisiin. Sopimusten osalta
ei riitd ainoastaan paperisten, allekirjoitettujen sopimusten sdilyttiminen vaan
erilaisten sdhkdpostiviestiketjujen, joissa sovitaan mahdollisista erityisehdoista,
tallentaminen.

* Kirjanpidon vientien dokumentoiminen

* Ostolaskujen hyviksyttiminen, tilidinti ja arkistointi

* Myyntilaskujen luonti, ldhetys ja arkistointi

* Asiakassopimusten vastaanotto, késittely, edelleen ldhetys ja arkistointi

* Dokumenttien, kuten tilausten, asiakas- ja toimittajasopimusten, myyntilaskut
sekd prosessiohjeiden, sisdllon lapikdynti Organisaatiomme jirjestelmiin
prosessointia varten seké tiedottamiseksi muille osastoille eteenpiin.

* Huolehtia siité, ettd

o dokumentit ovat tehty oikeiden Organisaatiomme yksikdiden valilla

o kaytdssd olevat jérjestelmidmme pystyvit esimerkiksi laskutuksessa ja
raportoinnissa sithen, mitd dokumenteissa on luvattu

o kaikki sisdisesti saavat mahdolliset muutokset tietoonsa kesken
sopimuskausien

o meilld on ajantasaiset dokumentit kdytdssé ja vanhentuneet dokumentit
uusitaan.

o dokumenttien arkistoinnista (HUOM: ei kunnollista tyokalua
arkistointiin, johon kaikilla Organisaatiomme tyontekijoillé ja/tai
asiakkailla olisi ndkyvyys).

* Erityisen hankalaa on niiden dokumenttien ty0stiminen, jotka jactaan
asiakkaalle ja joita molemmat osapuolet paivittivit.

* Sidhkdposti <> dokumentointi.



* Projektin aikaisia mairityksié ei usein ole VSS:ssd saatavilla. Usein dokumentit

ovat sellaisessa muodossa, ettd niitd ei voi helposti pdivittidd ajan tasalle

asiakkaan uusien méadritysten mukaisesti.

» Verba volant, scripta manent. Toisin sanoen, tdydellisen dokumentaation avulla

tyOt pystyttéisiin tekeméén lihes tdydellisesti ja muuhun kommunikointiin

tarvitsisi kiyttdd vahemman aikaa. Tehokas ja toimiva dokumentaatio sddstda

aikaa ja luo mahdollisuuden tehda ty6t oikeilla tydkaluilla, pitdé asiakkaat

tyytyvdisind ja saada tulosta.

4. Minké yleisarvosanan antaisit dokumentoinnille yrityksessdmme?

Keskiarvo 2.83. Vastaajien méadra: 40

5 = Erittdin hyva. 0 0%
4 = Hyvd, vain hieman parannettavaa. 1 3%
3 = Keskiverto. 17 43%
2 = Huono, parannettavaa on paljon. 22 55%
1 = Erittdin huono. 0 0%

5. Merkitse alla olevaan listaan ne dokumentointiin liittyvét aihealueet, jotka mielestési

kaipaavat parannuksia.

Vastaajien méari: 39

Toimintatavat ja ohjeistukset 29 73%
Dokumenttien haku 33 83%
Dokumenttien tallentaminen ja jakaminen 33 83%
Dokumenttien kdyttooikeudet ja tilat (status) 13 33%
Dokumenttien versiohallinta 25 63%
Dokumenttien tyonkulku (workflowt, esim. hyvaksymiskierto, 11 28%

kommentointimahdollisuus)

6. Mihin asioihin dokumentoinnin puutteet vaikuttavat mielestédsi negatiivisesti?

Vastaajien mééri: 39

Aikaa kuluu hukkaan dokumentteja tai tietoa etsiessd 34 87%
Aikaa kuluu hukkaan, kun samoja asioita tehddén useaan kertaan 28 72%
Tyo6n laatu kérsii, virheitd sattuu enemmén 28 72%
Vadrinymmarrykset kollegoiden vililld lisdéntyvét (esim. kenen toimenpiteitd 24 62%
odotellaan)

Asiakastyytyvéisyys karsii 26 67%

7. Mikali vastasit edelliseen kysymykseen "Aikaa kuluu hukkaan...", arvioi kuinka

paljon aikaa kuluu hukkaan viikossa (minuutteja).

Vastaajien méari: 34

* joitain tunteja
30-60
* 30

Yhteensi keskiméirin 3175 minuuttia viikossa eli 212 tuntia kuukaudessa




* 120

* 120

* Vaikea arvioida. Ehkéi aikaa ei valttiméattd mene hirveisti hukkaan, mutta
nykyisin pitdd miettid, ettd missédhin se uusin versio dokumentista olikaan tai
onkaan (sdhkdpostissa vai EPM:ssé vai confluencessa vai jossain muualla).

* 60

* entiedd
e 10min

* 600

* tunti viikossa
e 15

e 60-240
e 15

* 30

* 60

* 30

e 15

* 60

e 120

* 60

*  30-60 min
e 200

* 90

e 240

* 30

e 120

* 300

* 90

* 10... 100, riippuen itse kunkin sisdisestd muistista tai kiiretilasta
* Minun aikaani ei kulu hukkaan silld olen jérjestellyt itselleni oman
”dokumentinhallintajérjestelmén”.

8. Sana on vapaa.

Vastaajien méari: 14

* Dokumentointiin ei ole ilmeisesti varattu tarpeeksi tydaikaa kaikilla osastoilla.

* Haku toimii huonosti, 16ytyy epdolennaisia ja vanhentuneita dokumentteja, jos ei
muista tarkkaa hakusanaa ulkoa.

* Toiveena olisi yhteinen ja helppokayttdinen jarjestelmad dokumenttien hallintaan.

* Palvelukuvaukset tulisi olla sekd kaytossa ettd ylldpidetty

* Jokaiselle tirkeédksi havaitulle dokumentille pitdisi olla selked template,
vastuuhenkild ja lisdksi sen kdyttd/sisélto pitdisi olla viilattu ddrimmilleen
kuntoon kayttéjien kanssa. Tdma vaatisi jatkuvaa ylldpitoa.

* Dokumentinhallinta taitaa olla kehityskohteista eniten pilalla tdssd kohtaa ja
pelkdstddan oman osaston kohdalla kdytinnot ovat ihan levilldén, puhumattakaan
yhteistyostd muiden yksikdiden kanssa. Realisoituuhan tima tyo pian, jookos?

* Suurin ongelma mielestini on se ettd dokumentointia ei ole tai se on



vanhentunutta. Siksi itse kysyn mieluummin joltakulta jos jotain tarvitsee tietd.
Meilld on aika paljon sellaisia kohtia, mitd kdytetddn dokumentointiin, mutta
joita ei vélttaméttd mielletd dokumentaatioksi. Eikos kuitenkin joku ZZZ:hen
tehtdvadn muutoksen liitetty lokitieto ole dokumentaatiota? Samoin
versionhallinnan versiopdivityksen kuvaus. Tai vaikkapa sanoman
uudelleenkasittelyn kommentti? Naitd kuitenkin tulee katsottua tosi usein ja
sitten kun lokitiedossa on kommenttina "test" tai heitetty vain vililyonti, niin
siindhén sitten ollaan.

Haaste ei niinkdin ole se, missd dokumentteja sdilytetdén. Verkkolevykin on
ihan hyva vaihtoehto, jos prosessit on médritetty ja kaikki noudattavat niita.
Mikéén erillinen dokumentinhallintajdrjestelma ei korvaa sitd, ettd prosessit
tulee joka tapauksessa madrittia.

Sopimuksia, varsinkin allekirjoitettuja versioita, on litkaa ollut hukassa.
Laskutusohjeet ZZZ:ssé ovat puutteelliset.

Keskeisin ongelma on se, ettd Organisaatiollamme ei ole ikiné ollut eikd ole
vieldkadn kaytossé tyokalua dokumenttien hallinnalle. Erindisid sdhkdposteja
allekirjoittamattomine liitteineen on pilvin pimein arkistoissa ja kenelldkddn ei
ole esimerkiksi sopimusten kokonaiskuva aikojen alusta asti hallinnassa
Erittéin kriittinen ongelma on hyvéksyttdmiskierron puute (esim.
projektitilauksissa tydomiérdarvioylitysten asiakkaalla hyvéksyttdmisen
dokumentointi).

Validit sopimuspohjat, liitteet, hinnastot ovat kaikkien kiytossa, kuten myds
ohjeet ja toimintatavat, mutta sopimuspohjien ja liitteiden kdyttdminen etenkin
asiakassopimusuusintoihin koetaan (aiheettomasti) raskaaksi.

En ymmarré, mika yritys toimii tavalla, ettd sopimusten sijaan kdytetdin
sahkopostitilauksia palvelun/projektin tilaamiseen. Hinnat, ehdot jne. kaikki
jaavat tilla tavalla toimiessa puuttumaan. Ndiden puuttuvien sopimusehtojen
kaivamiseen ja tulkitsemiseen kuluu kaikkien tydaikaa kohtuuttomasti, jos
prosesseista ei pidetd kiinni.

Firma on omalta toimenkuvaltani vield keskisuurehko, ja dokumentointi
sindllddnkin on vasta dskettiin tullut erinomaisen tarpeelliseksi. Useimpien
tuottamieni dokumenttien kdyttdjid on tyonantajani palveluksessa tasan kolme.
Dokumentointi on hyvilld mallilla, mutta sitd on liian vdhan vield valmiina. Téta
asiaa parannetaan toki kokoajan.

Kaksi suurinta ongelmaa ovat yleinen laadukkaiden dokumenttien puute, ja ettéd
olemme erittdin huonoja jakamaan sitd mitd meilld jo on valmiina.

Yksi aihe joka puuttui kysymyksesti 6 on tarkkuus/oikeellisuus, varsinkin
tuotedokumentaatioissa.

Omien dokumenttien haku intranetisté, sahkopostista, sdéhkopostien liitteistd jne.
ei olisi tarpeen jos kdytossd olisi dokumentinhallintajirjestelma.



Toimintatavat ja ohjeistukset

9. Tieddtko mitd dokumentteja sinun odotetaan tuottavan, késittelevin tai pdivittdvén eri

tyovaiheissa?

Vastaajien méari: 40

Kylld, asia on minulle tdysin selvi. 20 50%
Kylld, mutta koen toisinaan epdvarmuutta siitd mitd minulta odotetaan. 15 38%
En aina, koen usein epdvarmuutta siitd mitd minulta odotetaan. 3 8%
En, asia on minulle tdysin epdselva. 2 5%

10. Tieddtko milld tavoin sinun odotetaan tuottavan ja késittelevin dokumentteja (esim.

tallennus- ja nimedmistavat)?

Vastaajien méari: 40

Kylld, asia on minulle tdysin selvi. 12 30%
Kylld, mutta koen toisinaan epdvarmuutta siitd mitd minulta odotetaan. 21 53%
En aina, koen usein epdvarmuutta siitd mitd minulta odotetaan. 5 13%
En, asia on minulle tdysin epdselva. 2 5%

11. Koetko dokumentointiin liittyvét yhteiset toimintatavat ja ohjeistukset tirkeiksi?

Vastaajien mééri: 39

Kylla, erittdin. 26 67%
Kylld, joissain médrin. 12 31%
En osaa sanoa. 0 0%
En, asia ei ole mielesténi kovinkaan tirkea. 0 0%
En ollenkaan. 1 3%

12. Sana on vapaa.

Vastaajien méérd: 10

* Mitdén koko taloa kattavaa ohjeistusta ei taida olla.

Olisi hyvd, jos ithmettelyyn ja etsimiseen ei menisi aikaa ja kaikki dokumentit
olisivat suurin piirtein yhtendisen nikoisia.

Térkeinti olisi tietdd ettd mitd dokumentaatiota pitéisi tuottaa ja missé vaiheessa.
Dokumentaation etsimisté voisi helpottaa, jos nimedmiskaytdnto olisi tarkemmin
médritty. Myos jonkinlainen yleinen ohjeistus siitd mitd tietoja mistékin
kannattaa hakea, olisi hyddyllinen, ja kannustaisi kiyttaméan hakuja.

Nykyiset tallennustavat yms. on tiedossa, saman tiedon siirtely paikasta toiseen
(workspace -> vss -> confluence) projektin aikana kuitenkin teettdd ylimaaréista
tyOta.

Aina ei ole selvilld mitd dokumentteja pitiisi tietysté toteutuksesta tuottaa ja
onko jotain sovittu suoraan asiakkaan kanssa.

Peruslayout hieman hukassa siitd miti kaikkea dokumentoidaan. Usein my0s
tarvittaisiin asiakkaan prosessien kuvaus, joihin integraatio liittyy -> kenen
vastuulla tuottaa asiakasprosessin kuvaus ja milld tasolla?



* Tallennus- ja nimeédmistavat olen kehittényt itse, ja niidenkin kéyton helppouden
rajat tulevat jollain aikavililld vastaan. Alkavat edellyttdd piakkoin jo metadatan
kayttod, ja sillekin tarvitaan tallennus- ja nimeémistavat.

* Meilld kaikilla pitiisi olla standardit toimintatavat, niin pitkélle vietynd kuin
mahdollista.

* Tiedén tasan tarkkaan mitd dokumentteja minun on tuotettava enka tarvitse
ohjeita niihin liittyen. Ongelma on tdysin korkea laatuisten lahdedokumenttien
saatavuus.

* Hyvi dokumentin hallinta ja templaatit sééstévit aikaa ja luovat tehokkuutta.

Dokumenttien haku

13. Arvioi kuinka monta minuuttia kéytit keskimiérin jonkun muun kuin itse luomasi
tai paivittimisi dokumentin etsimiseen per dokumentti.

Vastaajien méari: 40

Alle 2 minuuttia 3 8%
2 - 5 minuuttia 12 30%
6-15 minuuttia 14 35%
16-30 minuuttia 6 15%
Y1i 30 minuuttia 1 3%
En osaa arvioida 4 10%

14. Kuinka kauan aikaa saisi mielestisi kulua dokumentin etsimiseen?

Vastaajien mééri: 39

Alle 2 minuuttia 29 73%

2 - 5 minuuttia 20%

6-15 minuuttia 3%

16-30 minuuttia 0%

Yli 30 minuuttia 0%

N|O|O|—|0

En osaa arvioida / Ajalla ei ole mielesténi vilia. 5%

15. Millé tavoin etsit dokumentteja?

Vastaajien méari: 40

Teen haun (oletetulla) tiedostonimelld 16 40%

Teen haun (oletetuilla) metadatalla tai avainsanoilla 22 55%

Teen haun (oletetusta) tiedoston siséllosta 18 45%

Dokumentin (oletetun) sijainnin perusteella, kdyn ldpi tietyn sijainnin 22 55%
(verkkolevy, kansio) tiedostoja

Joku muu (kuvaile kdyttdmasi hakutapa Sana on vapaa -tekstikenttién) 9 23%

16. Mill4 tavoin dokumentteja pitiisi pystyé etsimdén?

Vastaajien méari: 40

Tiedostonimen perusteella 18 45%

Metadatan ja avainsanojen perusteella 34 85%

Tiedoston sisdllon perusteella 28 70%




Dokumentin sijainnin perusteella, kdymalld ldpi tietyn sijainnin (verkkolevy, 23 58%
kansio) tiedostoja

Joku muu (kuvaile hakutapaa Sana on vapaa -tekstikenttdén) 6 15%
17. Mitka asiat vaikuttavat eniten dokumenttien 16ytdmiseen sujuvasti?
Vastaajien mééri: 40

Prosessit ja ohjeet dokumenttien luomis- ja tallennustavoista 21 53%
Dokumenttien sijainti 27 68%
Dokumenttien nimet, metadata ja avainsanat 28 70%
Dokumenttien hallintaan kéytettdvé tietotekniikka 16 40%
Joku muu (kuvaile asioita Sana on vapaa -tekstikenttddn) 3 8%

18. Sana on vapaa.

Vastaajien méérd: 15

Kokemusta tiedin, ettd wiki-pohjainen toimii huomattavasti paremmin kuin
Confluence, Tietojen muokkaus ym. toimii kylld hyvin, mutta haku on
jumalattoman huono, pelastaisi paljon jos mietittdisiin sithen parempi
hakumoottori.

Dokumentit tulisi sdilyttdd yhdessd ainoassa paikassa aina yhteen projektiin
liittyen ml. versiohistoria. Esim. Confluence, sielld hoituu mys suoraan
versiointi / historia. On myos kaikkien saatavilla.

Projekteihin liittyvdt dokumentit ovat monesti hajallaan mailissa, Confussa,
EPM:ssi ja lisdksi kovin monesti ei-ajantasaisia.

Etsin dokumentteja ulkoa opeteltujen muistisdéintdjen perusteella. Not good.
Epéhygienistd uusille resursseille.

Jos menee reilusti yli vartti, luovutan turhan aikaa vievéni. Ei siis tarkoita ettd
16ytdisin dokumentit valttaiméttd tuossakaan ajassa.

Kyselen muilta

Meilla pitdisi olla dokumentinhallintajérjestelméa

Tarvitsemani dokumentit 10ytyvét joko intranetisti, tai jos ei, kysyn joltain.
Tyontekoani helpottaisi jos meilld olisi keskitetty ja hyvat hakuominaisuudet
siséltdvi repository, jossa korkealaatuiset ja ajan tasalla olevat dokumentit.
Tadmén tarve ei rajoitu Eurooppaan.

Dokumentin sijainnilla on suuri rooli, tdytyy arvailla missd dokumentti
maantieteellisesti sijaitsee ja missd systeemissé/tyokalussa.

Hakua helpottaisi intra, dokumentinhallintajirjestelma tai keskitetty ja
organisoitu tiedostonjakojérjestelma.

Avainsanat toimivat tehokkaasti oikein kaytettynd, mutta liséksi tarvitaan keino
hakea eri polkuja pitkin, mikili kuvaavaa avainsanaa ei ole tiedossa.

Mikdli asiaan ei 10ydy dokumenttia niin sitten kysyn asian paremmin tuntevalta
lisdtietoa. Tdmdn jilkeen on pyrkimys lisité tieto edes jonnekin (conflu) muiden
avuksi.

Hyvin yleinen dokumenttien hakutapa on myds kysyé ihmisiltd, missé jokin
dokumentti on. Samalla saattaa saada joitain arvokasta lisdtietoa, jota ei aina
dokumenteissa ole.

Kéytédn ja 16ydén dokumentteja/sivuja Confluencen haulla, joka kohdistaa
vapaamuotoisen tekstihaun seké sisiltoon, ettd tiedostonimeen sekd metadataan.



* Haen dokumentteja sdhkdpostista nimen/sisillon perusteella

* Aihealueen mukaan, esim. "Verkkolasku" toisi kaikki siihen viittaavat
dokumentit

* Etsintd ei ole sindnsd ongelma koska meidén ohjeet ovat vain meidin osaston
kayttoon, ja sijaitsevat tietyissd paikoissa. Meilld etenkin tiedostonimi ratkaisee
paljon.

Dokumenttien tallentaminen ja jakaminen

19. Kuinka monessa eri paikassa (oma tietokoneesi, verkkolevyt, VSS jne.) kdyttdmidsi
dokumentteja sdilytetdén?

Vastaajien méari: 40

1 0 0%

2-3 14 35%
4-6 16 40%
yli 7 5 13%
En osaa arvioida 5 13%

20. Kuinka monta eri dokumenttien séilytyspaikkaa pitiisi olla?

Vastaajien mééri: 40

1 21 53%
2-3 12 30%
4-6 1 3%
yli 7 0 0%
En osaa sanoa / Méarélla ei ole mielesténi valia 6 15%

21. Kuinka usein tarvitsemasi yhteinen dokumentti on tallennettuna paikkaan, johon
vain dokumentin tekijilld/muokkaajalla on kayttdoikeudet (esim. muokkaajan omalle
tietokoneelle)?

Vastaajien mééri: 40

Viikottain 6 15%
Kuukausittain 7 18%
Muutamia kertoja vuodessa 9 23%
Harvemmin 11 28%
Ei koskaan 7 18%

22. Oletko samaa mieltd seuraavan viittimin kanssa: Yksi ja sama dokumentti pitéisi
16ytyd yhdesté paikasta, vain yhtend kappaleena.

Vastaajien mééri: 40

Tédysin samaa mieltd 30 75%
Léhes samaa mieltd 8 20%
En osaa sanoa 0 0%
Hieman eri mieltd 2 5%
Téysin eri mieltd 0 0%




23. Millé tavoin jaat dokumentteja oman organisaatiosi sisalla?

Vastaajien mééri: 40

Séhkopostitse 29 73%
Tallentamalla dokumentin kopion yhteiselle verkkolevylle tai muuhun 20 50%
yhteiseen paikkaan (esim. Confluence)

Tallentamalla dokumentin alkuperéisversion yhteiselle verkkolevylle tai 28 70%
muuhun yhteiseen paikkaan (esim. Confluence)

En jaa dokumentteja organisaatiomme sisélld 0 0%
Joku muu (kuvaile tapaa Sana on vapaa -tekstikenttién) 3 8%

24. Millé tavoin jaat dokumentteja organisaatiomme ulkopuolisten kanssa?

Vastaajien méari: 39

Séhkopostitse 29 74%
Tallentamalla dokumentin kopion molempien saavutettavissa olevaan 6 15%
paikkaan (esim. SharePoint)

Tallentamalla dokumentin alkuperédisversion molempien saavutettavissa 4 10%
olevaan paikkaan (esim. SharePoint)

En jaa dokumentteja organisaatiomme ulkopuolisille 9 23%
Joku muu (kuvaile tapaa Sana on vapaa -tekstikenttién) 0 0%

25. Onko mahdollisuus jakaa alkuperiisid dokumentteja myds organisaatiomme
ulkopuolisten kanssa niiden alkuperdisen tallennuspaikan kautta tarpeellinen
ominaisuus?

Vastaajien mééri: 39

Kylla, erittdin tarpeellinen. 11 28%
Kylla. 14 36%
En osaa sanoa. 11 28%
Ei. 1 3%
Ei lainkaan tarpeellinen. 2 5%

26. Sana on vapaa.

Vastaajien méérd: 7

* Parasta olisi, jos ulkoisesta jakelutyokalusta voitaisiin ilmoittaa haluttuja tahoja
SUORAAN ldhettamattd itse sdéhkopostia. Helposti bodyyn tulee kirjoitettua
jotain, miké ei taas ole siind dokkarissa, vaikka ndin ei tietysti pitdisi olla.

* Sidhkdpostia pyorii ihan tarpeeksi omassa inboxissa ja kaikki miké on pois, on
hyvé.

* EPM

* Sanomadokumentit pitdisi saada myds vss:din

* Organisaatiomme dokumentteja pitéisi hallita yhdessé paikassa. Suurin osa
kayttamistidni dokumenteista ei ole Organisaatiomme, joten niitd hallinnoidaan
muualla — joskus vain minun ldppérilléni.

* FEiole itsessdéin ongelma, jos dokumentti on useassa eri paikassa. Ongelma on
vasta se jos sen paivittiminen vaatii paivittdmisti erikseen joka paikkaan.



* Dokumenttien jakaminen: esimerkiksi mappispekseissa joskus kaipaa
mahdollisuutta tehdé erikseen speksi, jonka voi jakaa asiakkaalle ja erikseen
toinen sisdiseen kdyttoon (esim. end to end-spekseissd jittdisi inhousen sisdiseen
formaattiin). Sitten kuitenkin pitdisi pystyé hallitsemaan néité kahta versiota
ikddn kuin yhtena.

* Tallennus Salesforceen

* Jos meilld olisi yksi, keskitetty jakopaikka (repository) ldhes kaikki ongelmat
olisi ratkaistu. Nykyéén tietoa voi olla Intrassa, Confluissa, SalesForcessa,
JIRAssa, jaetuissa kansioissa xxx tai kenen tahansa omilla koneilla.

Dokumenttien kiyttooikeudet ja tilat (status)

27. Pystytko hallitsemaan luomiesi tai paivittdmiesi dokumenttien kéyttooikeuksia?

Vastaajien méard: 38

Kylla, kaikkien niiden dokumenttien kohdalla, joissa ominaisuus on 13 34%
tarpeellinen.

Kylld, mutta en kaikkien niiden dokumenttien kohdalla, joissa 3 8%
ominaisuus olisi tarpeellinen.

En. 22 58%

28. Onko kiyttooikeuksien hallinta tarpeellinen ominaisuus?

Vastaajien méari: 40

Kylld, erittdin tarpeellinen. 4 10%
Kylla. 12 34%
En osaa sanoa. 12 34%
Ei. 11 31%
Ei lainkaan tarpeellinen. 1 3%

29. Pystytkd maidrittelemédn kayttamillesi dokumenteille tilan (esim. luonnos,
julkaistava versio)?

Vastaajien méard: 38

Kylla, kaikkien niiden dokumenttien kohdalla, joissa ominaisuus on 11 29%
tarpeellinen.
Kylld, mutta en kaikkien niiden dokumenttien kohdalla, joissa ominaisuus olisi | 6 16%
tarpeellinen.
En. 21 55%

30. Onko tilojen hallinta tarpeellinen ominaisuus?

Vastaajien mééri: 39

Kylld, erittdin tarpeellinen 9 23%
Kylla 18 46%
En osaa sanoa 9 23%
Ei 2 5%
Ei lainkaan tarpeellinen 1 3%




31. Sana on vapaa.

Vastaajien mééra: 4

* Tiloja kdytetddan aika harvakseltaan ja se ilmaistaan nyt ehkd muutoin.

* Office -dokumenttien kommentointiominaisuuksia voisi ottaa kdyttoon

* Harvoissa dokumenteissa on kunnollista tukea tilan mééritykselle, joskin jotain
ratkaisuja on (esim. nimedminen DRAFT vs. DEPRECATED)

* Mielesténi dokumenttien kdyttooikeuksien hallinta on tarpeellista (timé voisi
muuttua jos kéytossi olisi yksi, keskitetty tallennuspaikka).

* En ole tdhdan mennessd miettinyt luonnos- tai vedosasteen tarpeellisuutta.
Kunhan yhteistyd monipuolistuu muiden osastojen kanssa, tulee luullakseni
tarve myds luonnoslausunnoille.

Dokumenttien versiohallinta

32. Pystytko tarvittaessa kuittaamaan tiedoston ulos muokataksesi sité, jolloin kukaan
muu ei pysty tiedostoa muokkaamaan (check out)?

Vastaajien mééri: 39

Kylla, kaikkien niiden dokumenttien kohdalla, joissa ominaisuus on 10 26%
tarpeellinen.

Kylld, mutta en kaikkien niiden dokumenttien kohdalla, joissa ominaisuus 13 33%
olisi tarpeellinen.

En. 16 41%

33. Jadko kéyttdmiesi dokumenttien muokkaushistoria talteen ja pystytkd palaamaan
takaisin edellisiin versioihin tarvittaessa?

Vastaajien mééri: 39

Kylld, kaikkien niiden dokumenttien kohdalla, joissa ominaisuus on 12 31%
tarpeellinen.

Kylld, mutta en kaikkien niiden dokumenttien kohdalla, joissa ominaisuus 12 35%
olisi tarpeellinen.

En. 15 44%

34. Pystytko vertailemaan dokumenttien eri versioita keskenddn?

Vastaajien mééri: 39

Kylla, kaikkien niiden dokumenttien kohdalla, joissa ominaisuus on 10 26%
tarpeellinen.
Kylld, mutta en kaikkien niiden dokumenttien kohdalla, joissa ominaisuus 15 38%

olisi tarpeellinen.

En. 14 36%




35. Kuinka usein torméét tilanteeseen, jossa et ole varma mikd dokumenteista on
uusin/tarvitsemasi versio?

Vastaajien mééri: 40

Viikottain 13 33%
Kuukausittain 10 25%
Muutamia kertoja vuodessa 9 23%
Harvemmin 4 10%
Ei koskaan 4 10%

36. Sana on vapaa.

Vastaajien médra: 3

* Téssdkin VSS ja Confluence toimii aika hyvin, mutta sitten on esim. joitakin
verkkolevyjé, joissa ei versiohistoriaa ole erikseen. Samoin ZZZ:ssé ei toisaalta
ole olemassa dokumentaatio siitd, missa tilassa jokin yhteys tms. on ollut.
Nykytila on néhtivilld ja aikaisemmat tilat voi ndhda lokeista. Sielld saattaa
kuitenkin olla jotain pienid fixereiti, joilla on vaikutus liikenteeseen mutta joita
el valttdmattd ikind mihinkdin dokumentoida.

* FEiongelmia, koska hallinnoin dokkareita omalla l&ppérilldni

* Koska meilld ei ole keskitettyé repoa, meilld ei ole versiohallintaa.

Dokumenttien tyonkulku

37. Oletko tyossési tekemisissd dokumenttien kanssa, joihin liittyy jonkinlainen
tyonkulku?

Vastaajien méari: 40

Kylld, usein. 12 30%
Kylld, mutta harvoin. 7 18%
En, muutamia satunnaisia poikkeuksia lukuun ottamatta. 9 23%
En koskaan. 12 30%

38. Kerro omin sanoin minkélaisia tydonkulkuja késittelet?

Vastaajien méard: 18

*  Muutospyynnét, esim. visualisointimuutokset, prosessorimuutokset. Issuen
vastaanotto. Tiketit. Esim. yhteyshenkildlomake.

* Tarjousten, sopimusten, projektisuunnitelmien, erilaisten speksien,
tyoméardarvioiden hyviksyttamistd asiakkailla. Testauspdivékirjojen yllépito.

*  Omat dokumenttini pysyvit ojennuksessa, mutta muiden osastojen tietoihin olisi
hyvé pédsta.

* Tarjouspyyntomateriaalin tekemiseen osallistuu usein useampia henkildita.

*  Myyntiin liittyvid tyokulkuja: Myyjd pyytdi toimittamaan jotain materiaalia
myynnin tueksi -> toteutan materiaalin -> toimitan materiaalin myynnille.

* Yleensa tyonkulku liittyy dokumentin tarkasteluun kollegoiden kanssa

* Ohjeiden luovutus asiakastukeen.



* Ostolaskujen, asiakassopimusten ja kirjanpidon tositteiden hyvéksymiskierto

39. Minka yleisarvosanan antaisit dokumenttien tydnkulun prosesseista ja tyokaluista
talla hetkella?

Vastaajien méard: 27

5 = Erinomainen 0 0%
4 = Kiitettava 3 11%
3 = Keskiverto 1 44%
2 = Huono 11 41%
1 = Erittdin huono 1 4%

40. Kerro mitd hallittuun dokumentin tydnkulkuun liittyvid ominaisuuksia
kaytat/kayttiisit jos olisi mahdollista.

Vastaajien méari: 32

Automaattiset ilmoitukset (esim. “Tilaus 12345 odottaa hyviaksymistdsi”) | 25 78%
Mabhdollisuus jérjestelld eri tyonkulun vaiheessa olevat dokumentit omiin | 25 78%
nikymiin (esim. ndytd vain minun toimenpiteitdni odottavat dokumentit)

Valmiiksi tallennettujen tyonkulkujen lisdédminen dokumenteille 13 41%
Joku muu (tarkenna vastaustasi Sana on vapaa -tekstikenttdén) 0 0%

41. Sana on vapaa.

Vastaajien médra: 5

* Vaihtaisin confluencen pois kokonaan ja ottaisin dokumentointiin esim. wikin
kayttoon.

* En valttdmattd tiedd onko speksi hyvéksytty vai ei (ellei projektipddllikkd muista
ilmoittaa) ja olenko tekeméssa toteutusta viimeisimmén version mukaisesti.

* Omalta osaltani asiakas maérittelee kaytettdvit dokumentit joten my6s nithin
liittyvit tyonkulut.

* Issue-kdytinto toimii hyvin omalta osaltani (vastaanotan vain issuen ja teen
projektin sen perusteella). Yrityksen osalta issue-ketjussa voi olla parannettavaa.

* Tyodnkulku tuntuu vieraalta ajatukselta niin pienessé organisaation osassa, jossa
tyoskentelen.



42. Alla on listattuna muutamia sellaisia ominaisuuksia, joita kaupalliset
dokumentinhallintaty6kalut tarjoavat. Kerro ovatko kyseiset ominaisuudet tarpeellisia
tyOssisi.

Vastaajien méard: 38

Kylla, Kylla Ei Ei lainkaan | Keski-arvo
erittidin tarpeel-
tarpeel- linen
linen
Dokumentin offline-kéyttd. Esimerkiksi 16 19 2 1 3,32
asiakaspalaveriin valmistautuessa voi
dokumentin ottaa kdyttoon omalle
tietokoneelle niin, ettei sen kéyttd vaadi
internetyhteyttd.
Dokumentin ndkyméin muokkaaminen 16 18 3 1 3,29
omien tarpeiden mukaan, metadatan ja
avainsanojen perusteella. Esimerkiksi ndyté
voimassaolevat xx-sopimusdokumentit, tai
ndytd vain tiettyyn asiakkaaseen liittyvat
dokumentit.
Dokumentinhallintajérjestelmén 10 25 2 1 3,16

yhdistdminen muiden sovellusten kanssa.
Mabhdollisuus tallentaa, hakea ja muokata
samoja dokumentteja monen eri sovelluksen
kautta, esimerkiksi asiakashallinnan (CRM)
ja projektihallintatydkalun kautta.

Dokumenttien vélisten suhteiden luominen. | 9 23 3 3 3,00
Esimerkiksi tarjouksen ja siitd seuranneen
tilauksen vilille luodaan suhde.

Dokumentin kommentointi koskematta 5 27 5 1 2,95
dokumentin sisaltodn. Esimerkiksi kdyttéja
voi kommentoida dokumenttia johon
hénelld on vain lukuoikeus.

Alkuperdisen dokumentin jakaminen 9 19 6 4 2,87
organisaation ulkopuolisille dokumentin
kayttdoikeuksia hallitsemalla.

Dokumenttien yhdistely. Esimerkiksi 5 15 9 9 2,42
tilaussopimus ja kuukausiraportti

yhdistetdén yhdeksi

“virtuaalidokumentiksi”.

Paperisen dokumentin skannaaminen 1 14 16 7 2,24

yhdistettyna tekstintunnistukseen ja
automaattiseen metadatan syntymiseen.
Esimerkiksi paperisen laskun skannaamisen
yhteydessd syntyy sédhkoinen dokumentti,
jonka metadatana on laskuttajan nimi sekd
laskun numero ja dokumentin siséltona
skannattu teksti sekd kuva alkuperdisesti
paperisesta dokumentista.

43. Sana on vapaa.
Vastaajien méérd: 9

* Ei ole minun korviin tullut moitteita.
* Dokumenttien véliset suhteet on meilléd aika isossa osassa, mutta huonolla




toteutuksella. Meilld on kuitenkin jossain joku projektisuunnitelma,
mappispkesit, tikettejd, ZZZ lokeja ja lopuksi joukko sédhkoposteja. Kaikki
liittyvit johonkin projektiin mutta minkaanlaista linkitysti niilld ei todella ole.
Aikaisempaan verrattuna Organisaatiollamme on dokumentointi hyvilld mallilla
koska sitd syntyy automaattisesti ja on kuitenkin prosessit miten se jid muiden
kayttoon.

Haku ja tallennustavat vaativat kehitysta.

Kokemukseni mukaan ldhes kaikki organisaatiot, jotka ovat keskikokoisia tai
isompia, ovat todella huonoja dokumenttien hallinnassa. Se ei mielestini ole
ongelma, jonka ratkaisu vaatii vélttimaitta ohjelmistoratkaisua — se on
enemmankin organisaatio-ongelma, ja sen selvittiminen vaatii yksinkertaisesti
johdon tuen.

Térkeda olisi ainakin, ettd ohjeeksi tai asiakkaalle luovutetut dokumentaatiot
validoi tekijén lisdksi vdhintddn yksi henkild.

Pidetddn homma simppelind. Ei uutta dokumentinhallintajarjestelmai. Talosta
16ytyy jo nyt erikoisosaamista ja tydkaluja (sharepoint, PWA, SalesForce)
ongelman ratkaisemiseen sisdisesti.

Ongelman ratkaisu ei vélttdméttd vaadi softaratkaisua. Se on organisatorinen
ongelma, joka vaatii priorisoinnin johdon suunnalta.

Aiemman tydurani aikana olen kdyttinyt mFiles-nimisti tuotetta. Se oli
ajatukseltaan erinomaisen toimiva, joskaan sen hallinnoiman metatietorakenteen
suunnittelu oli jétetty aivan raakileeksi. Hallintatydkalun kdyttdonoton
suunnittelun on siis oltava perustavan laatuista, laaja-alaista ja
jatkokehityskelpoista.

Intranet jossa erinomaiset dokumentinhallinta mahdollisuudet on paras ratkaisu.
Mutta kaikki on riippuvaista kayttdjien kurista.

44. Jos haluat kertoa mielipiteesi, parannusehdotuksia tai kokemuksiasi
dokumentointiin liittyen kasvotusten, kirjoita alla olevaan tekstikenttdén nimesi, niin
otan sinuun yhteytta.

Vastaajien mééra: 4

Tédmai aihealue on erittdin tirked ja kysely antaa viitettd ettd asia on osaavissa
késissa.

Sopimustenhallinta puuttui listasta. Eli ajantasaiset sopimukset tulisi saada aina
my06s CRM:n kautta nikyviin, kuten myos tarjousmateriaali yms. mahdollinen
asiakkaille ldhetetty dokumentaatio



APPENDIX D: Interviews, User story and Email
conversations

Haastateltava A, Implementation Manager, Integration Services

Haastateltavan tyonkuvaan kuuluu uusien implementointiprojektien tekninen toteutus,
sekd, omien asiakkuuksien kohdalla, projektien johtaminen. Toteutettavat projektit
tulevat myyntiosastolta niin, ettd niissi on jo mahdollisimman tarkkaan miéritelty
projektin sisdltd sekd tyomddrdarvio. Tekninen toteutus pitdd sisdllddn mm.
tiedonsiirtotavat, sanomien késittelyn, muuntamisen ja reitittimisen, testivaiheen seki
tuotantoon siirron.

Haastateltava A kisittelee ja tuottaa enimmékseen projektisuunnitelmia (templaattien
pohjalta), sanomaspesifikaatioita (templaattien pohjalta tai asiakkaan itsensd
médrittelemdssd muodossa) ja tehtdvilistoja yhdessd asiakkaan kanssa. Asiakkaan
kanssa dokumentteja jactaan kdytdnndssé aina sdhkdpostin avulla.

Liittyen omiin tyOtehtdviinsd ja tarpeisiinsa, haastateltava A antoi dokumentoinnille
yrityksessimme yleisarvosanan 2 = Aika huono, parannettavaa olisi paljon (asteikko
yhdestd viiteen, 1 = Erittdin huono, 5 = Erittiin hyvai).

Nykyisistd jirjestelmistd ja toimintatavoista haastateltava ei 10ytdnyt muita selkeitd
hyvié puolia kuin templaattien mééran ja laadun. Niidenkin kohdalla ongelma on oikean
templaatin 10ytdminen. Erityisen negatiivisena asioina haastateltava koki epdvarmuuden
siitd, mikd versio dokumentista on ajankohtainen tai oikea, ja dokumenttien hakemisen
ongelmat. Dokumentteja sdilytetdin useammassa paikassa ja niitd hallitaan useilla eri
tyokaluilla. Tyokalusta riippumatta hakuominaisuudet eivit kohtaa tarpeita, minkd
takia aikaa kuluu aiheettoman paljon hukkaan dokumentteja etsiessé, pahimmillaan jopa
pari tuntia viikossa.

Teknisté toteutusta tehdessd toimitaan sanomamuunnosten ja -spesifikaatioiden kanssa,
mutta nykyisilla tyokaluilla ei muunnoksia ja siihen liittyvid spesifikaatioita pysty
linkittdmédan lainkaan yhteen. Mydskin muunnostiedostojen vertailutykalut ovat
erittdin puutteelliset télld hetkella.

Haastateltava A kokee mahdollisuuden jakaa alkuperdisid dokumentteja asiakkaiden
kanssa suoraan niiden tallennuspaikasta erityisen tarpeelliseksi. Haastateltava saa
asiakkaalta sddnnollisesti aiheesta negatiivista palautetta (kyseinen asiakas on ollut
yrityksen yhteistyokumppani noin 10 vuoden ajan). Sdhkdpostien kautta dokumentteja
jaettaessa ei niille pysty médrittelemddn mitddn kunnollista versiohallintaa, eikd
tyonkulkuja. Kuitenkin, kaikkien asiakkaan kanssa jaettavien dokumenttien kohdalla,
kuten tehtdvilistat, sopimukset, tyOmdirdarviot, kyseisistd ominaisuuksista olisi
todellista hyotya.

Haastateltavan mukaan asiakkaita nédrkéstyttdd erityisesti avoimuuden puute. Hyvén
tyokalun avulla voisi esimerkiksi dokumenttien hyviksymisestd jddadd selked merkki
tyokaluun ja itse dokumenttiin, dokumentteja ei tarvitsisi aina erikseen pyytdd ja
dokumentteihin tehdyt muokkaukset jéisivdt avoimesti my0s asiakkaalle ndkyviin.
Haastateltava kokee ristiriitaisena sen, ettd toimii tiedonsiirtoon erikoistuneessa
yrityksessd, joka ei osaa siirtdd tai jakaa omia tiedostojaan.



Haasteltava A:lla on ennestaan kokemusta M-Files nimisesti
dokumentinhallintajérjestelméstd. Hidn toimi edellisessd tyOpaikassaan kyseisen
jérjestelmédn padkayttdjand. Hanen tyonkuvaansa kuului mm. nédkymien kustomointi ja
metadatan hallinnointi. Yrityksessd oli kdytossd paljon erilaisia dokumentteja, osa
hyvinkin samanlaisia mitd haastateltava nykyisessd tyOpaikassaan kdyttdd, osa tdysin
erilaisia. Jarjestelmdstd hinelld oli hyvid kokemuksia, ja hdn oli kuullut hyvid
kokemuksia my6s muilta saman jérjestelmén kayttdjilta.

Vaikka kaikki dokumentit sijaitsivat samassa paikassa ja kaikkien kéaytettdvissd,
mahdollisti huolellisesti ajateltu ja toteutettu dokumenttien luokittelu sen, ettd kaikki
16ysivdt tarvitsemansa dokumentit. Dokumenteille oli médritelty pakollisia
ominaisuuksia, joita ilman dokumentteja ei pystynyt tallentamaan. M-Files kestdd
haastateltavan mielestd hyvin vertailua muihin vastaaviin jérjestelmiin, silld sen
ominaisuuksia voi my0ds kustomoida omia tarpeita varten.

Erityisen hyvind ja nykyisid tyotehtévid tukevina ominaisuuksina haastateltava mainitsi
erilaiset dokumenttien vanhenemista edeltdvit notifikaatiot, jakamis- ja
versiohallintaominaisuudet sekd luokittelu- ja hakuominaisuudet. Esimerkiksi
sopimuksen ldhestyessd umpeentumista, sai sopimuksen omistaja asiasta notifikaation ja
talloin pystyi ajoissa reagoimaan tilanteeseen. Metadataan perustuva dokumenttien
hallinta kansiorakenteiden sijaan nopeuttaisi hakemista ja jéirjestelmistd, saman
dokumentin 16ytéisi vaikka késittiisikin sen eri ndkokulmasta kuin joku toinen. Myds
hallitut workflowt, dokumenttien lukitsemisen muokkauksen ajaksi ja off-line kayttod
olisivat kdytidnnollisid ominaisuuksia.

Haastateltava B, Project Manager, Integration Services

Haastateltavan B tydnkuvaan kuuluu sekd projektipddllikon ettd tiimin esimiehen
tyotehtdvit. Projektipddllikon roolissa haastateltavan vastuulla on projektin alussa
tapahtuva projektin médrittely, projektin aikana tapahtuva monitorointi ja seuraaminen,
teknisten toteuttajien tyon tukeminen, ja projektin lopussa projektin clousaaminen.
Tiimin esimiehend vastuualueisiin kuuluu omien tiimildisten resurssien hallinta sekd
muut, yleiset esimiehelle kuuluvat tehtavét.

Yleisarvosanaksi haastateltava antoi dokumentoinnille 2. Yksittdiset dokumentit
ansaitsivat paremman arvosanan, mutta dokumenttien hallinnointi yleiselld tasolla
laskee arvosanaa.

Parannettavaa haastateltava 10ysi dokumentoinnin toimintatavoista ja ohjeistuksista,
mistd dokumentit 16ytyy ja kuinka niitd pitéisi hallita. Verkkolevyilld oli haastateltavan
mielestd litkaa vanhentunutta materiaalia, eivitkd hakutoiminnot ole tarpeeksi hyvit.
Erityisestd asiakassuhteiden ja -projektien dokumentointi vaatisi kehitystyota.

Haastateltava kokee tietyt projektidokumentointiin liittyvét templaatit onnistuneina ja
tyota hyvin tukevina. Hyvét dokumenttipohjat eivdt yksindén riitd jos niitd ei kédytetd
oikein ja tehokkaasti. Projektien dokumentinhallintajirjestelméd sharepoint -pohjainen
Workspace ei vastaa tarpeita, silld siitd puuttuu monia tédrkeitd ja hyodyllisid
ominaisuuksia, kuten off-line-kdyttd, mahdollisuus tarkastella ~dokumentteja
projektindkokulman liséksi asiakasnékokulmasta.

Haastateltava ei kokenut dokumenttien jakamista sdhkopostitse asiakkaiden kanssa
ongelmalliseksi. Liséksi hénelld oli tiettyjen asiakkaiden kanssa kéytossd erikseen



pystytetty SharePoint-pohjainen dokumenttien tallennusympéristd, johon myds
asiakkaalla on péddsy. Mutta projektin loputtua on kaikki sielld oleva materiaali
muistettava tallentaa muualle, silld ympéristd poistuu kiytosta.

Dokumenttien tilojen (status) hallinnointia ei haastateltava ndhnyt tarpeellisena
ominaisuutena. Nimessd tai dokumentin siséllossd sai ilmaistua dokumentin tilan.
Asiakaskohtaisessa SharePointissa pystyi maédrittelemdén asiakkaalle dokumenttiin
luku- tai muokkausoikeudet.

Haastateltava C, Senior Pre-Sales Consultant, Sales Europe

Haastateltavan tydnkuvaan kuuluu myynnin henkilokunnan avustaminen mm. tarjouksia
tyOstettdessd. Toisinaan kyseessd on olemassa olevan asiakkaan ongelmien ratkaisu ja
lisdamyynnin tavoittelu. Myyjd, keskusteltuaan asiakkaan kanssa, 10ytdd jonkin
ongelman, johon tarvitaan ratkaisu. Haastateltava C auttaa ratkaisun loytdmisessd ja
myo0s auttaa médrittelemddn ratkaisulle tydméérdarvion. Toisinaan kyseessd voi olla
myo0s asiakkaiden ldhettdmiin tarjouspyyntdihin vastaaminen, tai julkisen sektorin
tarjouskilpailuihin dokumenttien luominen. Asiakkaiden luona haastateltava C vierailee
viikoittain.

Haastateltava késittelee enimmékseen myyntiin liittyvid dokumentteja, kuten tarjouksia,
tarjouspyyntdvastauksia, palvelu- ja tuotekuvauksia, tydméirdarvioita jne. Useimmille
dokumenteille on olemassa templaatteja ja kuvauksia, mutta niiden versiohallinta on
retuperdlld. Haastateltava on myds huomannut, ettd jos oman osaston sisdlld
dokumentteihin liittyvét prosessit ovatkin kunnossa, ei haastateltavalla ole muiden
osastojen prosesseista juurikaan tietoa. Tami hankaloittaa osastojen vilistd
kommunikointia.

Haastateltava antoi dokumentoinnille yleisarvosanaksi 2. Parasta hdnen mielestdén on,
ettd dokumentteja on olemassa. Mutta paikkoja, joista dokumentteja pitdisi etsid, on
lilkaa eivdtkd hakuominaisuudet ole hyvit. Aikaa kuluu liialti hukkaan oikeita
dokumentteja kaivellessa, joten usein ratkaisuna on kollegalle soittamine ja asiasta
kysyminen, tai dokumentin tekeminen itse alusta. Jos vaihtoehtoina on kayttdd aika
sopivan, olemassa olevan dokumentin etsimiseen, tai sellaisen tekemiseen, tekeminen
voittaa.

Viimeisimmin version 16ytdminen, tehtyjen muutosten tekijan selvittely ja sitd kautta
olemassa olevien dokumenttien uudelleenkéyttd on turhan hankalaa. Ja useimmiten
dokumentteja jaetaan sdhkopostitse. Dokumenteille tarvittaisiin jokin pakote jonka
avulla niitd tarkasteltaisiin tietyn ajanjakson vélein, pidettdisiin huoli ettd ne ovat aina
ajan tasalla.

My0s asiakkaat ovat kyselleet, onko yrityksellimme keinoa hallinnoida heidén kanssa
jaettujen dokumenttien versioita. Asiakkaat perddnkuuluttavat avoimuutta, ja yksi keino
olla avoimempi olisi automatisoida asiakkaita koskevien dokumenttien jakamista.
Avoimuus loisi luottamusta ja uskallusta sitoutua yritykseemme pitkdaikaisemmin ja
kokonaisvaltaisemmin.

Dokumenttien hallinnan ongelmat aiheuttavat haastateltavan kannalta erityisesti
laadullisia ongelmia, sekd ajanhukkaa. Kun oikeita ja hyvid versioita dokumenteista ei
16ydy, tulee tehtyd ja palautettua asiakkaalle huonompia versioita. Huonoilla
dokumenteilla ei saada aikaan myyntid. Virheitd tapahtuu myos kun yrittdd selvittdd



asioita, joita ei ole lainkaan dokumentoitu, selvitys tapahtuu siis hakuammuntana,
tuotannossa olevia yhteyksid ja toteutuksia tutkimalla. Tarpeettoman ison
tyomédrdarvion sisiltima tarjous ei mene ldpi, myyntii ei tule.

Erityisen hyddyllisend haastateltava C kokisi mahdollisuudet lisdtd dokumenttien vilille
suhteita, joiden avulla tarpeelliset dokumentit 16ytyisivdt helpommin. Liséksi olemassa
olevaa tietoa pitdisi dokumentoida paremmin. Nédkymien muokkaaminen itselleen
sopivaksi, mahdollisuus kommentoida dokumentteja koskematta niiden siséltoon sekéd
off-line kdyttd olisivat my0s erityisen hyvid ominaisuuksia.

Haastateltava C toivoisi dokumenttien 16ytyvéd yhdestd paikasta, tai ainakin niin, ettei
tarvitsisi ensin tietdd dokumentin tallennuspaikkaa tehdidkseen dokumenttiin liittyvén
haun. Uutta dokumentinhallintajérjestelmédd haastateltava ei halua kaikkien muiden
jérjestelmien lisdksi. Mikali sellainen tulisi, tiytyisi sithen yhdistdd nyt olemassa olevia
ympéristoja.

Myynnin tukena toimiessaan haastateltava auttaa myods Suomen ulkopuolella toimivia
tyontekijoitd. Ongelma on, ettei esim. Hollannissa tydskentelevilld ole padsyé kaikkiin
Suomessa muokattuihin ja ylldpidettdviin dokumentteihin. Saadakseen ne késiinsd,
pyytidvdat he dokumentteja suoraan haastateltava C:ltd, joka jakaa dokumentit heille
sahkopostitse. Versiohallinta kirsii, kuten my0s dokumenttien tydstdminen, koska
samasta dokumentista voi olla kymmenid eri versioita ihmisten sdhkoposteissa ja
kovalevyilla.

Haastateltava C:lld& on kokemusta dokumentinhallintajirjestelméstd edellisestd
tyOpaikasta. Parasta kyseisessd jarjestelmdssé oli se, ettei sitd kayttidessd oikeastaan edes
tiennyt kéyttdvansd dokumentinhallintajédrjestelmaa.

Haasteteltava koki aiheen niin tdrkedksi, ettd ldhetti itse haastettelun jélkeenkin vield
muutamia sdhkdposteja aiheeseen liittyen.

Erdédssa sdhkopostissa hidn kertoi esimerkin siitd, miten hdn on tydstényt kollegoiden
kanssa tuotannon palvelukuvausta. Kuvaus on kulkenut tyontekijoiden sdhkdposteissa,
kukin on tehnyt siithen pienid muutoksia, ja ldhettdnyt taas uuden version muille.
Versioita ja posteja on jo niin monta, ettei haastateltava enédd tiedd mikd on uusin. Ja
liséksi tiedosto on kooltaan niin iso (8Mb), ettei hidn saa sitd jaettua eri verkossa
tyoskenteleville kollegoille Hollantiin.

Toisessa sdhkopostissa oli esimerkki tilanteessa, missd hdn kyseli kollegalta tietoa
yrityksen muutoshallinnasta. Tieto tarvittiin ison, noin 10 miljoonan euron
myyntihanketta varten. Haastateltava muisteli erddssd white paperissa olevan aiheesta
jotain, mutta ei 10ytényt siitd kuin vuoden 2011 version, joka ei kuitenkaan sisdltdnyt
tarvittua tietoa. Kysymys kollegalle oli, 10ytyykd dokumentista uutta ja kattavampaa
versioita, ja jos 10ytyy, niin mistd. Haastateltava kommentoi tilanteen olevan esimerkki
tyypillisend tiedonhausta, ja osoitti olevansa turhautunut kyselemédn dokumenttien
sijainnista sahkdpostitse kollegoilta.

Haastateltava D, Technical Support Analyst, Production & Support

Haastateltava toimii asiakastuen Second linessa. Asiakastuki huolehtii tuotannossa
olevasta sanomaliikenteestd. Asiakastuessa 1st Line kdy lépi kaikki sanomavirheet, sekd
toimii ensimmadisend rajapintana asiakkaan tai asiakkaan kumppanin tekemédssd



yhteydenotossa. Mikili ongelman selvittiminen edellyttdd teknisempéé tietoa ja taitoa,
asia siirtyy 2nd Lineen hoidettavaksi. Olemassa olevan sanomaliikenteen korjausten
lisdksi haastateltava tuottaa toisinaan my0s uusia logiikoita, mutta nekin ovat
useimmiten joko apumuunnoksia tai versiopdivityksia.

Yleisarvosanaksi dokumentoinnille organisaatiossamme haastateltava antoi kakkosen.
Kolmonen oli harkinnassa, mutta toisinaan esiin tulevat ongelmat perusasioissa laskivat
arvosanaa

Eniten ongelmia haastateltava kokee muiden osastojen tuottamien ohjeistuksien
etsimisessd. Joko niitd ei 10ydy ollenkaan, tai ne eivit ole haastateltavan mielesté
loogisessa paikassa, tai haastateltavalla ei ole niihin lainkaan pddsyd. Ndmi ongelmat
aiheuttavat mm. ajanhukkaa. Osa tiedosta on liian suurpiirteistd (esim. logiikasta on
mainittu vain viittaus “asiakkaan pyynnoén mukaan”, mutta asiakkaan pyyntod ei ole
missddn) ja toisinaan tieto on hajallaan niin monessa paikassa tai instanssissa, ettd sen
kerdaminen on turhauttavaa ja aikaa vievaa.

Haastateltava joutuu usein selvittiméddn aivan alusta pitden asioita, jotka olisi voitu
ohjeistaa ja dokumentoida jo toteutusvaiheessa paremmin, jolloin tieto olisi helpommin
saatavilla. Alusta saakka selvitellessd jdd usein jotain tarkedd tietoa l0ytdméttd, jonka
takia asiakkaalle vastataan vdirin tai selvitys on muuten puutteellista. Lopulta ongelmat
johtavat loppuratkaisun laadun huononemiseen. Asiakaspalvelun laatu siis kérsii, kuten
myo0s kuva yrityksen asiantuntijuudesta.

Usein haastateltava joutuu myds tilanteeseen, jossa hdn selvittdd tietyn logiikan
toimintaa suoraan sanomia késittelevistd muuntimista. Selittdessddn asian asiakkaalle on
asiakas eri mieltd, hénelld on esim. sdhkoposti jossa asia on eri tavalla selitetty, ja
asiakas pyytdd haastateltavaa selvittiméddn asiaa uudestaan. Tillaiset tilanteet ovat
kiusallisia, sekd siitd syystd, ettd asiakas osoittaa virheen logiikassa, ja my0s koska
asiakkaalla on paremmin dokumentoituna organisaatiomme hinelle tehdyt logiikat.
Toisinaan asiakkaat penddvdt my0s toteutettujen ratkaisujen syitd, eikd niitd nyt
ainakaan ole ndhtavilld missdan.

Haastateltavan oman tiimin toimintatavat ovat haastateltavalle kohtalaisen hyvin
selvilld. Esimerkiksi, tiedossa on mihin kirjoittaa ylos tieto siitd, miten asiakas haluaa
sanomavirheitdén kasiteltdvin. Myds versiohallinta toimii hyvin tiimin sisilld, kuten
myo0s sddnnot siitéd, ettd jos ohjeistus puuttuu, arvailemaan ei lahdetd. Tyd delegoidaan
eteenpdin taholle, jonka olisi kuulunut ohjeistus tehdd. Toisaalta on tilanteita joissa ei
ole selvia ylittddko tieto “uutiskynnyksen”, onko sitd tarpeen dokumentoida ja jos on,
niin minne.

Joidenkin ohjeistuksien ja dokumentoinnin vastuut ovat epéselvit, kenen kuuluu tuottaa
ja mitd. Lisdksi monet sellaiset prosessit, joihin liittyy my®s muita osastoja, ovat
epaselvid. Talld hetkelld dokumentointia ei valvota mitenkdén, onko dokumentoitu
oikein, riittdvésti ja oikeaan paikkaan.

Haastattelun aikana oli tekeilld uusi muutoksenhallintaprosessi sekd tirkedn Wiki-
tyyppisen tydkalun pdivitys. Nididen uudistuksien pitdisi auttaa muutosten
yloskirjaamista, jolloin tuotantoympériston muutokset dokumentoitaisiin paremmin.

Tuotantoympdériston muutoksia tehdessd on vililld ongelmia versiohallinnan kanssa.
Tuotantoympdristossd voi olla eri versio muuntimesta kuin mitd versiohallinta-



ohjelmasta 10ytyy, tai versioita voi 10ytyd useampia, jolloin ei voi tietdd mikd on se mitd
tuotannossa kaytetddn. Muuntimeen liittyvét spesifikaatiot ovat vain erittdin harvoin
samassa paikassa itse muuntimen kanssa, eikd nykyiselldin ole mitdédn mahdollisuuksia
lisdtd esim. linkkid tai viittausta sithen mistd speksit voisi 10ytdd. Néitédkin ongelmia
pystyisi parempien tyokalujen avulla poistamaan.

Tyonkulkujen (workflow) kohdalla parannettavaa olisi esimerkiksi toteutuksen
tuotantoon ja asiakastuen hallintaan siirrossa. Hyvin rakennetun tydnkulun avulla
voitaisiin varmistua siité, ettd kaikki tarvittava tieto on olemassa ja toteutus on valmis
tuotantoon.

Mahdollisuus linkittdd dokumentteja toisiinsa, dokumenttien haku ja tarkastelu eri
jérjestelmien kautta, sekd dokumenttien jakaminen asiakkaille kéayttdoikeuksia
muokkaamalla olisivat haastateltavan mielestd tervetulleita ominaisuuksia.

Haastateltava E, IT Specialist, Business Development & IT

Haastateltavan tyonkuvaan kuuluu muutaman tuotanto- ja sisdisen jérjestelman yllipito
ja organisaation IT-tukihenkiloni toimiminen. Haastateltavan osastolla késitellddn mm.
ostolaskuja ja erilaisten asiakasyhteyksien méérittelydokumentteja.

Ostolaskujen kohdalla prosessit ovat suoraviivaisia ja selvilld. Ostolaskut kirjataan,
tarkastetaan ja hyviksytddn. Ostolaskujen prosessiin ei kuitenkaan kuulu mitéén
automatiikkaa tai hilytyksid. Ostolasku tulostetaan ja sen jdlkeen sen kierto tapahtuu
paperisena, tyOpoOydéltd toiselle. Toistaiseksi ostolaskujen kierto toimii ok, mutta mitd
enemmdn niitd on, sitd sekavammaksi késittely menee. Kunnollinen tydnkulku
helpottaisi, nopeuttaisi ja parantaisi ostolaskujen kisittelyn laatua. Tyonkulkujen avulla
voitaisiin helpottaa myds muita esim. henkildstdhallinnon prosesseja. Esimerkiksi, kun
yritykseen tulee uusi tyontekiji, tai joku poistuu yrityksestd, liittyy tapahtumaan paljon
tehtévid, joiden hoitamista voitaisiin helpottaa huomattavasti tyonkulkujen avulla.

Madrittelydokumenttien kanssa prosessit ovat osittain selvilld. Tarve muutokselle
syntyy useimmiten asiakkaan ja toisen osaston tyOntekijdn yhteistydstd. Varsinainen
médrittelydokumentti on useimmiten sdhkOposti, joka ldhetetddn haastateltavan
osastolle. Sahkoposti generoi Jira-tiketin, ja varsinainen ty0 hallinnoidaan Jiran avulla.
Jiraan saakka tulee kuitenkin vain se tieto, mikd sdhkopostitse ensimmaisessd
yhteydenotossa kerrotaan, asiakkaan ja toisen osaston tyontekijan vilinen
kommunikaatio voi pahimmillaan jdada tiketiltd kokonaan pois. Lisdksi, joskus yhden
tiketin suorittaminen vaatii monen eri jédrjestelmdn kopelointia. Miten kunkin
jérjestelmdn muutokset dokumentoidaan, ei ole niin selvilld. Lopulta tieto saattaa
hajaantua moneen eri paikkaan. Lisdksi Jiran tiketdintiprosesseissa on jonkin verran
parantamisen varaa, esimerkiksi ldpindkyvyyttd kaivattaisiin lisaa.

Haastateltavan mukaan hinen omalla osastollaan erilaisten asiakirjojen késittelyn
prosessit eivit ole dokumentoituna, mutta kohtalaisen hyvin tiedossa silti. Ainakin
yleisesti ottaen, poikkeuksiakin 18ytyy. Erilaisiin dokumentteihin ja niiden késittelyyn
liittyvit prosessit ovat erilaisia, ja miten mink& kanssa pitidisi toimia, opitaan yksitellen
ja tekemdlld. Erilaisten prosessien tai tapahtumien dokumentointi kehittyy myos
tekemisen lomassa. Usein toistuvien tyOprosessien, rutiinien ohjeet ovat osittain
hyvinkin dokumentoitu, silld l&hes kaikki dokumentit ovat haastateltavan itsensd
tekemid ja hallinnassa.



Yleisarvosanaksi dokumentoinnille osastollaan haastateltava antoi 3 = Keskiverto,
mutta ei huomioi arvosanassaan ostolaskuja eikd asiakasyhteyksien asetuksiin liittyvid
dokumentteja, silld ne eivit ole haastateltavan osastolle spesifisid. Hyvdé nykytilassa on
haastateltavan mielesti se, ettdi se on paranemassa. Huonoa taas se, ettd
dokumentoinnilla on vaarana paisua, jolloin lopulta dokumentoidaan vain
dokumentoinnin itsensd vuoksi. Lisdksi, vaikka dokumentit 10ytyvdt hyvin, eivdt ne
vélttimittd ole ajan tasalla. Dokumentteja tallennetaan vililld useampaan eri paikkaan,
eikd syy toimintatapaan ole vilttimattd selvilli. Mutta ehkd syynd on useimmiten se,
ettd on ollut liian kiire miettid tarkkaan mika olisi oikea tapa toimia, ja on vaan toimittu.

Toisinaan riittdimaton dokumentointi aiheuttaa ylimadrdistd tyOtd ja védrinkasityksii.
Esim. jos muutospyyntdjd tehdessdé on pyyntd jo alun perin dokumentoitu
puutteellisesti, saatetaan tehdd kokonaan véérd asia, jolloin alkuperdinen ongelma ei
tietenkdén ratkea. Ja kun se ei ratkea, menee juurisyyn selvittelyyn ja pyynnén
uudelleen kasittelyyn aikaa. Haastateltava korostaa myds koko organisaation kdytossd
olevan yhteisen terminologian merkitysta.

Haastateltavalla on kokemusta mm. M-Files, BlueCielo (ent.Kronodoc) ja SharePoint -
dokumentinhallinnan jérjestelmistd. Naistdi M-Files voisi toimia parhaiten nykyisen
tyonantajan kayttoon. Haastateltava kokee, ettd organisaatio voisi hydtyd kunnollisesta
jérjestelmdstd. Erityisesti metadatan kayttd dokumenttienhallinnassa olisi tervetullut
ominaisuus.

Haastateltava F, Accounting Manager, Finance

Haastateltava vastaa Euroopan taloushallinnosta ja sen prosesseista. Osastoon kuuluu
haastateltavan lisdksi neljd tyontekijéa, ja se tekee jatkuvasti yhteisty6td muiden maiden
myynti, taloushallinto ja projektitiimien kanssa.

Haastateltava kisittelee osastonsa kanssa mm. myynti- ja ostolaskuja sekd
maksumuistutuksia, asiakas- ja  toimittajasopimuksia, tilinpddtosdokumentteja,
tyoohjeita (liittyen taloushallintoon ja laskutukseen), palkanlaskennan tositteita, sekd
muita kirjanpidon tositteita. Kdytdnnossd kaikkien dokumenttien kisittelyyn liittyy
jokin prosessi, esim. laskujen hyvédksynnét ja arkistointi, tai asiakasdokumenttien
vastaanotto, késittely, edelleen ldhetys ja arkistointi. Kaikkien dokumenttien kohdalla
laatuvaatimukset ovat korkeat, erityisesti myyntilaskujen kohdalla, jotta yritys saa
laskutettua asiakkaitaan ajallaan ja oikein.

Yleisarvosanaksi osastonsa dokumentoinnille haastateltava antoi 2 = Aika huono,
parannettavaa olisi paljon. Hyvdnd asiana haastateltava mainitsi myyntilaskujen
automatisoidun prosessin (laskun erittely, kuva ja liitekésittely sekd arkistointi) sekd
tapa tallentaa sdhkopostikeskusteluja useaan paikkaan. Hyvda on siis se, ettd koska
sama tieto tallentuu moneen paikkaan, se todenndkdisemmin 10ytyy, mutta toisaalta
huonoa on juurikin se, ettd sama tieto tdytyy tallentaa useampaan paikkaan.

Suurin puute on eri dokumenttien sdhkdisen, automatisoidun hyviksymiskierron puute.
Esim. ostolaskut kiertdvédt paperisena hyviksymiskierron lépi, ja ne arkistoidaan
paperisena. Sopimukset hyvéksytetddan sahkopostin avulla, jolloin jad usein epdselvéksi
missd tilassa ja kenen tontilla mikdkin sopimus milloinkin on. Pahimmillaan
hyvéksymiskiertoon eksynyt lasku on aiheuttanut lopullisen maksusuorituksen
siirtymisen véérille vuodelle, jolloin se on syonyt vddrdan vuoden budjettia.



Lisdksi ongelmia tuottaa ajan tasalla olevien, oikein dokumenttien 16ytdminen,
dokumenttien versiohallinta ja voimassaoloaikojen puute. Erilaisten sopimusten ja
tietojen ajan tasalla pitiminen on muistin varassa. Liian paljon aikaa kuluu sopimusten
etsimiseen verkkolevyiltd, eikd varmuutta 10ydetyn dokumentin ajantasaisuudesta ole.
Némai ongelmat yhdessa saattavat johtaa tilanteisiin, jossa jokin partnerisuhde on tdysin
ilman  voimassaolevaa  sopimusta.  Tai tilanteisiin, joissa  sopimuksen
loppumispdivdméédrd huomataan niin myo6hdin, ettei uuden sopimuksen laatimiseen
ehditd endd paneutua, jonka seurauksena menetetddn hyviéd lisimyyntimahdollisuuksia.
On ollut myds tapauksia jossa on jouduttu kysymadin asiakkaalta olisiko heilld tallessa
allekirjoitettu versio sopimuksesta, koska sitd ei ole endéd omista “arkistoista” 10ytynyt.

Vaikka prosesseja hiomalla voitaisiin parantaa tilannetta joiltain osin, jdisi silti liian
paljon oman muistin ja viitselidisyyden varaan. Haastateltava myontdi, ettd vaikka itse
olisi kuinka jérjestelméllinen, ei silti aina itsekddn muista miten on toiminut, mihin
tallentanut tiedostoja tai miten tietty dokumentti pitdisi tehdd. Toiset ottavat virheet
henkilokohtaisesti, kokevat epdonnistuneensa, mikd huonontaa ty0ssd viihtyvyytta.
Teknologian avulla pystyttdisiin vdhentdmdén muistin varaan jddvid asioita ja
vihentdméddn inhimillisten virheiden mé&éardd, pystyttdisiin  esim. pakottamaan
dokumenteille vastuuhenkil6t, pakollinen metadata sekd voimassaoloajat, sekéd
huolehtimaan versiohallinnasta. Jarjestelmin avulla voidaan ylldpitdd prosessikuria.
Toisaalta tyokalu, jérjestelmd on turha jos ennen sen kdyttoonottoa ei ole tarkkaan
maédritelty prosesseja.

Haastateltavan tyotehtdvien puolesta erittiin tervetulleita
dokumentinhallintaominaisuuksia olisi my6s mahdollisuus linkittdd dokumentteja
toisiinsa, esim. sopimusliitteiden linkittdminen varsinaiseen sopimukseen. Myo0s
dokumenttien kommentointi olisi hyddyllinen ominaisuus. Sen avulla voisi saada
seuraavan dokumenttia kisittelevdn kiinnittdimdidn huomion tiettyyn asiaan, ja asiasta
jaisi  jélki dokumenttiin. Haastateltava kertoi esimerkin, jossa sopimuksen
tarkastuskierroksella 10ytyi sopimuksesta epdselvd ja turhan monimutkaisia
toimenpiteitd vaativa kohta, jonka haastateltava pyysi tarkastamaan. Jostain syystd
kommentti jdi kuitenkin noteeraamatta, ja sopimus allekirjoitettiin sellaisenaan.
Sopimuksen takia jouduttiin tiettyyn prosessiin tekemdin kokonaan uusia logiikoita,
teettdmaddn tyotd toisella osastolla, vaikka extratyd oltaisiin voitu kiertdd kirjoittamalla
kyseinen sopimuksen kohta uudestaan.

Lisdksi haastateltavankin tydssd korostuu erilaiset ndkokulmat samoihin asioihin.
Verkkolevyn avulla ei ole mahdollista kuin mééritelld yksi ndkokulma. Esim.
myyntilaskut liittyvdt niin moniin prosesseihin, ettd niitd pitdisi olla mahdollista
késitelld monesta eri jarjestelmaisti ja ndkokulmasta.

Haastateltava korostaa my0s yhteisten, koko organisaatioita koskevien ratkaisujen
tarkeyttd. Vain yhtd jarjestelmda ja osastoa koskevien “purkkaratkaisujen” aika on ohi.

Haastateltava G, Team Lead, Custom Solutions, Services Development

Haastateltava toimii tiimiesimiechend osastolla, joka vastaa yrityksen sisdisten
tyokalujen ja tuotantoympdriston kehityksestd ja ylldpidosta. Haastateltavan tiimin
vastuulla ovat sellaisten asiakaskohtaisten ratkaisujen tekeminen, joita ei muilla
osastoilla osata tehdd, ratkaisujen, jotka vaativat ohjelmointitaitoja tai erikoislogiikoita
tuotantoymparistoon.



Asiakaskohtaisiin ratkaisuihin liittyen haastateltavan tiimissd késitellddan erilaisten
teknisten tuotteiden ja ratkaisujen médrittelydokumentteja, sekéd tuotetaan ohjeita ja
sisdistd dokumentaatioita Wiki-tyokalun avulla. Haastateltava pyrkii dokumentoimaan
Wikiin erityisesti sellaista tietoa, mitd tarvitsee usein, mutta jota ei kannata jéttdd vain
muistin varaan.

Yleisarvosanaksi haastateltava antoi 3 = Keskiverto.

Dokumenteille on liian monta tallennuspaikkaa, joiden ldpikahlaamiseen menee turhaa
aikaa. Jotkin dokumentit sijaitsevat ympéristossd, johon haastateltavan tiimilld ei ole
oikeuksia, jolloin sama dokumentti kopioidaan muualle. Tdma aiheuttaa automaattisesti
versiohallinnallisen ongelman. Keskitetty tallennuspaikka ja metadatan kaytto
auttaisivat nidihin ongelmiin.

Toisinaan haastateltava on torménnyt tilanteeseen, jossa jokin toteutus on alun perin
dokumentoitu kohtalaisesti, mutta toteutuksen kéytyd ldpi uudistuksia ja paivityksid, ei
alkuperdistd dokumentaatiota ole pdivitetty, tai muutoksia dokumentoitu minnek&én.
Télloin toteutuksen dokumentaatio ei ole endd ajan tasalla varsinaisen toteutuksen
kanssa. Kun projektit padttyvit, paattyvat myods dokumenttien pdivittiminen. Ja jos
haluaisikin pdivittdé jotain dokumenttia, ei sitd vélttimattd endé 16yda.

Speksien laadussa on myos parantamisen varaa. Speksit ovat usein “tekijansi nékoisid”,
joten niiden kattavuus ja yksityiskohtien tarkkuus riippuu tekijéstd. Toisinaan
toteutuksen kannalta olennaisia asioita saa etsid sdhkopostikeskusteluista.

Toisinaan speksit muuttuvat kesken toteutuksen asiakkaan pyytdessd jotain uutta
ominaisuutta tai muutosta jo sovittuihin asioihin. Automaattinen ilmoitus péivitetysti
spesifikaatioista voisi helpottaa titd ongelmaa. Speksien muutostarve voi tulla myds
toteutuksesta késin. Toteutusta tehdessd huomataan jokin ongelma, jonka takia
spesifikaatioithin tarvitaan tarkennuksia tai muutos. Tillainen muutosprosessi on
erityisen huonosti hallittu.

Haastateltava kertoi esimerkin, jossa asiakkaalle oli myyty tietty palvelu
demoympériston mukaan. Uusin tuotantoversio kyseisestd palvelusta ei kuitenkaan endd
vastannut demoympdristdd, eikd dokumenteista kdynyt ilmi minkélaisena kyseinen
palvelu oli myyty. Erehdys tuli ilmi vasta kun kehitystiimi oli luovuttamassa palvelua
asiakkaan kéyttoon, ja asiakas reklamoi, ettei palvelu ollut sellainen kuin heille oli

myyty.

Toisessa esimerkissd asiakkaalle oli myyty palvelu sellaisen palvelukuvauksen
perusteella, joka oli kehitystiimille tuntematon. Se ei vastannut ajan tasalla olevaa
tuotantoversiota palvelusta. Mutta asiakas halusi palvelun nimenomaan sellaisena kuin
miti heille oli myyty.

Haastateltava toivoisi paremmin médriteltyjd dokumentointiprosesseja. Esim.
nimedmistavat voisi yhtendistdé ja mairitelld. Prosessit poistaisivat ns. henkilokohtaista
“varid”  dokumenteista. Paremmin médritellyt ja osittain teknologian avulla
automatisoidut prosessit vidhentdisivdt jatkuvasti tapahtuvaa “saman tekemistd
uudestaan” tai ei-laskutettavan tyon méédrd, joka johtuu huonolaatuisista ja
epatdydellisistd  spekseistd. Monta virhettd voitaisiin  poistaa  huolellisella
dokumentoinnilla.



Haastateltava H, Director of Application Development, Services Development

Haastateltava toimii tiimiesimiehend osastolla, joka vastaa yrityksen sisdisten
tyokalujen ja tuotantoympdriston kehityksestd ja ohjelmoinnista. Haastateltavan tiimi
huolehtii asiakkaille tarjottavan sanomaseurantatyOkalun kehityksestd, organisaation
tietovarastosta sekd uuden tuotantoympériston kehityksesta.

Eniten haastateltavan tiimissd késitelldén pienien ja suurien ohjelmisto-ominaisuuksien
speksejd ja ohjeistuksia. Dokumentit ovat ldhinnd sisdiseen kayttoon, ja liittyvit
sovelluskehitykseen tai tuottamiensa sovellusten yllépitoon. Yleisimmin kdytossd olevat
(dokumentointi)tyokalut ovat Wiki sekd osastolla kaytossa oleva
toiminnanohjausjirjestelmi Jira. Tiimi kommunikoi vain hyvin vdhdn suoraan
asiakkaiden kanssa.

Tiimi tyoskentelee paljon yhteistydssd USA:ssa sijaitsevan kehitystiimin kanssa. Wiki-
tyokalu on erityisen toimiva kommunikointi ja dokumentointiviline koska sen avulla
keskustelua voidaan kédyda helposti mantereiden vililld, ja aikaerosta huolimatta. Wikin
ominaisuudet sopivat muutenkin hyvin haastateltavan tyohon, esim. sen tarjoama
versiohallinta ja mahdollisuus keskustella sivujen sisédllostd. Ainoastaan tiedonhaku
kaipaisi parannuksia. Wiki-tyokalu hakee sekd sisdllostd, liitteiden siséllostd ettd
labeleiden avulla, miké aiheuttaa liian suuria hakutuloksia. Wiki-tyokalun labeleiden
kayttd voisi tarvita kehitystd. Lisdksi mahdollisuus lukita Wikissd oleva liitetiedosto
vain omaan kayttoon (check-out) olisi hyva uusi ominaisuus, mutta toisaalta sen puute
aiheuttaa vain hyvin satunnaisia ongelmia.

Yleisarvosanan dokumentoinnille oman osastonsa kannalta haastateltava antoi 3 =
Keskiverto. Tosin haastateltava kokee, ettd hdnen omassa tiimissddn asiat ovat
keskivertoa paremmin.

Haastateltava I, Sr. Sales Manager, Sales Europe

Haastateltavan tyonkuvaan kuuluu myydi yrityksen asiantuntijaosaamista ja tuotteita
asiakkaille. Haastateltava toimii erityisesti julkisen sektorin myyntiprojekteissa, joissa
suurin osa kaupoista tapahtuu julkisen tarjouskilpailun kautta, vain paperilla.

Haastateltava mielestd positiivista on, ettd dokumentoinnin merkitys ja tirkeys on
ymmérretty organisaatiossa hyvin. Mutta kdytdnnon tasolla sen laatu vaihtelee. Joitain
asioita saatetaan dokumentoida hyvin ensin, mutta dokumenttien ylldpito on retuperill.
Ehké prosesseja ei ole laadittu niin, ettd dokumentointi pysyisi systemaattisena osana
tyOta.

Dokumentoinnin taso yleisesti ei saa haastateltavalta kehuja. Yleistasoisten
palvelukuvausten perusteella on vaikea tuoda esiin miten asiat oikeasti menevit.
Haastateltava tietdd yrityksen menettaneen julkisen sektorin kilpailutuksissa
laatupisteitd dokumenttien laadun takia. Tiettyihin prosesseihin pitdisi siséllyttdd
dokumenttien teko ja metadata, jotta kaikki asiat varmasti tulisi kdytyé ldpi.

Oikean dokumentin l0ytdminen on vaikeaa ja aikaa menee jatkuvasti hukkaan
dokumentteja etsiessd. Haastateltava kertoo tekevinsd hyvin pitkdlti dokumentit
kokonaan itse, koska ei nde vaivan arvoisena etsid jotain joka “ehkd” olisi oikea
dokumentti.  Haastateltavan  ndkOokulmasta  suurin  ajallinen  tappio  tulee
perusdokumenttien tekemisestd, vaikka ne pitdisi olla jo valmiina ja loydettdvissa.



Perusdokumenttien tekeminen uudestaan ja uudestaan vie aikaa asiakasspesifien
dokumenttien tekemiseltd, mikd taas vaikuttaa lopullisten, asiakkaalle annettavien
dokumenttien laatuun.

Lisdksi on paljon tietoa jota ei ole tdlld hetkelld dokumentoitu ollenkaan, tai tieto ei ole
lainkaan ajan tasalla. Esim. asiakkaat kysyvét usein onko yritykselld kokemusta juuri
asiakkaan ERP-jédrjestelmédn integroinneista. Mutta vaikka integroitava jirjestelmi on
lahes aina projekteja tehdesséd tiedossa, ei tietoa dokumentoida, eli tietoa ei 16ydy.
Projektien aikana ilmenee myds ldhes aina asioita joita voisi vield tehdi tai jatkossa
kehittdd, mutta tietoa lisdmyyntimahdollisuudesta ei dokumentoida kunnolla.
Asiakassuhde ja tarve ovat jo olemassa, joten myynti olisi helppoa, jos tietdisi mitd
myyda.

Julkishallinnolle ldahetettavit dokumentit on oltava aina suomen kielelld, joten tietyille
dokumenteille tarvittaisiin kieliversiot. Myds asiakkaat ovat antaneet palautetta siiti,
ettd ldhestulkoon kaikki dokumentit ovat englanniksi.

Koska yritykselld ei ole paikkaa jonka kautta jakaisimme dokumentteja asiakkaiden
kanssa, ovat asiakkaat reklamoineet avoimuuden puutteesta. Asiakkaat toivoisivat
saavansa enemmankin kuin vain lopputuloksen, my0s tietoa siitd mitd oikeasti on tehty
ja misté heitd laskutetaan.

Haastateltavalla on  kokemusta  SharePoint, DynastyDocs ja  Dynasty360
dokumentinhallintajérjestelmistd, ja kokee, ettd organisaatiomme hyotyisi kunnollisesta
dokumentinhallintajérjestelmaisti. Jarjestelmien avulla pystytdan hallinnoimaan vastuita
ja sekd dokumenttien ettd prosessien omistajia, automatisoimaan prosesseja ja ndin
poistamaan padllekkaistd tyota.

Mutta jdrjestelmd itsessdén ei vield riitd, jos sitd ei oteta huolellisesti ja organisaation
tarpeiden mukaan kayttoon, tai sen ylldpitoon ja hallintaan ei ole resursseja.
Avainasemassa ovat myds prosessien madrittdiminen. Loppuun saakka hiotuilla
prosesseilla jopa verkkolevy voisi olla riittdvd dokumentinhallintajérjestelma”.

Haastateltava toivoisi, ettd ihan ensiksi siivottaisiin verkkolevyt kuntoon, sovittaisiin
nimedmisprosessit ja tehtéisiin kansiokartta siitd mité nyt on.

User story J, Sr. Consultant

The work of the consultant consists of primarily helping customers to use and
implement software products from partner companies and to implement organization’s
own software. To do this he is a user of any product documentation created by the
product development team. Documents the consultant produces consist mainly of
project and customer specific documents, but there is some reuse of parts of previously
made documents (by the consultant or colleagues).

The consultant finds it difficult to find documentation of internal processes or
documents created by other employees. The lack of centralized repository is the biggest
problem. Now the best way to find something is to ask everybody if they have it. When
in need of templates made by partner companies, the templates are easy to find. But
when our company specific templates are needed, they are hard to find. So the user
creates the document (template) himself.



Product documentation made by us is also next to impossible to find. The organization
is big and interaction between departments and countries is necessary. But different
locations still have their own repositories. And if documentation is found, the user finds
it often inaccurate (sometime just plain wrong), out of date, so spare it is only
understandable by the original author, or all the above.

Email conversation K, Implementation manager, Director of Integration Services,
Senior Sales Manager

Vuonna 2013 osasto, jonka vastuulla on asiakasprojektien toimittaminen, kdynnisti ja
kévi lapi projektin, jossa pyrittiin parantamaan projektien ldpivientid ja dokumentointia.
Yhtend projektin lopputuotteena oli uudet projektidokumenttipohjat. Syksylld 2013
uudet pohjat otettiin kayttoon asiakasprojekteissa. Asiakkaiden antama positiivinen
palaute aikaansai sdhkopostikeskustelun aiheesta:

“Uudet solution design dokumentit heréttivdt innostusta. Asiakas
kommentoi: Tavasin ldpi 1dhettimédsi dokumentit ja laitoin ne myds oston
kavereille kommentoitaviksi. Pakko kehua, ettd teilld on erinomaisesti
dokumentoitu palvelukuvaukset ja asiakasdokumentit! Mielestidni kaikki
yksityiskohdat, jotka on voitu sopia, on kirjattu oikein.” (Senior Sales
Manager)

’Kiitos kuulunee kaikille PMM-projektin painijoille. Tuo hanke mahdollisti
hyvélaatuisen ja ammattimaisen nédkdisen dokumentaation tuottamisen
jarkevéllda tyomadrdlld niin pienissd, ettd isoissa projekteissa.”
(Implementation Manager)

”On hyvé kuitenkin muistaa, ettd eivit asiakkaat pelkkid dokumenttipohjia
kehu eli tirkein rooli on projektin vetdjalld tunnistaa asiakkaan tarve ja osata
kuvata  oikeat asiat  projektidokumentaatioon.  Yleisesti  ottaen
projektidokumentaatio ja -kommunikaatio on keskeisessd roolissa koko
yrityksen maineen rakennuksessa.” (Director of Integration Services)

Email conversation L, Senior Sales Managers, Sales Manager, Sales Europe

The question that started the conversation was: “Can you think of any case where we
have lost (partially) due to missing or insufficient documentation?” Here are some
answers (or parts of them):

“Itse sanoisin, ettd potentiaalisesti 30% hévityistd keikoista on hévitty sen
takia ettd tuotteemme ei herdtd tunteita. Kuinka paljon siind on kyse
‘dokumentoinnista’ niin ehkd puolet. Vaikeampi puoli on se ettd osataan
kertoa tekemisestimme paremmin ja kehitetddn toimintatapaamme.
Toisaalta toimitusten aikana varmasti yksikdén asiakkaamme EI ole ollut
‘erityisen tyytyvdinen’ dokumentaatioon. Ei mydskddn myyntikeikkojen
osalta.” (Senior Sales Manager)

“En usko ettd yhtddn keikkaa olisi tdhdn kaatunut, ainakaan itseltd ja siten
ettd asiakas olisi indikoinut ettd dokumentaatio olisi syynd. Dokumentaation
suoranainen puute tai pdivittimattomyys on aiheuttanut muunlaisia
haasteita. Viimeisimpidnd case x missd y kuvaus ei vastannut oikein
mitenkddn sitd mitd toimitamme. Kukaan ei muuten ollut kertonut siitd



myynnille — ei sanallakaan, ei ainakaan ennen kuin tuli toimittamisen aika...
Lisdksi dokumentaation ainainen etsiminen on haste. Dokumentaation
suoranainen puute aiheuttaa hdpedn tunnetta ja ylimaardista tyotd kun joutuu
sdveltimédn” (Senior Sales Manager)

“Case z, but not missed YET , we are still in the race. But if we do, it’s 10
million euros. Is that enough ROI?” (Sales Manager)

“No, I'm sure we have a very dynamic, flexible and cost effective MDM
(master data management) solution. The problem as I see it has two sides to
it: 1. Our MDM-material (at least what I have seen) is mostly describing
custom built solutions. Maybe this is reality and how it needs to be, I don’t
know? But a generic material regarding i.e. PIM (product information
management) would be helpful. And I feel that I have lost several cases due
to a somewhat farfetched approach to it (in combination of a local lack of
knowledge). 2. As we are lacking this competence in Europe, it means that
in most cases we need to turn to the US for help when we have an RFI/RFQ,
and in the past at least, the speed in response has been far from good. I
know for sure I lost one case as a direct consequence of slowness in
response.” (Senior Sales Manager)



