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Enterprise-wide Records Management
Enhances Customer Service for the
City of Bellevue
WE WERE LOOKING TO GAIN OPERATIONAL EFFICIENCIES THAT ALLOWED
FEWER RESOURCES TO PROVIDE MORE ACCURATE, TIMELY SERVICE DELIVERY
WHERE AND WHEN OUR CUSTOMERS NEEDED IT MOST.
— Nancy Richards, City Records Manager
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INDUSTRY
City Government

SOLUTION
Records Management

CHALLENGE
› Consolidate customer service
windows across many diverse
departments
› Prevent multiple copies of hard-paper documents from department
to department
› Improve accessibility to documents
for both employees and constituents
› Create foundation for future electronic workflow and web-based
service initiatives

KEY BENEFITS
› Provides a one-stop ‘Service First’
environment
› Creates one central repository,
eliminating duplicate records
› Eliminates space and the inconvenience of walking hard copies from
department to department
› Improves overall efficiencies
through easier access to public
documents and records, allowing
city staff to respond quicker to
constituent information requests
› Secure search, retrieval and backup capabilities

City of Bellevue is the fifth largest city in
the state of Washington, responsible for
providing many traditional city services.
Their obligations to their constituents
and several smaller neighboring communities include public safety, transportation, public record keeping, planning &
community development and parks
and recreation.

In early 2005, the city was challenged
with moving to a new city hall. The
move included an initiative set before
the public to provide a one-stop ‘Service
First’ customer environment. To achieve
this goal, city management knew they
would have to replace outdated manual
paper-based business processes and
consolidate customer service windows
across the city’s many diverse departments. They were looking for a system
that would not only resolve their records
management needs, but also serve as
infrastructure for future technology initiatives such as web-based services and
electronic workflow.
Bellevue turned to Olympia-based
solutions provider ImageSource®,
selected due to their extensive experience with other similar city governmentrelated projects. A history of successful
integrations and solid customer
references cemented the decision to
employ ImageSource.
An Overwhelming Need for Centralized,
Accessible Records
Before implementing the ImageSource
solution, City of Bellevue was primarily
using paper-based business processes
to support their records management
needs across twelve departments
housed in at least five separate build-

ings. Each office was using varied
manual work methods to receive, route,
process, search, and store the 2700+
records received and produced each
day. Because the departments operated
independently, customers were required
to go to the ‘correct’ city office for their
particular business need.

All of these independent records systems lead to decentralized information
and siloed subject matter experts across
the city’s departments. Duplicates of
many documents were maintained in
multiple locations in paper format, on
the intranet, on the Internet and on
microfilm. Routine document processes
such as versioning, distribution, and accessibility to important decision-making
information were cumbersome and
prone to error in the outdated manual
system. A lot of valuable resources were
spent on routine office processes such as
sorting, processing, routing, tracking, filing, searching and locating information.
“We were looking for a standardized
way of interacting with our external customers, regardless of the departmental

service requested,” said Nancy Richards,
City Records Manager.
The city defined the following business
objectives that needed to be solved
through the implementation of an
enterprise-wide records management
system:
› Reduce storage space

› Improve access to information

› Automate routine business processes

› Recapture valuable resources (human,
financial and storage space)
› Use industry-standard technologies
that were easy to update and modify
› Improve audit trails

› Build foundation for future technology

THE SOLUTION ALLOWED CITY
MANAGEMENT TO FULFILL ITS VISION OF
PROVIDING A CONSOLIDATED ONE STOP
CUSTOMER SERVICE EXPERIENCE, ‘SERVICE
FIRST’ IN THE NEW CITY HALL. WITHOUT
THE IMAGESOURCE SOLUTION SET, IT
WOULD HAVE BEEN IMPOSSIBLE TO ATTAIN
THIS GOAL.
– Nancy Richards, City Records Manager

Core Enterprise-wide Solution Designed
and Implemented in Less Than a Month
The ImageSource solution was specifically designed to provide access to electronic records. Now city staff scan more than
2,700 documents received or created
by the city each day. Each record is then
assigned a unique index using Kofax®
Ascent Capture software. ImageSource
ILINX® Release Script seamlessly injects
these records into the Oracle® Imaging
and Process Management software. This
allows users to securely access information and related material at their desktop
with just a few keystrokes. Further, many
of these public records are available on
the Internet and accessible to the public
through self service options. By enabling
public access, additional operation efficiencies and savings for the city have
been achieved.
Ease of Expansion Fluidly Across
Twelve Departments
Following the initial installation, the
city added each department’s docuCopyright © 2012 by ImageSource, Inc.

ment collection, beginning with the City
Clerk. “The flexibility and design of the
ImageSource solution allowed us to
move very smoothly and efficiently from
department to department,” comments
Richards. “We now have over 32 document types city-wide.”
“The productivity gains are real,” continues Richards. “The ‘system’ owns the
document, rather than a department or
individual. The ability to provide those
documents to the correct user at their
desktop, rather than in a paper format
has allowed the organization to focus on
improvement of these processes. Now,
the documents are in a single location
supporting the distribution, web access,
security and auditing needs of the city.”

Employees and Constituents Gain Simple
Accessibility to Millions of Documents
Today City of Bellevue has a state of the
art enterprise-wide imaging and records
management solution supporting the
entire city as one business process, not
many independent business offices.
From city clerk to the fire department,
the system handles over 4 million pages
accessible to more than 200 of the 1200
city employees. Additionally, the public
has access to many highly requested
documents via the Internet.
An Integration that Surpasses Goals
“The combination of new technologies
and the ImageSource team’s commitment to working with us to optimize
each step of the business process
allowed us to realize our goal,” says Richards. “We set out to solve a number of
business objectives with this project that
were not only met, but in many cases exceeded because of the business relationship we developed with ImageSource.”

Expandable for the Future
“We wanted to make sure the system we
implemented would support other future
technology initiatives such as electronic
workflow and additional web services,”
says Richards. “We saw this new records
management system as the foundation for the new way we were going to
be doing business in Bellevue and did
extensive research to make sure that we
had the right technologies and solution
provider to support us in this effort.”

Technology

ILINX RELEASE

Deliver data from capture software to
ECM software with numerous options.
ILINX® Release provides a functionrich tool that takes images generated
through capture applications and
injects them into ECM systems. This
proven and easy-to-configure technology is scalable to serve individual business units or the whole enterprise.
www.imagesourceinc.com

ORACLE® WEBCENTER CONTENT

Formerly Oracle Enterprise Content Management Suite, the Oracle
Webcenter Content proactively and
automatically delivers critical business
content where and when it is needed.
Integrates transaction documents and
information into common business
processes and third party applications.
www.oracle.com

KOFAX® CAPTURE

Powerful, enterprise ready, production
level capture platform
Kofax Capture automates and accelerates business processes by capturing
all types of paper and electronic documents and forms, transforming them
into accurate and actionable information, and delivering it all into your core
business applications, processes and
workflows.
www.kofax.com
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