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Laserfiche allows us to take the burden and responsibility for compliance off 
individual employees, and moves it to a centralized and defined system. Not 
only can we ensure documents are stored as long as they are required, they are 
now also safe from accidental loss or tampering, and easily available.
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QUICKER BETTER SAFER 
A collection of solutions to document-centric business  
process problems 

When solving business process problems, gaining fresh perspective from your peers 
can be invaluable. That’s why Laserfiche encourages its customers to share concrete 
details (including screenshots) of their solutions to common problems with each other 
on the Laserfiche Solution Exchange.

This book is a collection of some of the most useful solutions our users have created. 
We invite you to tap into their knowledge to solve the business process problems that 
keep you up at night. 
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INTRODUCTION

Every organization relies on repetitive tasks to accomplish business goals. And when you put the right 
information in the right hands at the right time, staff can make better decisions about issues that impact 
your organization’s bottom line.

Enterprise content management (ECM) software transforms how organizations control information and 
processes, making it possible to:

• Manage millions of documents and retrieve the right one in seconds

• Share documents with colleagues while protecting confidential information

• Eliminate manual data entry, document naming and document filing

• Provide staff with information they need to quickly make decisions

• Back up files and records for disaster recovery

With an ECM system, information is stored in a secure, digital repository, and is accessible from any device 
by anyone with sufficient rights. Robust full-text search and indexing allows users to find a document by 
any information, including keywords, metadata, annotations and file names. 

When it comes to document-based processes like contract renewal, hiring, and invoice approval, there are 
many ways an ECM system can help your organization work faster and more effectively. Documents can 
then be automatically routed to the appropriate people for review or approval. To simplify operations even 
further, you can implement electronic forms, which transform manual, paper-based processes by making 
forms digital from the moment they’re filled out.

This book is a collection of real-world solutions that provide an overview of the ways customers around the 
world are using Laserfiche ECM software to automate various business processes – saving money and time. 

In this book, learn how:

• The city of St. Charles, IL reduced time spent processing invoices by 80 percent

• Steinhafels Inc. saved over $78,000 a year by automating human resources and accounts payable 
processes

• First Foundation Bank reduced the new account opening time from a few weeks to a few hours

• And more

We invite you to tap into their knowledge to help your organization become more informed and more 
efficient than ever before.
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This book contains 26 customer-built solutions. 
For more than 200 additional solutions, please visit:

Laserfiche.com/SolutionExchange

Some of the products and services listed on the Laserfiche Solution Exchange and 
in this book were not developed by Laserfiche. The recommendations and opinions 

expressed on the Laserfiche Solution Exchange and in this book are those of the 
person or persons posting the recommendations only, and they do not necessarily 
represent Laserfiche’s opinion or recommendation of the product or service being 

reviewed. Laserfiche disclaims all liability resulting from your purchase or use of any 
non-Laserfiche software product or service listed on the site.
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ACCOUNTS PAYABLE
Every organization has invoices that need to be paid. An efficient accounts payable 
process helps conserve cash, enables staff to focus on revenue generating activities 
and minimizes the chance that the organization will be seen as a bankruptcy risk due to 
late payments.

This section contains solutions for accelerating and simplifying the capture, processing, 
review and approval of accounts payable documentation.

City of Boca Raton, FL 6

City of St. Charles, IL 16

Victor Valley Transit Authority 28
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ACCOUNTS PAYABLE

Laserfiche Solution Contributed By: Ed Rolon, Information 
Technology Manager, Boca Raton, FL

All new technology projects at the city of Boca Raton, 
FL, follow an eight step implementation strategy. Here 
is how the city automated its accounts payable process 
with Laserfiche Forms and Laserfiche Workflow.

ACCOUNTS PAYABLE 

City of  
Boca Raton, FL

INDUSTRY: 
State and Local Government

NUMBER OF EMPLOYEES: 
1,000-2,000

HEADQUARTERS: 
Boca Raton, FL

EXISTING LASERFICHE 
INTEGRATIONS: 
SunGard NaviLine
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ACCOUNTS PAYABLE

Lean Project Management

Boca Raton created a Boca Lean Steering Committee or the Lean Team to 
oversee all Laserfiche projects. The city uses the lean methodology for project 
management which is a customer-centered approach that uses existing 
resources to identify areas for improvement by eliminating non-value added 
activities. Members of the Lean Team represent different departments such as:

• Financial services

• Police

• Utilities engineering

• IT

• Compliance

Before automating their first process, the Lean Team participated in a general 
training about lean process improvement that was led by the city.

1. GET A REQUEST

Potential projects are prioritized after they are received. The city tackles the 
most visible projects, such as the accounts payable automation process, first. 
These processes affect many staff members, so automation has the greatest 
impact in these areas. More employees are able to see a tangible benefit and 
therefore get on board with the project.

2. HOLD A KiCK OFF MEETiNG

Once the accounts payable process was selected, the Lean Team participated 
in a “Kaizen” event during which they looked for as many improvements to 
the accounts payable process as possible. Afterwards, the team held a kick-off 
meeting with various representatives from departments throughout the city to 
discuss the overall team goals of the project, the project charter and scope as 
well as identify stakeholders.
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ACCOUNTS PAYABLE

3. GO THROUGH A LEAN DiSCOvERY PROCESS

This was the most time-intensive part of the accounts payable project. During 
this phase, the Lean Team mapped out the existing process on the wall with 
sticky notes. Every step, no matter how small, was included. Once the process 
was mapped out the team evaluated each step and asked if it was value 
added. Non-value added activities such as walking a file to someone’s office or 
obtaining three different signatures were identified as waste and discarded.

During the discovery process, the steering Lean Team communicated with the 
rest of the city through monthly newsletters outlining the progress to help 
generate buy-in from stakeholders for eventual change.
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ACCOUNTS PAYABLE

4. THE NEW ACCOUNTS PAYABLE PROCESS

Once the non-value added activities were eliminated, the new accounts payable 
process was designed in Microsoft Visio. Only value-added steps were included. 

Here is the new process the team designed:
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ACCOUNTS PAYABLE

5. DESiGN FORMS AND WORKFLOWS

Once the new accounts payable process was finalized, the workflow developers 
created workflows and vendor information request forms. The finalized process 
progresses as follows:

• Before doing business with the city, a vendor must fill out an Additional 
Vendor Information form on the Boca Raton website.  
 

The form is automatically saved in Laserfiche, and Laserfiche Workflow sends 
an email to the vendor confirming the form submission. Another automatic 
email is sent to the accounts payable manager who is also notified of the new 
form submission.
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ACCOUNTS PAYABLE

• Accounts payable staff verifies whether the company is incorporated and, 
if the verification is complete, the accounts payable manager generates a 
vendor record in the financial system, SunGard NaviLine.

• The accounts payable manager opens the form’s metadata and populates the 
vendor number. She also selects “Completed” from the form status field.

• If the state of incorporation validation is not successful due to incomplete 
information, the accounts payable manager enters the reason why the 
form is incomplete in the comments field and selects an “Incomplete” 
form status.

• Laserfiche Workflow sends an automatic email to the vendor with one of two 
messages:

• A vendor number and instructions on how to forward invoices to the city.

• A notification that the form is incomplete and the reason why along with 
instructions for resubmittal.

QUiCKER BETTER SAFER  |  11



ACCOUNTS PAYABLE

• The vendor sends an email with the invoice 
attached to a specific email address.

• The email subject line identifies the vendor and 
purchase order number.

• The accounts payable clerk drags and drops 
the email into the Accounts Payable\Invoices\
Validation folder in Laserfiche and enters 
the invoice number and amount into the 
corresponding template fields.

• If the email subject includes a purchase order 
number, then Laserfiche Workflow performs a 
lookup into SunGard NaviLine to check if the 
purchase order is active.

• If the purchase order is active, Laserfiche 
Workflow creates a folder with the vendor 
name under the Assignment\Vendor folder 
based on the first letter of the vendor name.

• The accounts payable staff verifies that the goods 
and services have been received in SunGard.

• If the department has entered the receiver, 
the accounts payable staff selects the Pending 
Payment document status from the Finance 
Document Status field.

• If the staff member from the department 
hasn’t entered the receiver, then the accounts 
payable staff selects the Sent to Department 
status. This triggers an email to the staff 
member requesting the receiver to be entered 
into the system and routes the invoice to the 
Sent to Department folder.

12  |  QUiCKER BETTER SAFER



ACCOUNTS PAYABLE

• When the payment is issued, a copy of the 
check or electronic fund transfer notification is 
imported into Laserfiche with Laserfiche Quick 
Fields and Laserfiche Import Agent.

• Laserfiche Workflow matches the payment 
with the invoice and moves both to a common 
folder in the record series area where it is 
organized by fiscal year and due date.

• City staff can search 
for invoices through 
the through the city’s 
Laserfiche web portal.
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ACCOUNTS PAYABLE

6. TEST

During the testing phase, the city had to redesign some parts of the workflow. 
For example, originally Laserfiche Workflow was sending an email to a vendor 
based on the information stored in the customer database. Not all vendors had an 
associated email address, so sometimes the email would not be sent. To remedy 
this issue, the workflow was redesigned to send the email to a central inbox from 
which the accounts payable manager routes it to the correct receiver.

7. TRAiN USERS

To train users, the Lean Team held training sessions and developed a step-by-step 
guide to the new process that included detailed instructions and screenshots.  
This guide is available to everyone through the company’s Internet portal.

Here is sample a page from the guide:
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ACCOUNTS PAYABLE

8. LAUNCH

After training was complete, the city launched the process into production, 
making changes as needed.

Benefits of Laserfiche

Automating the accounts payable process with Laserfiche has resulted in the 
following benefits for Boca Raton:

• Processing errors have been greatly reduced since purchase orders are 
now automatically looked up in SunGard NaviLine and matched with 
appropriate invoices.

• The process is much faster since redundant (or non-value added) steps 
have been eliminated.

• Customer satisfaction has increased tremendously since all vendor 
information is now submitted through a single, electronic form.

• Lost invoices have been eliminated since the system tracks the invoice 
from the moment it is received through the approval process and onto the 
final payment.

• All documents including checks and backups are now centrally located 
in the Laserfiche repository. Each department can check the stage of its 
payments in the same system.
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ACCOUNTS PAYABLE

Laserfiche Solution Contributed By: Jackie Uhler, City 
Records Division Manager, City of St. Charles, IL

A suburb of Chicago, IL, the City of St. Charles is home 
to 33,000 residents. It is also home to 88 banker boxes 
full of 193,600 pages of old accounts payable (AP) 
documentation waiting to be destroyed (after its seven-
year retention period). If you stack all those boxes on 
top of each other, the resulting column would be more 
than 73 feet high!

ACCOUNTS PAYABLE 

City of  
St. Charles, IL

INDUSTRY: 
State and Local Government

NUMBER OF EMPLOYEES: 
200-500

HEADQUARTERS: 
St. Charles, IL

EXISTING LASERFICHE 
INTEGRATIONS: 
infor Lawson Enterprise 
Resource Planning System
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ACCOUNTS PAYABLE

Prior to automating the AP process with Laserfiche, the AP office 
processed each invoice manually. A clerk had to look up each one 
in the city’s Infor Lawson enterprise resource planning (ERP) system 
to find the associated purchase order and name of the requester to 
contact for invoice payment approval.

Upon receiving confirmation from the requester that the invoice 
could be paid, the AP office would print the email and the invoice 
and store them in a file cabinet. A clerk would then manually release 
the invoice for payment in Lawson. Once a week, checks were cut for 
payment to the vendor.

Here is how the city of St. Charles used Laserfiche to reduce invoice 
processing time by 80 percent.

Purchase Order Processing

Currently, three workflows handle the AP process.

A purchase order (PO) is generated through Lawson after a requisition is approved. 
Laserfiche Import Agent runs nightly and imports all POs created that day into the 
PO Intake Folder in Laserfiche. All of these POs are imported as one batch file.

Once the POs are imported into Laserfiche, Laserfiche Workflow:

• Uses the Pattern Matching activity to find the PO number and Vendor ID in the 
text and assigns them to tokens.

• Uses the Token Calculator activity to calculate the appropriate fiscal year.

• Runs a custom query in Lawson to determine the vendor name based on the 
Vendor ID.

• Creates a new entry in the records management section of the repository and 
moves the PO pages from the batch file to the new entry.

• Creates a shortcut to the PO in an existing vendor file or creates a new vendor 
file if one does not exist.

• Assigns the Finance – Accounts Payable template to the PO and populates the 
appropriate metadata including:

• Document type

• Date

• Lawson company name

• PO number

• Vendor ID

• Vendor name
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ACCOUNTS PAYABLE

The workflow then moves on 
to the next PO in the batch and 
repeats until all POs have been 
processed.

Laserfiche Workflow extracts 
every PO from the batch and 
saves them as separate entries
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ACCOUNTS PAYABLE

invoice Processing

Once the accounts payable office 
receives an invoice, it inputs the 
information into Lawson. The AP 
clerk then clicks the Import button 
in Lawson and uploads or scans the 
invoice into Laserfiche through the 
Laserfiche Affinity integration into 
the Invoice Processing folder.

Affinity extracts the information 
from Lawson and uses it to 
populate the invoice’s metadata.

The Import button is created 
using a custom JavaScript 
provided by the city of Corpus 
Christi, which has done a similar 
integration with Lawson.

Laserfiche is integrated with the Infor Lawson ERP to easily share data 
between the two systems

The Laserfiche Affinity integration allows information from Lawson to be used 
as Laserfiche metadata
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ACCOUNTS PAYABLE

Once the invoice is in the Invoice Processing folder, Laserfiche Workflow does 
the following:

• Retrieves all the field data to be used later in the workflow.

• Determines if the invoice has all the necessary metadata.

• If metadata is missing, Workflow sends an email to the AP office asking it 
to resubmit the invoice with the required information, deletes the current 
document and terminates.

• Looks for the associated PO based on the PO number.

• If the PO exists, then Workflow adds the invoice number to the PO’s 
metadata.

• If the PO does not exist, the workflow continues.

• Renames the invoice according to the standard naming convention: 
Document Type – Invoice Number – Vendor Name – Invoice Date.

• Routes the invoice to the records management section of the repository for 
archival where retention is automatically applied.

• Creates a shortcut to the invoice on the user side of the repository in the 
same folder as the associated PO. This provides a centralized place for users 
to access all the information.

• Populates the company number based on information queried from Lawson.
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Laserfiche Workflow streamlines invoice processing
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ACCOUNTS PAYABLE

At this point, the invoice is sent down different paths in the workflow depending 
on invoice type.

• If the invoice type is for an expense that does not need approval, it is 
automatically routed to the 2 – Waiting for Check or EFT Confirmation folder.

• If the invoice is for a service, a VB script is used to place a hold on the invoice 
in Lawson to keep it from being paid. Laserfiche Workflow then:

• Determines the name of the original requester of the PO and sends that 
person an email to approve the invoice.

• Creates a new folder for the reviewer within the Accounts Payable\Invoice 
Routing\Requester Approval folder.

• Sets security on the new folder so that only the appropriate reviewer can 
view the information.

• At this point the reviewer can approve, deny or reroute the invoice.

• If he chooses to deny the invoice, an email will be sent to the AP office to 
either delete the invoice or reroute if necessary.

• If he chooses to reroute the invoice, the workflow will repeat the above 
steps and email the new reviewer. If the second reviewer approves the 
invoice, the invoice packet is moved to the 2 – Waiting for Check or EFT 
Confirmation folder and the security is adjusted as necessary.

• The invoice’s metadata is updated to reflect that the invoice is awaiting 
payment. A different VB script removes the hold placed on the invoice in 
Lawson.

• The invoice packet remains in the 2 – Waiting for Check or EFT Confirmation 
folder until a check is cut and imported into Laserfiche.
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Laserfiche Workflow routes invoices down a different path depending on whether they were approved, denied or rerouted
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ACCOUNTS PAYABLE

Check Processing

The check intake is done through a third workflow. A batch of checks, run from 
MHC Software, is imported into the Check Processing folder. This batch can 
consist of one or more checks. The workflow extracts the check number and 
vendor ID from the first page using the Pattern Matching activity and assigns 
this information to tokens.

Next, Laserfiche Workflow uses the Token Calculator activity to calculate the 
fiscal year and assign it to another token. Workflow also runs a custom query in 
Lawson to determine the invoice number associated with the check number and 
the vendor name associated with the vendor ID.

Laserfiche Workflow creates a new entry and assigns the same metadata fields 
as the PO—with the addition of check number. Laserfiche Workflow then:

• Looks up the PO number in Lawson based on the invoice number and assigns 
a company code to the check.

• Finds the appropriate invoice and PO, and adds the check number to each 
document’s metadata.

• Removes the check from the batch document and saves it as a new entry.

These steps are repeated for every check in the batch.
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Once the check has been cut, the AP clerk 
changes the invoice status to Check Has Been 
Issued, which launches a workflow. This workflow 
searches the repository for the invoice packet 
folder, which now includes a copy of the check, 
and moves it to the vendor folder.

At this point, unless the invoice is for a capital 
expense, the workflow is complete. If an invoice 
is for a capital expense, the workflow queries 
Lawson for the activity and account code and 
places an additional document shortcut in the 
Capital Invoices folder, under the current fiscal 
year and the appropriate activity code. This is 
done per the finance department’s request to 
provide a centralized location for review.

Laserfiche Workflow matches checks 
with their associated invoices and POs
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ACCOUNTS PAYABLE

The information is viewed through shortcuts on the user side of the repository. 
The actual documents are stored in their record series folders on the archive 
side of the repository with the appropriate retention applied.

Each invoice is stored with its associated PO and check in one folder in Laserfiche
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ACCOUNTS PAYABLE

Benefits of Laserfiche

Automating the accounts payable process with Laserfiche has resulted in the 
following benefits for the city of St. Charles:

• Physical storage and record destruction costs have been reduced since the 
AP office has no more paper records to send to the archives.

• The time spent processing invoices has been reduced by 80 percent—from 
five minutes per invoice to one minute per invoice.

• Staff does not need to dig through banker boxes to access information since 
everything is available in one place in the repository.
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ACCOUNTS PAYABLE 

Victor Valley 
Transit Authority

Laserfiche Solution Contributed By: Steven Riggs, Finance 
Director and Dave Flowers, Information Technology 
Manager, Victor Valley Transit Authority

Victor Valley Transit Authority processes an average 
of 50 invoices a week. Processing these invoices from 
receipt to check payment used to take 8 to 12 man hours. 
With Laserfiche Workflow, the processing time has been 
reduced to just a few hours.

INDUSTRY: 
State and Local Government

NUMBER OF EMPLOYEES: 
50-200

HEADQUARTERS: 
victorville, CA
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Legacy Process

After the accounts payable (AP) clerk received the invoices by mail, she sorted 
them into different piles depending on the department. These invoices were 
then delivered to the department managers for approval. Often, the AP clerk had 
to follow up with the managers to make sure that they approved the invoices. 
Two of her main pain points were:

• Managers said they had not received the invoice.

• Managers returned folders that didn’t include every invoice.

To alleviate these issues, the AP clerk made copies of every invoice before 
delivering them to the appropriate manager. When the managers returned the 
invoices, she reconciled them with the copies she had made.

• Once the copies were approved, the AP clerk coded and handed them over to 
the finance director for review.

• The finance director checked the codes and handed the invoices back to the 
AP clerk to be entered into the accounting system.

• Once all the invoices were in the system, the AP clerk printed a report and 
handed it back to the finance director along with the invoices.

• The finance director made sure everything was entered correctly and sent 
the invoices to the treasury department.

• The treasurer reviewed everything, initialed the invoices and printed checks.

• The whole stack was then passed to the executive director who performed 
another review, initialed and signed the checks.

• Everything was then delivered back to the finance director who brought 
them to the AP clerk.

• The AP clerk made a copy of the check, stapled it to the invoice and mailed 
the original check.

• The AP clerk then filed the invoices in a file cabinet.
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Current Process

Now, after an invoice has been received in 
the mail, the AP clerk scans it directly into the 
Laserfiche folder of the manager associated with 
the invoice.

Laserfiche Workflow sends an email to the 
manager notifying him that he has a new invoice 
to approve.

If the manager doesn’t review the invoice, he 
receives automatic email reminders until he 
takes action. To approve or reject the invoice, the 
manager changes the value of the AP status field. 
If the invoice is rejected, the manager must also 
specify the reason in a new field.
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Rejected invoices are routed back to the AP clerk, 
who makes the corrections and resubmits them. 
Approved invoices are automatically moved to 
the Approved folder.

Every week, the AP clerk 
initiates a Laserfiche Workflow 
business process for all of the 
invoices in the Approved folder.

This workflow moves the 
invoices to the Payment Batch 
folder, locks the payment batch 
in place so that even if new 
invoices are approved, they will 
not be part of that particular 
payment batch.
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The AP clerk enters all the invoice information into the accounting system and 
generates a report that is emailed to the finance director along with a link to 
the Payment Batch folder.

The finance director reviews all of the invoice totals and checks them against 
the report. The folder columns are set up so that all of the relevant invoice 
details are viewable without opening the specific documents. He then 
approves or denies the invoices.

When all of the invoices in the Payment Batch folder are ready, the finance 
director starts a Laserfiche Workflow business process on the folder. This 
process then moves the invoices to the treasury department’s folder.
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The assistant treasurer reviews all of the invoice totals in the Treasury folder 
and looks for any anomalies. The treasurer then prints the checks and checks 
the total check run against the total in the Laserfiche batch. If the totals match, 
the assistant treasurer initiates another Laserfiche Workflow business process, 
which moves the invoices to the Checks Printed folder.

This workflow automatically sends an email and text message notification to 
the executive director, who must review all of the invoice totals in the Checks 
Printed folder and check them against the total associated checks. Once the 
executive director reviews the invoice and check totals, he starts another 
Laserfiche Workflow business process, which sends an email notification to the 
AP clerk.

• If the executive director is in the office, he signs the checks and passes 
them back to the finance director.

• If the executive director is out of the office, he starts the business process 
remotely on his mobile device. This serves as the go ahead to mail the 
checks without his signature.

If the checks are approved, the AP clerk scans them into Laserfiche with 
Laserfiche Quick Fields.
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Laserfiche Quick Fields automatically extracts the vendor name, invoice 
number, check number and check date from the document and uses it to 
populate the metadata.

Once the checks are scanned in, Laserfiche Workflow appends the checks to the 
appropriate invoices and files everything away in the Paid Invoices Folder. The 
AP clerk then mails the original checks to the vendors.

Throughout the entire process, every action is automatically recorded in a sticky 
note on the invoice. It is very easy to see all the steps that the invoice went 
through simply by looking at the sticky note.
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Benefits of Laserfiche

Automating the accounts payable process with Laserfiche has resulted in the 
following benefits for Victor Valley Transit Authority:

• Invoices are never misfiled. In the past, the AP clerk would sometimes 
file invoices for the same organization in different folders (e.g., the city of 
Hesperia could be filed under “T” or “C” or “H”).

• Payment now occurs within 48 hours of the invoice being scanned into 
Laserfiche as opposed to a minimum of a week with the old system.

• Invoices are never lost since the originals never leave the AP clerk’s desk, and 
one centralized copy is always stored in Laserfiche.

• Time is saved due to automatic routing of invoices between approvers.

• Invoices can be approved remotely. The executive director, who travels a lot, 
can now approve checks and invoices remotely, allowing them to be mailed 
much quicker than before.

• Accountability has improved. The entire history of the invoice, including 
the name of every approver and date of each approval is contained in the 
automatically generated sticky notes.
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CASE MANAGEMENT
Case management is a collaborative process that enables the smooth delivery of 
human services such as income assistance, medical care and housing, among others. 
Effective case management is essential for providing high-quality services to qualified 
individuals at an affordable cost.

This section contains solutions for automating the case management process to 
increase staff productivity.

KVC Behavioral Health 38

Learning ARTS 42 
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CASE MANAGEMENT 

KVC Behavioral 
Health

Laserfiche Solution Contributed By: Lindsey Stephenson, 
Director of Integrated Services, KVC Behavioral Health and 
Dina Blair, Senior Document Management Specialist, UDP 
Unisource and DataMax, KC

KVC Behavioral Health provides foster care and welfare 
services to more than 4,500 children in 33 counties 
across the state of Kansas. By implementing Laserfiche 
for case management, KVC Behavioral Health replaced 
up to 13 green six-inch binders per child—about 6.5 
feet when stacked vertically—using Laserfiche.

INDUSTRY: 
Healthcare

NUMBER OF EMPLOYEES: 
1,000-5,000

HEADQUARTERS: 
Olathe, KS
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Digitizing Case Files

Each child’s documents have been scanned into 
Laserfiche and are stored in a folder structure 
that replicates the green binders. In order to 
make the transition to Laserfiche as intuitive as 
possible, the folders were colored green just like 
the binders.

Any new documents that arrive by email are 
saved directly in Laserfiche using the Laserfiche 
– Microsoft Outlook integration, while anything 
received by mail is scanned as it is received.

All of the documents related to a child are stored in 
Laserfiche based on document type

Public Portal

All documents are also available 
on the Laserfiche WebLink public 
portal for access by authorized 
external users, such as state 
auditors, judges and attorneys.

External users, such as judges, can access a child’s documents 
directly from the online portal

QUiCKER BETTER SAFER  |  39



CASE MANAGEMENT

Laserfiche Workflow

Laserfiche Workflow is used 
extensively within the organization. 
Laserfiche Workflow:

• Looks for changes to the 
child’s information in the case 
management system, and 
populates the related documents’ 
metadata.

• Searches for documents tagged 
for an audit and automatically 
creates a copy into a folder 
accessible to auditors.

• Identifies and moves documents 
into appropriate subfolders 
(i.e., a mental health screening 
document would automatically be 
moved to the Medical folder).

Laserfiche Workflow routes documents to appropriate subfolders for archival

40  |  QUiCKER BETTER SAFER



CASE MANAGEMENT

Benefits of Laserfiche

Implementing Laserfiche at KVC Behavioral Health has resulted in the 
following benefits:

• Audits have been streamlined because the QA workers don’t have to spend 
days manually locating documents in binders.

• Case workers don’t need to drag 13 boxes of files into the courthouse. 
Instead, they can log into the portal with a mobile device and pull up 
documents as they testify on the stand.

• Document metadata in Laserfiche is always in sync with the case 
management system.
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Learning ARTS

Laserfiche Solution Contributed by: Nathan Gamble, 
Business Process Management/Director of IT

Learning ARTS provides in-home learning programs to 
over 400 children living with autism and other cognitive 
disabilities, teaching them skills from shoe-tying to 
resume writing. With eight geographically disparate 
locations, collecting paper forms had become a 
challenge. Here is how the organization implemented an 
efficient paperless solution with Laserfiche.

INDUSTRY: 
Education

NUMBER OF EMPLOYEES: 
50-200

HEADQUARTERS: 
Citrus Heights, CA
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Legacy Process

Previously at Learning ARTS, onboarding new clients required several 
paper forms which needed to be stored onsite at the Learning ARTS facility. 
Technicians kept Verification of Services (VOS) forms stored in a binder in the 
client’s home. VOS forms track payroll information as well as details about the 
child’s progress. Employees can then use the VOS form to determine whether 
or not the child’s program should be altered based on the child’s progress. 
Because information from the VOS forms was not immediately available, 
changes to a child’s program took up to two weeks to take effect.

For the payroll process, employees at Learning ARTS would print reports, 
which showed the client name and the check-in/check-out times. Reports 
were not time stamped, making it difficult to determine which entries were 
new. The entire report needed to be printed and compared to the report from 
the day before and new entries highlighted. Human error often caused entries 
to be missed. The daily process took four hours and resulted in up to 200 
pages printed.

New Client Onboarding

Aside from a small number of clients without internet access, all new client 
onboarding forms are now processed electronically:

• Parents submit applications through Laserfiche Forms

• As part of the application process, parents upload images of insurance 
cards, doctors’ notes and referrals with the application form

• The application and all supplemental documents are stored together in the 
Laserfiche repository

• Learning ARTS employees review and approve the submitted application 
and assign a technician to the child

• Behavioral analysts create individualized programs for the children based 
on the assessment and previously submitted documents
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When a new form is submitted 
and a technician is assigned, 
Laserfiche Workflow 
determines the technician’s 
team and sends them email 
or text message notifications 
regarding their new case.

Laserfiche Workflow automates employee notification, eliminating the need 
to manually track forms
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Billing

Each client has a tablet issued by 
Learning ARTS at home, replacing 
the binders of forms that previously 
resided with the clients. The tablets 
allow clients to quickly submit 
required documentation and allows 
technicians to easily fill out a VOS 
form at the end of the day’s session 
using Laserfiche Forms.

A workflow extracts the user ID, 
client ID and clock-in/clock-out 
time from the form and updates the 
time card portal. This automatically 
and instantaneously updates 
the time cards, removing manual 
processes entirely.

Every night, another workflow 
checks for new entries using a SDK 
custom script and then creates a 
CSV file to email to the billing team. 
The CSV file contains the client 
billing information, including the 
length of the session, so that the 
client can be billed within 24 hours 
of receiving the service.

All employee and client data is held 
alongside time card and payroll 
information in a custom-built web 
portal integrated with Laserfiche. 
A simple SQL query allows for an 
automatic calculation of payroll 
from the database.

Using a custom script in combination with Laserfiche Workflow allows 
Learning ARTS to automate the billing process
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Laserfiche Repository

Learning ARTS keeps files organized in the repository, separating client files 
from human resources files and further separating documents by client/
employee name and document type.

The Learning ARTS repository is organized intuitively so that both client and 
employee files can be located quickly

Rather than utilizing a traditional records management solution, Learning ARTS 
creates cumulative client reports so that documents can be archived after 
they have been processed. The reports summarize client files from the initial 
assessment to the most recent documents in the web portal. After the report has 
been created, records are stored on an external hard drive rather than staying in 
the repository. Employees no longer access the records once they are stored as 
the reports contain all relevant information.
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Benefits of Laserfiche

Implementing Laserfiche has resulted in the following benefits for Learning ARTS:

• The payroll process has been made completely paperless, cutting the cost of 
printing 200 pages per day and effectively storing records

• Manual data entry has been eliminated, saving 20 hours per week and ensuring 
accuracy of all information

• Information about each child and their programs is available instantly, enabling 
employees to adjust programs daily and improve the quality of service
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CONTRACT 
MANAGEMENT
Contract management is a risky process. Organizations need to ensure that the terms in 
all their contracts are favorable, that contracts are reviewed on a timely basis and that 
contracts are stored in compliance with industry rules and regulations.

This section contains solutions for driving consistency, transparency and accountability 
through the contract management process.

Municipality of Bayham, ON 50

Texas A&M University Health Science Center 56

Davie County, NC 66

QUiCKER BETTER SAFER  |  49



CONTRACT MANAGEMENT

CONTRACT MANAGEMENT 

Municipality of 
Bayham, ON

Laserfiche Solution Contributed By: Paul Shipway, CAO, 
Municipality of Bayham, ON, Canada

The municipality of Bayham, ON was losing thousands 
of dollars every year in unrecovered fees from 
miscellaneous agreements. With an 8,000 person 
population, Bayham has a small tax base and minimal 
avenues for revenue generation. With only 20 people 
on staff, the municipality needs to operate efficiently to 
serve citizens to minimize tax increases.

INDUSTRY: 
State and Local Government

HEADQUARTERS: 
Bayham, Ontario, Canada
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CONTRACT MANAGEMENT

By implementing Laserfiche, Bayham is leading the way for rural 
municipalities in Ontario, adapting to change and serving the 
public more quickly and effectively. “Laserfiche has become one 
of the most valuable employees with the municipality of Bayham,” 
said Paul Shipway, Chief Administrative Officer.

Here is how Bayham automated its contract management process 
and collected over $50,000 annually in unrecovered fees.

Legacy Process

Rather than managing electronic records, Bayham’s previous records 
management system indexed the location of paper files. Documents were 
archived off-site, resulting in extended delay to fulfill document requests made 
by the public. The operating system, which had expired and was unsupported by 
Microsoft, was difficult to navigate and relied on the knowledge of senior staff 
members, limiting the upward mobility of newer employees.

The municipality routinely has 100-250 active agreement contracts, each having 
from one to ten actionable requirements, such as collecting:

• Fees and insurance certificates

• Building permits

• Letters of intent

• Reports from the health department

In the past, agreements were drafted and signed, and the associated 
documentation was put into a box and largely forgotten. This resulted in tens 
of thousands of dollars in uncollected fees and liability exposure due to the 
absence of necessary insurance certificates.
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Using the records’ metadata, Laserfiche Workflow monitors the retention 
schedules of records and notifies employees when records should be deleted.

Bayham’s intuitive repository structure as dictated by TOMRMS

Document Request and Management

All records are now stored in the Laserfiche repository. Currently, citizens 
can submit a cover letter and a check to request a building compliance or tax 
certificate. Eventually, Bayham will integrate Laserfiche Forms into a portal on 
the Municipal website, making requests entirely electronic.

Additionally, the public can access many of the municipality’s documents 
through a public portal, enabling access to minutes from as far back as the 
1800s. The public can browse through agendas sorted by month and year. 
Councilors can log into the portal to access confidential information that is not 
available to the public.

Records at Bayham are organized according to The Ontario Municipality Records 
Management System (TOMRMS). The 19 parent folder and 260 subfolders are 
identical across almost all Ontario Municipalities. TOMRMS provides consistency 
across various municipalities and Laserfiche enables Bayham to easily follow the 
already defined structure.
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Contract Management

Using Laserfiche, the municipality automated their agreement process:

1. The legal team first drafts the agreements and determines the duration of the 
contract.

2. Employees scan in the agreements and manually set metadata including 
the start date and renewal date. Bayham has made certain fields required, 
ensuring that necessary information is always included.

3. Laserfiche Workflow extracts metadata from the contracts and uses the 
information to automate notifications and fee collection.

The agreement template allows Laserfiche Workflow to use submitted information including by-law number, expiry 
date and agreement type
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Laserfiche Workflow automatically extracts the expiry date from the 
agreement’s metadata and renames agreements according to their status by 
adding the word “ACTIVE” to the name of any agreement with an expiry date 
greater than today’s date.

Laserfiche Workflow adds the word “ACTIVE” to agreements which have not yet expired

One of the most important aspects of the agreement process is the collection 
of insurance certificates. The certificates are necessary to mitigate liability risks, 
and are required to comply with municipal, provincial and federal regulations.
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Laserfiche Workflow checks agreement metadata daily, monitoring agreement 
conditions and their recurrence. Workflow automatically emails clerks on the 
appropriate day so that they can easily collect fees or insurance certificates.

Laserfiche Workflow monitors the frequency of 
events and automatically notifies Bayham’s clerks 
as to which actions need to be taken when

In order to ensure that agreements are up to date, Laserfiche Workflow sends an 
email to the clerk and deputy clerk 180, 90 and 30 days prior to the expiration 
of the contract so that a renewal contract can be drafted and the agreement 
provision status can be monitored.

Benefits of Laserfiche

Implementing Laserfiche at Bayham has resulted in:

• The collection of $50,000 in unrecovered funds as well an elimination of 
$25,000 storage costs annually.

• A quicker response time. Previously, requests took up to seven days to process 
and now clerks can process them in half of a day.

• Intuitively organized folders, allowing clerks to quickly search through 
documents stored in the repository without any prior knowledge of the system.

• Improved risk management and compliance with legislation through the 
automation of insurance certificate collection.
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Texas A&M  
University System  
Health Science Center

Laserfiche Solution Contributed By: Trevor Moran, Senior 
Information Technology Consultant, Texas A&M University 
System Health Science Center

The Contracts Administration Office is responsible for 
processing, reviewing and approving contracts from 
various departments within Texas A&M System’s Health 
Science Center (HSC). Here is how HSC uses Laserfiche 
Workflow to decrease processing time from six to eight 
weeks to one and two weeks per contract.

INDUSTRY: 
Higher Education

NUMBER OF EMPLOYEES: 
1,000-5,000

HEADQUARTERS: 
College Station, TX
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Store Initial Contracts in Laserfiche

Contracts originate in different HSC departments, including the College of 
Medicine, the College of Nursing, the College of Pharmacy, the College of 
Dentistry and the School of Rural Public Health. Staff from those departments 
can either scan documents directly into the For HSC Review folder in 
Laserfiche or use the Laserfiche Snapshot to print the documents into the 
folder. During this scanning or printing process, the staff member manually 
enters the required metadata into the document’s template. In the template 
screenshot below, all the fields denoted in red are required.
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Review and Edit the Contracts

Once a document has been stored in Laserfiche, the review process begins.  
The organization has set up a series of template-driven workflows to facilitate 
the process.

Different people in the Contracts Administration Office are responsible for 
managing different types of contracts. For example, contracts from the College 
of Medicine and College of Nursing are assigned to one staff member (HSC 
Component Contact) while contracts from the School of Rural Public Health are 
assigned to someone else. The first workflow takes each contract from the For 
HSC Review folder and, depending on where it originated, routes it to the folder 
of the specific HSC Component Contact who will be managing the contract.
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Workflow then automatically populates the Contract Number field in the 
template with the document’s Laserfiche Entry ID. Both the HSC Component 
Contact and the person submitting the contract receive an email stating that 
the contract has been received. This email also contains the Contract Number, 
inserted as a token, in order to simplify tracking.
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As part of the template, there is a multi-value field named Areas of Requested 
Review. The HSC Component Contact populates this field with the names of the 
people who will need to review the contract. Another workflow then uses the 
Conditional Parallel activity to route a shortcut of the contract document to each 
reviewer’s folder in the Laserfiche repository. In addition, Workflow emails every 
reviewer a shortcut to the document. This process enables simultaneous review 
of the contract by all the required parties. The actual contract document is stored 
in the HSC Component Contact’s folder.
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The reviewers make comments and corrections on the original document. Once 
they finish reviewing the contract, they mark the specific field in the template 
that pertains to them. If changes need to be made before the contract can be 
approved, Workflow moves the contract to a Returned to Component folder in 
the repository.

The person who initially submitted the contract receives an email letting him 
know that the contract has been reviewed and that there are changes that need 
to be made before it can be approved. He opens the contract in Laserfiche 
from the shortcut included in the email and creates a new contract with all the 
necessary changes. The pages of the revised contract are appended to the old 
contract which enables the changes to the contract to be tracked. This contract 
is then resubmitted.

This time around, the contract is automatically routed to the same HSC 
Component Contact and no new Contract Number is assigned. This review 
process is repeated until everyone agrees on the finalized version of the 
contract. Certain contracts may also be routed to General Counsel for an 
additional review after the initial review process is complete.
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Sign Finalized Contracts

After the contract has been finalized, it must obtain approval signatures. 
HSC uses a Conditional Parallel activity in Workflow since the contract has 
to be signed by multiple parties at various levels. When the contract is 
ready to be signed, an email, which includes a shortcut to the document, 
is sent to each person who needs to sign the contract. People sign the 
contract by appending a personal stamp to the document and then 
updating a particular field in the template.

Contracts that have been signed and finalized are moved into a record 
series where various staff can access and review them as needed.
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General Advice on Planning and 
Implementing Workflows
• Meet with all of the users involved in the business process and get them 

involved in designing the workflows.

• Be ready to adjust your workflows if necessary to account for changing 
business requirements.

• Set up security on templates so that only the people who need to edit 
certain fields can see them. This will eliminate user confusion and reduce 
data entry problems.

• Use security tags if you want certain users to be able to view only certain 
documents and not the entire contents of a particular folder.
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Davie County, NC

Laserfiche Solution Contributed By: John Gallimore, Chief 
Technology Officer, Davie County, NC

Davie County, NC, which was carved out of Rowan County  
in 1836, has an area of 264 square miles and a population  
of 41,000.

Before implementing Laserfiche, the county’s contract 
approval process was paper-driven and inefficient. A 
department representative would fill out a submittal 
document in Microsoft Word, print it and attach it to a paper 
copy of the contract. This contract was then routed to various 
departments for signatures. If changes were necessary, paper 
copies were returned to the submitter for corrections, and 
then returned to the reviewing department for approval.

INDUSTRY: 
State and Local Government

NUMBER OF EMPLOYEES: 
200-500

HEADQUARTERS: 
Mocksville, NC

EXISTING LASERFICHE 
INTEGRATIONS: 
DocuSign
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The paper-heavy process introduced several challenges:

• It was difficult to track the location of the contract, as there was 
no clearly defined order of review and approval

• Contracts were occasionally lost, delayed or misplaced

• Ensuring that the contract was signed by all parties before being 
finalized

The county used Laserfiche Forms, Workflow and Laserfiche 
DocuSign integration to automate the contract approval process 
and make it completely paperless.

New Contract

Once a new contract has been drafted, it is routed for approval and signatures. 
The submitter fills out the Contract Control form in Laserfiche Forms with details 
about the contract and uploads the contract draft. The submitter can select if 
the contract requires regular or expedited approval.

New contracts are submitted for review through 
Laserfiche Forms
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Once the form is submitted, Laserfiche Forms sends the contact for legal review. 
Legal can approve the contract or automatically send it back to the submitter for 
modifications. If the contract relates to a technology purchase, legal can send it 
on for technology review, otherwise, the contract can be sent directly to finance.

Each department can approve the contract or send it back to the submitter for 
modifications. The submitter can then choose to make the required changes and 
resubmit, or terminate the whole process.

After finance review, the contract is sent to the county manager for final review 
and approval. The county manager can either approve the contract or, if the 
contract requires board approval, send it to the clerk to the board. The clerk 
presents the contract to the board and records the board’s decision. If the board 
approves the contract, it is saved in Laserfiche where it awaits signatures. If the 
board rejects the contract, it is saved in a different folder in the repository and 
the process ends.

At any time during the process, if a department does not review the contract 
within three business days, an email reminder is sent to the county manager. If 
a contract requiring expedited review is not approved within five business days, 
an email is sent to the contract review team.

The entire contract review and approval process is mapped in 
Laserfiche Forms
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Approved Contracts

Once a contract is approved, it is 
saved in the repository in the Finance\
Contract Management\Approved Pending 
Signature\Contractor Name folder.

Once a contract is approved internally, it is routed to a special folder 
in the repository where it awaits signatures

From there, the clerk 
right-clicks the contract 
and selects the “Send to 
DocuSign” option. This action 
automatically emails the 
contract to the vendor for 
signatures via DocuSign.

Contracts are signed through DocuSign and then automatically saved in the 
Laserfiche repository
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Once the signed contract is returned, Laserfiche 
Workflow routes it to the Finalized folder and 
updates the metadata accordingly.

The metadata pane of a finalized contract

The workflow that routes contracts to the Finalized folder in Laserfiche and updates the metadata
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Benefits of Laserfiche

Automating contract approval with Laserfiche Forms has resulted in the 
following benefits for Davie County:

• The process has been streamlined with a clear workflow and order of review, 
making contracts easily trackable throughout the process

• Participants can now be held accountable for their role in the process, 
eliminating delays

• Process bottlenecks can be identified and addressed quickly so that contracts 
are approved in a timely manner

• All contracts are stored in a centralized location, making them accessible 
anytime from anywhere by employees with the appropriate security rights

• Printing and storage costs have been reduced as the process is paperless 
from start to finish
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PERMITTING  
AND LICENSING
Reviewing, approving and issuing permits and licenses can be arduous. Each permit or 
license request requires dozens or even hundreds of pages of paper. Incomplete forms, 
missing documentation and errors in manual data entry are common complications, 
and the fact that multiple people across multiple departments are involved creates 
additional bottlenecks and confusion. 

This section contains solutions for speeding and simplifying the permit and license 
application, review, payment and approval cycles.

City of Greeley, CO 74

City of Ithaca, NY 82

City of Newport Beach, CA 90
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PERMITTING AND LICENSING 

City of Greeley, CO

Laserfiche Solution Contributed By: Mike Mesa, Application 
Support Specialist and Cheryl Aragon, Deputy City Clerk, 
City of Greeley, CO

The city of Greeley, CO, processes an average of 150 
liquor license renewals per year. Previously, the city 
Clerk had to manually collect and collate feedback from 
multiple departments before mailing the application to 
the state of Colorado.

Here is how Laserfiche Workflow made the liquor license 
renewal process more efficient.

INDUSTRY: 
State and Local Government

NUMBER OF EMPLOYEES: 
500-1,000

HEADQUARTERS: 
Greeley, CO
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License Renewal Applications

As required by the State of Colorado, business owners fill out liquor license 
renewal applications on paper and deliver or mail them to the City Clerk’s office.

The Deputy City Clerk reviews the applications before scanning them into 
Laserfiche with Laserfiche Scanning. During this process, she also populates 
some of the metadata. The rest of the metadata will be populated at a later 
stage in the process.
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Applications are scanned into the Renewal Scan 
folder. Here is what the folder structure looks 
like:
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Laserfiche Workflow

As soon as an application is scanned into 
Laserfiche, Laserfiche Workflow:

• Creates a new “Review” document in the 
form of a fillable PDF and populates it 
with information stored in the original 
application’s metadata. Reviewers can leave 
comments in this form.

• Sends an email to the designated reviewer 
in the following five departments:

• Fire and Building Inspection Department

• Code Compliance Department

• Community Development

• Finance Office

• Police Department
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Here is what this workflow looks like:
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Each department makes its comments in the “Review” document. Since the 
departments are all working from shortcuts, all changes are made in the same 
master document.

• After they review the document, the departmental reviewers change the 
value of the corresponding metadata field to Yes.

• After all five departments have reviewed the document, the Attorney’s Office 
is automatically notified.

• The reviewer at the Attorney’s Office checks for legal compliance and makes 
his own comments in the “Review” document.

If at any point in the process a reviewer takes no action within two days, the 
reviewer receives a follow-up email. If no action is taken within five business 
days, an email is sent to both the primary department contact and his backup.

Once the Attorney’s Office has performed its review, the Deputy City Clerk is 
notified by email. She reviews the reviewers’ comments to make sure that they 
are clear and complete. Laserfiche Workflow then routes the application to the 
hearing officer, who has the final say on whether or not to issue the liquor license.
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A hearing officer acts much like a judge, but only deals with cases involving 
administrative agencies. The hearing officer reviews and electronically signs 
the application. It is then routed back to the Deputy City Clerk, who also signs it 
electronically, prints it out and mails it to the state, which issues the license.

Here is the workflow that routes shortcuts of the application to the various 
departments for review:
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Benefits of Laserfiche

Automating the liquor license renewal process with Laserfiche resulted in the 
following benefits:

• Reviewing license renewal applications is much faster because email 
notifications remind users to finish tasks in a timely manner.

• This workflow is so easy to configure that the city plans to apply this process 
to new license applications and transfer of ownership documents.

• Any new documents related to a specific license application are 
automatically stored in the appropriate Laserfiche folder, making all license 
documents easy to find.

QUiCKER BETTER SAFER  |  81



PERMiTTiNG AND LiCENSiNG

PERMITTING AND LICENSING 

City of Ithaca, NY

INDUSTRY: 
State and Local Government

NUMBER OF EMPLOYEES: 
500-1,000

HEADQUARTERS: 
Ithaca, NY

Laserfiche Solution Contributed By: Julie Holcomb, City 
Clerk and Alan Karasin, Senior Network Administrator, City 
of Ithaca, N.Y.

Located in central New York, the city of Ithaca is the 
county seat of Tompkins County and home to 30,000 
residents. Each fall, nearly 30,000 students make their 
way to Ithaca’s Cornell University, Ithaca College and 
Tompkins-Cortland Community College.
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After years of piling documents in cramped crawl spaces and damp 
garages, the city of Ithaca decided to put an end to costly and 
haphazard storage. Not only was the city running out of room for its 
records, the retrieval process was time-consuming and labor intensive. 
Records were difficult to find and even worse, files occasionally went 
missing. Spreadsheets and data bases were used to track information 
but only pointed to hard copies that then needed to be retrieved by 
hand. The city needed a way to protect the integrity of records, ensure 
that record retention periods were met, improve record retrieval 
efficiency, and broaden access to public records.

“Although documents such as minutes, plans, budgets, reports were 
posted to our website, you had to know what you were looking for 
in order to find it,” said Ithaca City Clerk Julie Holcomb. “Forms and 
permit applications were also available to the public on our website, 
however, applicants had to print out the forms, complete them, 
and mail or bring in the application to City Hall and then wait to be 
contacted by staff.”

Using Laserfiche, the city was not only able to store all documents but 
make them text searchable for speedy retrieval. Documents can now 
be checked out and used without any fear of loss.

“These two initiatives enable the citizens of Ithaca to conduct their 
own research on their own time, instead of depending on city staff to 
do it for them,” said Holcomb. “They can also complete forms, submit 
permit applications and receive responses without ever having to visit 
City Hall.”

According to Holcomb, Laserfiche has empowered city employees and 
citizens alike. “The city is able to process more requests in less time, 
thereby serving more citizens,” she added.

Here is how the city of Ithaca improved citizen service—and 
employees’ workdays—by enabling public access to records and 
permitting forms.
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Making Records Available to the Public

Prior to implementing Laserfiche, the city’s time-consuming document retrieval 
process depended on institutional knowledge. Gaps in historical knowledge 
created confusion and resulted in requests taking weeks to fulfill. The system 
was difficult for citizens to navigate, as they had to request many documents to 
find the required information.

The city of Ithaca solved both its storage and retrieval problems by scanning 
records and storing them in the Laserfiche repository. With Laserfiche, the city is 
saving money in storage costs, and its staff and citizens can access documents 
instantaneously by performing simple text searches.

Citizens can easily search for documents stored in the city’s Laserfiche repository
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A Laserfiche public portal allows the city of Ithaca to host documents from the 
Laserfiche repository online where they are available to citizens at any time, 
without the danger of accidental alteration or deletion. Citizens can only access 
approved documents, enabling the city to comply with document security 
policies.

Using Laserfiche, the city of Ithaca is able to execute two important objectives: 
allow citizens to view relevant documents online and to access documents 
pertinent to permitting. Both activities previously took time away from city 
employees as they had to manually search for documents. This time can now 
be spent on critical operations such as enacting city legislation and fostering 
community development.

Online Permitting Requests and Automation

Previously, all permits required a slow and tedious paper process. Permit 
requesters were required to travel to City Hall to submit paper forms, which had 
to be manually moved between departments for processing. Permitting staff 
work with approximately 50 event organizers each year to accommodate the 
many events in the city, some of which attract upwards of 30,000 attendees. In 
the past, organizers had to meet in person with the special events committee 
(including members from the Fire Department, Police Department, Department 
of Public Works, Planning Department, Parks and Recreational facilities staff, and 
the City Clerk), taking time away from employees and applicants alike.

With Laserfiche Forms, event organizers can now access and submit permit 
request forms online, making the process easier for both requesters and city 
employees.

QUiCKER BETTER SAFER  |  85



PERMiTTiNG AND LiCENSiNG

Special Events permitting now has a three-phase application process:

Phase 1 is the most basic application, allowing requesters to provide very 
general information about location and date.

The permitting process begins with the Phase 1 application, available online
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PHASE 1:

• All requesters fill out the online Phase 1 application form available on the city’s 
website.

• Options for basic information such as location and date are available via a 
dropdown menu so that the information can be easily routed in the next step.

• Laserfiche Workflow routes the Phase 1 application to an administrator who 
reviews the document.

• If the administrator approves the application and changes the metadata, 
Workflow automatically emails the requester a link to the Phase 2 form. The 
administrator will also select the relevant departments that should be notified 
upon the receipt of the Phase 2 application.

• If she changes the document’s metadata to reflect a rejection, Workflow 
notifies the requester that the request was rejected via email and the permit 
process does not move on to Phase 2.

• The Phase 2 form allows requesters to provide more specific information 
than is on the Phase 1 application, including plans, maps and insurance 
certificates.

PHASE 2:

• Once the requester submits the Phase 2 form, employees from the relevant city 
departments will receive an email with attachments that include the Phase 1 
and Phase 2 applications and any other uploaded documents like maps, plans, 
etc.

• They will also receive a user specific link to another Laserfiche form that 
allows them to either add their own comments about the event or to simply 
acknowledge that they have reviewed the application and approve it without 
any conditions.

• When each department has reviewed the form, Workflow routes it back to the 
administrator who can reject it, accept it as-is (for simple or recurring events) 
or invite the event organizer to Phase 3 of the process which is a face-to-face 
meeting with the special events team.
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Once the permit administrator confirms that all permit requirements have been 
met and has either approved or denied the application, the Laserfiche Workflow 
then emails the requester to inform them of their denied or accepted permit, 
ending the process.

The new Laserfiche-driven process is much faster and more efficient than the 
traditional paper-based process. Time/cost savings are realized by utilizing 
standard automated emails instead of inter-office mail which could take days, 
and the departmental review/comments form instead of multiple phone calls or 
emails in an attempt to gather departmental comments. In addition, the need for 
meetings with event organizers has been dramatically reduced and the time the 
special events team spends discussing events is much more productive.

Automatic Permitting Updates

The city has been able to automate various aspects of the permitting process 
in addition to the application process. The city uses Laserfiche Workflow to 
incrementally update the year for Noise, Commons Use, and Special Events 
permits. When a recurring application is submitted, Laserfiche Workflow checks 
to see if the year has changed and increments the form accordingly. This 
ensures that forms are always kept up to date, reducing human error.

In addition to automating the permitting process, the city has automated the yearly update of various permits
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Benefits of Using Laserfiche

Since implementing Laserfiche, the city of Ithaca has experienced the 
following benefits:

• Citizens can search for information on the city website via the WebLink 
portal, eliminating the need for employee involvement

• Event permits can be requested online 24 hours a day, 7 days a week, 
saving time for citizens and employees alike.

• Submitted permitting forms are more accurate and complete since the 
electronic forms can only be submitted if required fields are completed

• Laserfiche Workflow minimizes confusion and miscommunication with 
automatic email notifications

• Printing and storage costs are reduced with paperless processing and 
electronic documents

• Meeting time is more productive as the routine approvals and conditions 
can now be handled in advance electronically, and only new or more 
complex events need to be discussed
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PERMITTING AND LICENSING 

City of  
Newport Beach, CA

INDUSTRY: 
State and Local Government

NUMBER OF EMPLOYEES: 
500-1,000

HEADQUARTERS: 
Newport Beach, CA

Laserfiche Solution Contributed By: Faz Cooper, Senior IT 
Analyst, Newport Beach, CA

The community development department (CDD) at the 
city of Newport Beach, CA, processes a large number 
of building permits—13,849 in 2013 alone. Here is 
how the city automated this time-consuming process 
with Laserfiche Quick Fields, Laserfiche Workflow and 
Laserfiche WebLink.
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Legacy Process

Before the permitting process was automated with Laserfiche, permits would 
take between two and four weeks to become publicly available after being 
issued. The legacy process worked as follows:

• After the property inspection, the inspector would sign the back of the permit 
and bring it, along with all backup documents, to the records specialist.

• To keep track of the permits received from the inspector, the records 
specialist would compile a list of all permits and backup documents in a 
spreadsheet.

• The records specialist would send all of the paperwork to an outside 
scanning bureau.

• The scanning bureau would send a CD with the scanned documents back to 
the records specialist, who verified that everything he sent out (including all 
supporting documents) had been scanned by cross-checking the CD against 
the spreadsheet.

• Finally, the records specialist would import those files into the city’s legacy 
document management system, Alchemy, and enter metadata.

The New Process

Automating the permitting process with Laserfiche has reduced the processing 
time for one permit to less than a minute. Each permit now has a barcode 
appended to the first page. This barcode contains the permit number from the 
permitting system. It also serves as a way to tell one permit apart from the next 
one when being processed with Laserfiche Quick Fields.

With the new process, the inspector performs the inspection and signs the 
back of the final permit. The records specialist creates a stack of permits and 
supporting documents (with all supporting documents stacked directly under 
the permit with which they are associated) and scans it to a special folder on the 
network.
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Laserfiche Quick Fields runs every 15 minutes each business day and processes 
all of the files in the network folder by:

• Extracting the permit number from the barcode.

• Removing any blank pages.

• Rotating the image appropriately.

• Splitting the large file into smaller ones for separate permits by barcode and 
stores the documents in Laserfiche.

Here is what this Laserfiche Quick Fields session looks like:
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Once the permits are processed with Laserfiche Quick Fields, they await 
processing by Laserfiche Workflow. Laserfiche Workflow runs on any new CDD 
documents and:

• Queries the permitting system based on the permit number to obtain 
identifying information, such as the property address.

• Uses the queried information to populate the permit document’s metadata.

• Renames the document.

• Routes the document to the appropriate folder for storage (based on the 
street name).

Here is what the permit section of the workflow looks like:
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Laserfiche WebLink

Once the permits have been processed by Laserfiche Workflow and routed to 
their appropriate folder for storage, they are available for the public to view 
through Laserfiche WebLink. Laserfiche WebLink is embedded in the city’s 
website. The public can find permits either by browsing through the permit 
folders or searching by document type, permit number, address, etc.
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Here is a screenshot of the Laserfiche WebLink custom search configuration:

Benefits of Laserfiche

Automating the permitting process with Laserfiche has resulted in the following 
benefits for the city of Newport Beach:

• The city saves $6,500 a year by scanning documents in-house.

• Processing all permit documents with Laserfiche Quick Fields eliminates 
metadata entry errors.

• It takes less than a minute from receipt of permit to the time that it is 
available for the public on the website.

• Employees and departments can easily share documents.
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RECORDS 
MANAGEMENT
In order to be agile, organizations need their information to be available, consistent  
and reliable. At the same time, regulatory and compliance mandates dictate that 
controls around organizational information be created and maintained.

This section contains solutions for efficiently processing, filing and sharing information 
in an easy and compliant manner.

Arrowhead Economic Opportunity Agency 98

North County Transit District 104

Westbank First Nation 110
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RECORDS MANAGEMENT 

Arrowhead Economic 
Opportunity Agency 

Laserfiche Solution Contributed By: Lori Trenholm, 
Information Systems Manager, Arrowhead Economic 
Opportunity Agency

The Head Start department at Arrowhead Economic 
Opportunity Agency (AEOA) serves 400 children and 
families across three counties in Minnesota, covering 
12,000 square miles. Employees are located in 15 
different primary locations throughout the area. Here is 
how the Laserfiche App simplified case management for 
employees dispersed over this large geographic area.

INDUSTRY: 
Non-profit

NUMBER OF EMPLOYEES: 
200-500

HEADQUARTERS: 
virginia, MN
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The Challenge

Before Laserfiche, AEOA faced three challenges:

• Due to the geographical size of the service area, routing paperwork between 
the various office and classroom locations was difficult and time consuming.

• A single form, once received, had to be routed to and reviewed by up to five 
administrative staff. If anyone held on to the form for review, it delayed the 
entire process.

• It was time-consuming to retrieve the historical program documents that 
were requested by school districts, attorneys, government entities, health 
care providers and program participants.

Records Management

Every child enrolled in the Head Start program must complete at least 50 
individual forms (development screenings, emergency contacts, income 
verification, family needs assessments, etc.) as well as weekly and monthly 
educational forms. One program year of child and family paperwork could 
consist of approximately 32,000 pieces of paper, all of which were routed 
between the administrative office and 15 different field offices, as well as 
internally among eight content area managers.

Children and families are eligible to receive services for up to five years, and 
federal regulations mandate that the agency retain documents for a child from 
entry into the program until three years after his or her exit from the program. All 
of these documents took up a great deal of storage space.

Laserfiche has streamlined records management. The majority of the forms are 
now PDF forms that are filled out by the parent and emailed to Head Start’s 
information and data systems coordinator for processing. The forms are then 
imported directly into Laserfiche or scanned through Laserfiche Quick Fields.
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Paper AEOA forms have a barcode generated using the Filemaker Pro database. 
They are scanned into Laserfiche with Laserfiche Quick Fields.

Any “non-AEOA” forms received, such as medical records or mental health 
records, are scanned into Laserfiche with ScanConnect.
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The Laserfiche App

Once the forms are in Laserfiche, 
they are accessible to all Head Start 
employees with the Laserfiche App.

The Laserfiche App is used during 
Individual Education Plan (IEP) meetings 
for Head Start children with disabilities. 
Through a secure VPN connection 
on her iPad, the disabilities manager 
accesses child records during all IEP 
meetings with school districts and 
special education personnel.

Head Start children can enter the 
program as early as birth and stay in 
the program until they are eligible for 
kindergarten. During that time they 
may transfer between different Head 
Start programs and classroom sites. 
With The Laserfiche App, teachers 
have immediate access to the 
complete child file prior to a transfer 
taking place. Once they become 
aware of a potential transfer to their 
classroom, they can begin reviewing 
the child and family information.
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• The Laserfiche App gives direct 
service field staff access to 
complete child and family files 
during parent meetings and 
conferences. Parent meetings, 
home visits and conferences 
often take place outside the 
classroom or site setting. With a 
secure connection on the staff 
iPad, a teacher has immediate and 
complete access to all child and 
family information in Laserfiche. 
With access to the appropriate 
documentation, teachers are 
also better equipped to explain 
or demonstrate to a parent the 
source of any possible behavior or 
developmental concerns.
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Benefits of Laserfiche

Automating records management with Laserfiche has resulted in the following 
benefits for the AEOA Head Start department:

• The disabilities manager can always refer to the most up-to-date and complete 
child file during IEP meetings. There is no interruption of work in the office 
because the file is checked out, and there is no risk of lost, missing or forgotten 
paperwork after an IEP meeting.

• When a child transfers to another site, the Laserfiche App gives the new 
teachers immediate access to the complete child file. Knowing the progress, 
strengths and needs of a child prior to starting in a classroom is a huge benefit.

• The Laserfiche App grants the teacher immediate and complete access to all 
child and family information during all parent meetings and conferences so 
that the parents’ questions can be answered right away.

• With Laserfiche, forms are available to all staff, both administrative and remote, 
immediately upon scanning. This way, staff can perform their tasks without 
delaying the entire process.
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North County  
Transit District 

Laserfiche Solution Contributed By: Sonya Finley, Document 
Control Coordinator, North County Transit District

North County Transit District (NCTD) provides public 
transportation for over 12 million passengers annually 
in north San Diego County, CA. Before implementing 
Laserfiche, all of NCTD’s documents were stored on a 
network drive. Here is how Laserfiche simplified records 
management and improved collaboration.

INDUSTRY: 
State and Local Government

NUMBER OF EMPLOYEES: 
500-1,000

HEADQUARTERS: 
Oceanside, CA
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Ten Different Repositories

NCTD has ten different repositories. Access to repositories by departments and/or 
staff is granted based upon operational need.

• The shared repository is used for working files and reference material. Every 
department has a folder in this repository and can use it for day-to-day work.

• The records repository is used to store official records. Only the Document 
Control Clerk can make changes to the documents stored in this repository while 
everyone else has read-only access, as finalized documents are stored here.

NCTD’s shared repository is used for daily work
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Laserfiche for Document Collaboration

Employees are able to work off one document and keep track of all changes 
using versioning. When reviewing documents, collaborators email a link to the 
document in Laserfiche instead of creating a separate copy. One example of an 
important document that involves significant collaboration is the staff report.

EXAMPLE: STAFF REPORTS

Preparing a staff report requires long-range planning, advance scheduling, 
collaboration, and coordination with several departments. Laserfiche Workflow 
makes this process much more efficient.

NCTD’s Staff Report workflow has eight stages of approval:

• Division Chief

• CFO

• Procurement and Contracts

• CAO

• Intergovernmental Affairs

• Legal

• Administration

• Executive Director

• Clerk of the Board

At each step of the process, Laserfiche Workflow sends an email notification 
to the appropriate approver and his backup approver. He can then approve the 
report by updating a template field. If the report has not been approved within 
two days, Laserfiche Workflow automatically sends a reminder email to the 
approver.
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Laserfiche Workflow also keeps a history log in a template field, clearly 
displaying who has approved what and when.

The approval history of every staff report is contained in the 
document’s metadata
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At the end of the process, Laserfiche Workflow migrates the document into the 
read-only records repository for archival storage.

Final documents are archived in the read-only records repository

Repository Maintenance

Both public repositories are maintained using Laserfiche Workflow. NCTD has 
workflows that:

• Move finalized documents from the shared repository to the records 
management repository

• Rename documents to comply with a standardized naming conventions

• Auto-generate full-text indexing of optical character recognition (OCR)-
generated text
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In addition, NCTD ensures that Laserfiche is the only way to manage documents 
by implementing:

• Executive staff support. Support for Laserfiche came from the top down 
– from the CEO, Division Chiefs and Managers. Once management was on 
board with Laserfiche, everyone else was more likely to use the software.

• Required use policy. NCTD has a company-wide policy that mandates the use 
of Laserfiche in every department. A copy of the policy is distributed to each 
new hire and is viewable at any time in Laserfiche.

• Comprehensive training. New hire orientation, extensive training material—
including a comprehensive Laserfiche training manual—and regular 
supplemental sessions are just some of the Laserfiche training opportunities 
available at NCTD. Trained employees are more likely to use Laserfiche 
regularly.

• Easy-to-use setup. A simplified folder structure and intuitive naming 
conventions make Laserfiche easy to use, meaning users know exactly how 
and where to find what they need.

• Process improvement. NCTD consistently seeks user feedback in order to 
determine what processes can be improved throughout the organization. As 
users become more involved in the future application of Laserfiche at NCTD, 
they become more enthusiastic about using the software.

Benefits of Laserfiche

Implementing Laserfiche at NCTD has resulted in the following benefits:

• Content is now organized and stored in one central location eliminating the 
need to store files on multiple network drives.

• Versioning allows NCTD to store one copy of each document, while keeping 
an audit trail of all changes quickly accessible.

• Comprehensive security settings on the records repository prevent alteration 
of archived documents.
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Westbank First 
Nation 

Laserfiche Solution Contributed By: Kimberly Gee, Records 
and Information Management Supervisor, Westbank First 
Nation and Chad Rota, Senior Records Clerk, Westbank 
First Nation

Located in the beautiful Okanagan Valley in British 
Columbia, CA, Westbank First Nation (WFN) is a self-
governing First Nation and one of eight communities 
that comprise the Okanagan Nation Alliance.

WFN is responsible for managing property tax 
documents for nearly 4,400 properties on WFN lands.

INDUSTRY: 
State and Local Government

NUMBER OF EMPLOYEES: 
50-200

HEADQUARTERS: 
Westbank First Nation, British 
Columbia, Canada
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Laserfiche has helped streamline management of tax folio records, 
enabling WFN to eliminate 69 cubic feet of filing space. Previously, 
WFN had five floor-to-ceiling shelves containing 4,400 end tab 
legal size folders. Now, there are only a few small folders for 
processing documents that either need to be scanned weekly or 
mailed out to residents.

Tax Notices

Once a year, WFN issues a tax notice to each property owner, which includes 
information on how much property tax needs to be paid that year. Property 
owners may also qualify for a home owner grant that reduces the size of their 
property taxes.

Tax notices are generated by the financial information management system used 
by WFN. The tax notices are scanned with Laserfiche Quick Fields before being 
mailed out to the property owners. Each tax notice contains a perforated section 
that is only filled out if the property owner qualifies for a homeowner grant. 
When the property owner or resident comes to pay the taxes, he tears off and 
submits the form if applicable. The signed form is stamped and scanned again in 
a batch with Laserfiche Quick Fields.

This is how the Laserfiche Quick Fields session is set up:

Laserfiche Quick Fields performs adjustments to the 
documents, such as page rotation, during scanning
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During scanning, the following metadata is added 
to each tax notice:

Each tax notice has a document template applied
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In addition to tax notifications, WFN also processes proof of payments and 
reminder statements with Laserfiche Quick Fields. Once a document type is 
selected, the date and tax folio number are automatically captured with Zone 
OCR and Pattern Matching.

All documents related to property taxes, including tax notices, homeowner 
grant applications and related correspondence, are stored in Laserfiche. Both 
the records manager and WFN employees can see these tax documents in the 
way that works best for them. Individual documents are stored in separate 
records series making it easier for the records manager to have control over 
the records. WFN employees can see all of the documents together in one 
document packet. These document packets contain documents for multiple 
years, with the newest documents on top.

Laserfiche Workflow processes routes tax 
documents to the correct folders in Laserfiche

Once the documents are scanned 
in, the scanner operator launches 
a Laserfiche Workflow business 
process that:

• Adds the new document pages to 
the existing document packet for 
that particular property.

• Moves the original document to 
the records management section 
of the repository.

• Renames the moved document to 
include the tax folio number and 
tax document type.
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Records Management

When moving to Laserfiche, WFN decided that back scanning records that were 
hardly ever used would be time consuming and costly. As a result, anything that 
was older than two years is kept in boxes in offsite storage. WFN uses Laserfiche 
Quick Fields to make these hard-copy records easily searchable in Laserfiche.

A spreadsheet of the years, tax folio numbers and box numbers was compiled 
for every box stored in the storage area. Microsoft Word Mail Merge was used to 
create individual Word documents for each tax folio number. These documents 
were scanned into Laserfiche with Quick Fields and the metadata extracted to 
make them searchable.

When someone searches for one of these tax documents by date or folio 
number, a document that contains the box number appears. The staff person is 
then referred to the records manager to obtain the document in question.

Documents stored in off-site storage have a 
placeholder in Laserfiche

The records manager can quickly find the required document in the records 
center without having to search through all the boxes.
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Benefits of Laserfiche

For WFN, automating the tax folio process with Laserfiche has resulted in the 
following benefits:

• Everything related to each property tax folio is stored in a centralized 
location automatically, eliminating misfiling of information.

• Metadata allows documents to be found quickly, even those that aren’t 
actually stored in Laserfiche but are still stored in the records center.

• WFN used to print thousands of blank homeowner grant waiver forms in 
case someone forgot to bring it with them. This step is eliminated as now 
one can simply be printed on demand.
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PROCUREMENT
Procurement requires an excess of paperwork and often convoluted approval 
processes. Laserfiche not only helps users to speed up the current process, the 
process can actually be streamlined and improved. Procurement often requires several 
stakeholders and Laserfiche enables different departments to collaborate and keep 
track of documents.

The solutions that follow describe how different organizations have used Laserfiche to 
streamline procurement and improve communication. 

Ada County Highway District 118

San Bernardino Associated Governments 124

Waterloo Region District School Board 130
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Ada County  
Highway District 

Laserfiche Solution Contributed By: Misty Perry, Information 
Records Administrator, Ada County Highway District

Ada County Highway District (ACHD) is the only 
organization of its kind in the United States. ACHD is 
responsible for all short-range planning, construction, 
maintenance, operations, rehabilitation and 
improvements to Ada County’s urban streets, rural 
roadways (excluding state highways) and bridges. Most 
construction projects must go through a bid procurement 
process that results in a contract. Here is how Laserfiche 
was able to streamline this process.

INDUSTRY: 
State and Local Government

NUMBER OF EMPLOYEES: 
200-500

HEADQUARTERS: 
Garden City, iD
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Legacy Process

Before ACHD implemented Laserfiche Workflow, the bid procurement process 
was cumbersome and paper heavy. The contract administrator would print out 
the bid packet (which ranges from 100 to 400 pages) and physically walk around 
the building obtaining signatures. The signed bid packet would then have to be 
scanned back into the system. Laserfiche Workflow allows the whole process to 
be automated.

The New Automated Process

Now, as soon as the bid packet and contract is ready, it is imported into Laserfiche 
by the contract administration department. Laserfiche Workflow is invoked 
immediately. This workflow:

• Moves the bid packet to a folder where it awaits supervisory approval. The 
supervisor is notified by email of a new bid packet for his review and approval.

• If the supervisor doesn’t approve the bid in four hours, Laserfiche Workflow 
sends him a follow-up email reminder.
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• Next, a different series of actions takes place depending on whether the 
manager approves or disapproves the bid packet.

• If the manager approves the bid packet, it is routed through the deputy 
director and contracts administrator’s office. The finalized bid packet is sent 
to the records management folder where retention is automatically applied.

• If the manager disapproves the bid packet, it is also routed to the deputy 
director and contract administrator’s office. The contract administrator 
must revise the bid packet. After the bid packet is revised, the contract 
administrator updates the CAO Approval Status field to Revised. This action 
triggers Laserfiche Workflow to send the bid packet back to the manager 
and deputy director.
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The final approved packet is routed to the records management folder 
where retention is automatically applied.
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Here is what this workflow looks like:
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Benefits of Laserfiche

Automating the bid procurement process with Laserfiche has resulted in 
the following benefits for ACHD:

• All reviewers and approvers are now notified by email immediately 
when they have a new bid packet to review. The manager and deputy 
director have access to each other’s folders, so if one of them is out of 
the office the other can approve for both. The administrative assistant 
is copied on all email notifications so she can contact one or the other 
if a particular approver is out of the office.

• All bid packets are moved to the records management folder 
automatically when they are approved. Retention is instantly applied. 
This saves the records administrator time and effort and reduces the 
amount of space needed for storage. This also saves time for the 
Laserfiche scanning operator in not having to scan the approved bid 
packet into the system. Contracts can also be accessed whenever they 
are needed.
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PROCUREMENT 

San Bernardino 
Associated Governments

Laserfiche Solution Contributed By: Jeffery Hill, 
Procurement Manager, San Bernardino Associated 
Governments

San Bernardino Associated Governments (SANBAG) 
is the council of governments and transportation 
planning agency for San Bernardino County. SANBAG 
is responsible for cooperative regional planning and 
furthering an efficient, multi-modal transportation 
system countywide. Before Laserfiche, the procurement 
and contract management process was paper-intensive. 
Here is how Laserfiche Forms and Laserfiche Connector 
simplify procurement for SANBAG.

INDUSTRY: 
State and Local Government

NUMBER OF EMPLOYEES: 
11-50 people

HEADQUARTERS: 
San Bernardino, CA

EXISTING LASERFICHE 
INTEGRATIONS: 
Tyler Eden
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Procurement

If an employee wants to procure 
a service, such as auditing or 
construction management, he 
must fill out a procurement 
request in Laserfiche Forms. 
While filling out the form, certain 
documents such as the scope 
of work and independent cost 
estimate must be uploaded.

In order to make sure the 
information in the form 
is accurate, some fields 
display an alert when invalid 
information is entered.
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In this case, the number must be between 15 and 50.

The submitter can either submit the form directly or save it as a draft to 
complete later. Submitted forms are imported directly into a new folder in 
Laserfiche along with their attachments.

An email is sent to the procurement department notifying it of each submission.
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Contracts

New contract information is entered 
into Tyler Eden, which also generates 
a contract number. The finalized 
contracts are scanned into Laserfiche 
with the Contract Number included in 
the metadata.

Each contract has its own folder.
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Laserfiche Workflow automatically renames the document to include the 
contract number and additional information, such as if the contract includes an 
amendment, backup documents or a contract task order (CTO). This makes it very 
easy to locate a particular contract document without having to open it first.

Laserfiche Connector

Laserfiche Connector, a wizard-driven tool that provides a way to integrate 
Laserfiche with other applications without programming, integrates Laserfiche 
with Tyler Eden based on the contract number. All documents related to a 
particular contract are now accessible from within the Contracts tab in Tyler Eden. 
The user simply selects what type of contracts he would like to see and a search is 
performed in Laserfiche based on the contract number.
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Benefits of Laserfiche

Streamlining the procurement and contracts management process with 
Laserfiche Forms and Laserfiche Connector has led to the following benefits 
for SANBAG:

• Contracts are easily located with the click of a button within Tyler Eden.

• All information relating to a contract is stored in one place, eliminating 
the need to search for documents in multiple locations.

• Field constraints in the electronic procurement request form ensure 
information accuracy.
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Waterloo Region 
District School Board

Laserfiche Solution Contributed By: Lorie Hough, 
Freedom of Information, Privacy and Records Information 
Management Officer and Chad Anderson, Business Project 
Manager, Waterloo Region District School Board

Located in Ontario, Canada, the Waterloo Region District 
School Board (WRDSB) services approximately 63,000 
students across 123 sites with a staff of approximately 
9,000. With such a large employee and student 
population, WRDSB deals with a variety of vendors 
from painters to repair technicians. Before a vendor 
can be approved to work, he or she must register with 
the district. Here is how WRDSB made this vendor 
registration process completely paperless.

INDUSTRY: 
Education

NUMBER OF EMPLOYEES: 
5,000-10,000

HEADQUARTERS: 
Kitchener, Ontario, Canada
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Legacy Process

Before Laserfiche, vendors would print the five-page registration form from 
WRDSB’s website and fill it out by hand. The vendor would then attach three 
reference forms to the registration form. These forms varied depending on the 
type of vendor. It was up to the vendor to choose the correct forms to submit.

The completed registration packet was either faxed or mailed to WRDSB’s head 
office, where a purchasing analyst would review it. Roughly 5-10 registration 
packets arrived per week. The purchasing analyst would confirm that the 
information was entered correctly and that the vendor had filled out the correct 
reference forms. The analyst also checked whether the incoming packet was for 
a new vendor or an update to a current vendor’s information.

Frequently, the registration form was not filled out properly, was missing 
information or included the wrong reference form. The purchasing analyst then 
had to follow up with the vendor to correct any errors and obtain the correct 
information.

Once the purchasing analyst reviewed the registration packet, it would pass 
through an approval process. The purchasing analyst would manually enter the 
approved vendor’s information into a master spreadsheet and notify the vendor 
of the approval by email. The registration packet was then placed in a pink file 
folder, labelled with the vendor’s name and stored in a filing cabinet.
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Current Process

The new process begins with a vendor 
filling out a single dynamic form in 
Laserfiche Forms. Additional fields 
appear based on the selections that 
the vendor makes. Here is what a 
section of this form looks like:
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Once the form is submitted, the vendor receives 
a confirmation email along with a copy of the 
form for his records. The form and corresponding 
attachments are saved in a special purchasing 
inbox folder in the Laserfiche repository.

The purchasing analyst monitors this folder for 
any new submissions. As part of the approval 
process, the analyst selects the names of the 
buyers and/or officers who also need to review 
the submission.
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Laserfiche Workflow creates a shortcut to the original registration packet in 
each buyer and officer’s Laserfiche inbox folder. Each person must review the 
package and either approve or reject it. Every time the registration packet is 
approved or rejected, the name of the person performing the action and date/
time are recorded in a history field.

Once the registration packet has been approved by all buyers and officers, 
Laserfiche Workflow creates a shortcut in the purchasing manager’s 
Laserfiche folder. The purchasing manager must review the submission 
and either approve or reject it.
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Here is what this workflow looks like:
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Approved registration packets are archived in a Registration subfolder within 
the vendor’s folder.

Laserfiche Workflow also:

• Updates the vendor folder’s metadata based on the information extracted 
from the registration packet.

• Generates a random registration key.

• Emails the vendor the registration key, a message that the registration 
has been approved and information on how to access the form to update 
information in the future.

• Updates a SQL table with the new vendor’s information.
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If the vendor ever needs to update his 
information using the vendor update form, 
he will simply provide the registration key 
and registered phone number and the 
rest of the information in the form will be 
automatically populated when he presses 
the “Retrieve Your Information” button. 
The vendor would then modify any 
information that has changed or update 
a new Workplace Safety Insurance Board 
(WSIB) certificate, which must be done 
annually.

The submitted form moves through the 
same approval process as that of new 
vendors and, when the registration packet 
is approved, the vendor folder metadata 
will be updated.

QUiCKER BETTER SAFER  |  137



PROCUREMENT

Here is the section of the workflow that generates the new registration key:
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Benefits

Automating the vendor registration process with Laserfiche has resulted in the 
following benefits for WRDSB:

• The use of an electronic form to collect information from vendors aligns with 
and promotes WRDSB’s paper reduction initiative.

• Using field rules and required fields results in complete and accurate 
registration applications every time. Purchasing analysts no longer have 
to waste time in back-and-forth conversations with vendors to obtain the 
correct information.

• Since all vendor information is now automatically stored in a database, 
the purchasing analyst no longer has to keep track of everything in a giant 
spreadsheet.

• Documents are now automatically moved into employees’ folders in 
Laserfiche so that each person can see the documents that require action.
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BUILDING AND  
WORK INSPECTIONS
Laserfiche can be used to automate the inspection process from capture to final 
disposition. Using mobile devices, inspectors can take pictures and input information 
while in the field and then upload the information directly to the Laserfiche repository. 

This section explains how organizations have used Laserfiche to automate the 
inspection process. The solutions provided explain the process from capture to review 
to final storage. 

Brunswick County, NC 142

City of Fargo, ND 150

Indio Water Authority, CA 156
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BUILDING AND WORK INSPECTIONS 

Brunswick  
County, NC

Laserfiche Solution Contributed By: Michael Read, Deputy 
MIS Director, Brunswick County, NC 

Located between historic Wilmington, NC, and lively 
Myrtle Beach, SC, Brunswick County, NC is the fastest 
growing county in North Carolina and sixth-largest by 
total area. During the past 10 years, growth in Brunswick 
County has outpaced the state and nation by a large 
margin. Brunswick County experienced a growth rate of 
29 percent since 2006, and is currently the 30th fastest 
growing county in the nation. “We’ve been on this trend 
for a while,” says Brunswick County Manager Ann Hardy 
in an article published on StarNews Online. “We’ve got 
a lot of retirees coming to take advantage of the many 
leisure pastimes we offer as well as the great weather.” 

INDUSTRY: 
State and Local Government

HEADQUARTERS: 
Bolivia, NC

EXISTING LASERFICHE 
INTEGRATIONS: 
ESRi Collector for ArcGiS and 
Brunswick County’s Custom 
Permitting System
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Applying for a 
Building Permit

Depending on building permit type, a 
customer or contractor fills out one of 
two different forms.

• A change out/trade form is used 
for small projects, like replacing an 
air conditioning unit.

• A second form is used for larger 
commercial/residential projects, 
such as building a new house.

The customer or contractor fills 
out the application in Laserfiche 
Forms. Different fields appear as the 
applicant fills out the form, so he only 
needs to provide the information that 
is relevant to the project at hand. The 
ability to hide sections of a form that 
do not apply to the submitter makes 
for a cleaner and easier to understand 
application.

Customers and contractors fill out a Laserfiche form when 
they want to apply for a permit

To keep pace with population growth, the county’s building 
department performs 3,000 building inspections and reviews 100 
to 150 applications for new residential or commercial building 
projects each month. The many inspections and applications 
generated a lot of paper that had to be transferred between 
different individuals and departments. Additionally, the county’s 
846 square mile land area, much of which is rural or coast 
wetlands, presented a unique service delivery challenge. Here is 
how Laserfiche helps the county building department keep pace 
with growth.
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Eighty percent of the forms are filled out by large contractors who apply for 
permits often and know the process well. The remaining twenty percent – 
smaller contractors or homeowners performing their own work – often need 
help with the application, so the form allows them to submit it with some fields 
left blank. 

Once the form is submitted, it is sent to the Intake group where it is reviewed 
by a representative. If something is missing or incorrect, the representative 
calls the contractor in order to complete the form or obtain the correct 
information. Once the application is complete, the Intake representative 
submits it. This action transfers the data to Brunswick County’s custom 
permitting system. 

The permitting system generates the permit and invoice, and saves both in  
Laserfiche. An automatic email is sent to the applicant with a link to the  
invoice and permit in Laserfiche WebLink. The applicant can then download  
the documents from the portal themselves. They have three days to pay the  
invoice. This is where the process for the change out/trade permit ends. 
Commercial/residential permits continue on.

Approving Commercial/Residential Permits

Before the permits for new commercial/residential buildings can be generated, 
they must be approved by the appropriate departments which can include one 
or more of the following:

• Planning

• Permitting

• Fire

• Environmental Health

• Storm Water

• Engineering

• Utilities

• Plan Review
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Brunswick County developed a custom in-house dashboard where the 
departments can view the status of all permits awaiting their review, and the 
appropriate employee can perform the approval or rejection. The dashboard is 
color-coded to help the departments view what permits need their attention. 
Permit applications and supporting documents can be viewed directly from the 
portal from an embedded Laserfiche Web Client view. The departments can 
select their decision from a dropdown field.

Departments can select their decisions from a dropdown field in the custom portal

Once everyone has either approved or noted that their approval is not necessary, 
the information is pushed into the permitting system where individual permits 
are generated.
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Building inspections

When a contractor is ready for the building department to inspect the item 
covered by the permit, he fills out another Laserfiche form online to schedule 
an inspection. The contractor simply fills in the project number, and the form 
displays a list of scheduled inspections that are still pending. This prevents a 
contractor from scheduling duplicate inspections.

Information on the form for scheduling inspections is automatically populated based on project and permit numbers

The rest of the form is automatically populated with data from the permitting 
system. Data is also pushed to the ESRI Collector for ArcGIS geographic 
information system (GIS). Inspectors go into the field with an iPad, which they 
can use to view a map of all the houses that they need to inspect that day. 
When they click on a house, all the details from the relevant forms appear. 
Inspectors also have access to the Laserfiche App so they can view any 
documents associated with project. The Collector for ArcGIS data entry form has 
a hyperlink to open the Laserfiche App to the project folder. They can approve 
or deny the inspection via the map and that information is pushed back into the 
permitting system.
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An integration with the GIS system allows an inspector to view all inspections that 
need to be performed on a map while he is in the field

Inspectors can view inspection information in a custom portal on their iPads
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Once all inspections for a new house have been approved, the permitting clerk 
opens the permitting system and launches a brand new certificate of occupancy 
form by clicking a button. When the form is submitted, the applicant receives an 
email with a link to the Laserfiche WebLink portal, where he can download the 
certificate of occupancy.

Contractors can download permits and other documents from a Laserfiche WebLink portal
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Benefits of Laserfiche

Implementing Laserfiche in the Brunswick County building department resulted 
in the following benefits:

• Contractors have access to all inspection information while in the field via 
their iPads.

• Contractors no longer have to drive hours to submit permit applications or 
building documents in the office.

• All departments can perform their permit review at the same time, making 
permit generation much faster.
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BUILDING AND WORK INSPECTIONS 

City of Fargo, ND

Laserfiche Solution Contributed By: Renee Lura, 
Professional Services Manager, City of Fargo

As with most of the Dakotas and surrounding states, 
what were once quaint, quiet towns have now boomed 
into major metropolitan areas, fueled by the growth 
of the state economy. The city of Fargo, ND, felt this 
growth most acutely with public safety, permitting and 
building inspections.

INDUSTRY: 
State and Local Government

NUMBER OF EMPLOYEES: 
1,000-5,000

HEADQUARTERS: 
Fargo, ND
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Laserfiche Forms

The fire inspection form has been 
created in Laserfiche Forms. The 
inspector opens this form on the 
iPad that he carries with him during 
the inspections. He types in the 
building address and the form is 
prepopulated with information 
from a lookup into the public safety 
records management system (RMS). 
Information that is pre-populated 
includes:

• Business name

• Plot information

• Notes about the property

• Owner’s name

• Owner’s email address Inspectors fill out an electronic form during the inspection

The Fargo fire department inspects up to 800 buildings a year. 
Existing commercial buildings must be inspected every year, new 
buildings must be inspected prior to use and most residential 
apartment buildings are inspected every other year. Previously five 
full-time inspectors worked three shifts across seven stations to 
perform inspections.

The city of Fargo used Laserfiche to reduce costs associated with 
unnecessary failed inspections, improve general compliance with 
building fire and safety codes, and cut in half the time required to 
complete the inspection process.

“Laserfiche catapulted Fargo’s technology from the 1970s to 
contemporary standards,” says Renee Lura, Professional Services 
Manager. “The ease of building forms and integrating form data 
into our overall process and applications positioned Laserfiche as 
the ideal way to connect our applications. Laserfiche Forms fit with 
our future goals, not just the immediate inspection need.”
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The inspector performs the inspection and fills out the rest of the form. 
Buildings can either pass or fail inspection. Any violations result in a fail. The 
inspector lists any violations found in the form and asks business or building 
owner to sign the inspection form on the iPad.

Once the form is filled out, the customer signs it on the iPad
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Once the form is submitted, 
Laserfiche Workflow sends 
an email to the building or 
business owner with either a 
copy of the passed inspection 
or a list of violations to correct 
before next year’s inspection.

Laserfiche Workflow sends a copy of the inspection form to the business or 
building owner
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Occasionally, some of the information about the building, such as the owner, 
has changed since the last inspection. If that is the case, the inspector checks 
a box on the form and fills in the new information. After the form is submitted, 
Laserfiche Workflow emails this new information to the front office employee, 
who updates the RMS system.

The inspection form is stored in a records management folder for archival.

Inspection forms are stored in the records management folders
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Benefits of Laserfiche Forms

Automating the fire inspection process with Laserfiche Forms has resulted in the 
following benefits at the city of Fargo:

• The number of incorrectly filled out inspection forms has been reduced, 
since an inspection form cannot be submitted until all required information 
is filled out.

• All inspection reports are stored centrally and are accessible at any time 
without digging through file cabinets.

• The RMS system is in sync with Laserfiche, so all inspection information is 
always accurate.
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BUILDING AND WORK INSPECTIONS 

Indio Water 
Authority, CA

Laserfiche Solution Contributed By: Jason Jaurigue, 
Network Systems Engineer, Indio Water Authority

The Indio Water Authority’s engineering department 
spends a great deal of time on improvement projects 
around the city. This can range from residential 
leak inspections to capital improvement projects 
like repaving roads. Here is how Laserfiche helps 
with processing work orders and managing capital 
improvement project inspections.

INDUSTRY: 
State and Local Government

NUMBER OF EMPLOYEES: 
100-500

HEADQUARTERS: 
indio, CA
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Work Orders

Customer service work orders are generated in the Work Order system. Before 
Laserfiche, they were printed out and filed in a designated filing area by work 
order type. Staff spent an estimated 20 percent of their time filing and searching 
for these documents.

Now, once a work order is generated, it is automatically scanned into Laserfiche. 
From there, it is processed with Laserfiche Quick Fields, which uses the Zone 
OCR process to retrieve key pieces of information, such as the Work Order 
Number, to populate metadata.
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The Pattern Matching process is used 
to make sure that the right Work Order 
Number is pulled from the document.

Here is what the whole Laserfiche Quick Fields session looks like:
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A Work Order Number is added to the file name of the work order, which allows 
it to be routed to the appropriate folder by month and year.

Capital improvement Project inspections

Another process that has been improved with Laserfiche is the capital 
improvement project (CIP) inspections process. CIPs include road, bridge, traffic 
signal and drainage improvements, all of which must be inspected frequently to 
make sure that the contractor does everything correctly and according to plan. 
Photos are taken during inspections and saved for reference and as evidence in 
the future. In the past, an inspector had to go through the following procedure 
to take and store the photos:

• Take pictures out in the field with his iPhone.

• Email the pictures to himself.

• Wait to get back in the office before placing the pictures on the network 
shared drive.

• Rename each picture to include information such as project name, permit 
number and address in the file name.
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This process took at least 10 minutes (not counting the time it took to get back to the office). The 
Laserfiche App has reduced that time to 15 seconds. Here is what the new process looks like:

• The inspector takes pictures using the 
Laserfiche App.

• The inspector selects the correct document 
template to add to the pictures and uses the 
iPhone’s speech-to-text feature to enter the 
correct metadata.
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Benefits of Laserfiche

Implementing Laserfiche at the Indio Water 
Authority’s engineering department has resulted 
in the following benefits:

• Inspectors save approximately 10 minutes of 
time when they save CIP inspection photos 
because they can now upload these photos 
directly from the field instead of returning to 
the office to transfer everything over to the 
shared drive. This makes the images available 
to everyone faster.

• Work orders can be accessed immediately 
with a simple search. Employees no longer 
spend 20 percent of their time filing and 
searching for them.

• The picture is automatically saved in 
Laserfiche with the correct file naming 
convention.
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HUMAN RESOURCES
Recruiting and onboarding new employees, evaluating employee performance and 
processing travel requests are just a few of the functions performed by a typical HR 
department. All of these processes involve documents that need to be accessed and 
reviewed by multiple people. 

Two organizations have provided their human resources solutions to accelerate the 
hiring and onboarding process using Laserfiche. 

Steinhafels 164

Warmerdam Packing 172
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HUMAN RESOURCES 

Steinhafels 

Laserfiche Solution Contributed By: Lynda Malmberg, HR 
Manager, Steinhafels Inc.

Steinhafels Inc. is a furniture store chain operating in 
the Midwest with 700 employees spread out across 
multiple locations. The company’s rapid growth resulted 
in hundreds of non-standardized forms, an ad hoc 
approach to collecting information and the lack of a 
standard method for onboarding employees. Here is 
how Steinhafels used Laserfiche Forms and Laserfiche 
Workflow to standardize and fully automate the HR 
onboarding process.

INDUSTRY: 
Commercial

NUMBER OF EMPLOYEES: 
500-1000

HEADQUARTERS: 
Waukesha, WI
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Posting Job Openings

Steinhafels has as many as 60 different job openings at a time. Manually posting 
jobs to third-party career websites such as Monster.com is time consuming. 
Laserfiche has completely automated this process.

Now, a hiring manager can submit new job requisitions through Laserfiche Forms. 
Once submitted, the requisition is automatically routed to HR for approval.
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As part of the approval process, HR selects the 
job sites to which the job requisition will be 
posted (Monster, Career Builder or Milwaukee 
Jobs), the job categories and job types.

Once the selection is made, Laserfiche 
Workflow posts the job to the various 
websites under the Steinhafels account. Here 
is the configuration of the HTTP Web Request 
activity that posts jobs to Monster:
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An embedded link in the third-party career site’s job listing takes the applicant 
to Steinhafels’ website to fill out a job application in Laserfiche Forms.

Hiring Process

Once the applicant submits the job application, it is routed to the appropriate 
hiring manager. The hiring manager can either qualify the applicant as a 
prospect or reject him. If a candidate is rejected, he is notified by email. If a 
candidate is qualified as a prospect, a new field called HR New Prospect Status 
is added to the template with the initial value set as Prospect. Every time the 
hiring manager changes the value of that field, the applicant moves to the 
corresponding stage in the HR Hiring Process workflow.

Here are the different options that the hiring manager can select to move the 
prospect along in the hiring process:

• Rejected

• Left Message

• First Interview

• Second Interview

• Request Background Check

• Background Check Cleared

• Offer Pending

• Request Survey

• Onsite Survey

• Hired
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To help HR and the hiring manager see the status of the applicant at a glance, 
the entry is renamed based on the corresponding status update.
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Certain stages of the hiring process involve other steps to be performed. For 
example, when the status of Request Background Check is selected, an automatic 
request is sent to HR who contacts an external company to initiate a background 
check. This company sends an email to the candidate letting him know that a 
background check has been requested. When the check is completed, HR is notified 
by email to review the results on the background check company’s website.

If the results are favorable, the candidate’s status is changed to Background Check 
Cleared and the candidate advances to the pre-employment drug screen phase.

If the drug screen is successful, the candidate’s status is changed to Hired. Laserfiche 
Workflow then:

• Renames the application to indicate that the employee has been hired.

• Inserts relevant new employee data, such as name and address, into the HR 
Employee Number Tracking database.

• Gets the generated employee number from the database and assigns it to the 
application.

• Sends two emails:

• One email asking HR if there are any additional hires required for the position.

• Another email providing the hiring manager with a link to the New Hire Form 
and the employee number.

• Creates a new employee folder and the necessary subfolders.

• Assigns the HR Employee Folder template to the employee folder.

• Moves the original employment application and any documents that the new hire 
submitted when applying into the newly created employee folder.
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In the meantime, the hiring 
manager fills out the New Hire 
Form in Laserfiche Forms. Once the 
employee number is entered, most 
of the data is populated based on 
the information in the “HR Employee 
Number Tracking” database.

After the form is submitted, 
Laserfiche Workflow sends the 
link to the PDF version of the form 
(stored in Laserfiche) to HR and IT, 
along with the information they 
require to complete their respective 
work (such as setting up the user in 
the computer system, assigning a 
new phone number, etc.)
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Closing a Job Requisition

If the job posting can be closed and the existing applicants or candidates for that 
position will no longer be moving forward in the hiring process, HR can change the 
HR New Prospect Status field to Rejected. Laserfiche Workflow sends an email to 
the applicants and moves the rejected files to a rejected applications folder.

HR then initiates the Close Job Posting Laserfiche Workflow business process on 
the original job requisition document.

This Laserfiche Workflow business process moves the job requisition to a separate 
folder and removes the job listing from third-party career websites.

Benefits of Laserfiche

Implementing Laserfiche at Steinhafels Inc. has resulted in the following benefits:

• The HR and accounts payable implementations alone have resulted in savings 
of $78,369.20 per year. Laserfiche paid for itself in direct money and time 
savings within the first two years of the implementation.

• All employee files are immediately available and detailed security settings 
allow Steinhafels to control who has access.

• The hundreds of disparate hiring and application forms across the organization 
have been consolidated into 59 structured and consistent forms.
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HUMAN RESOURCES 

Warmerdam 
Packing 

Laserfiche Solution Contributed By: Russ Davidson, CFO 
and Maria Cabral, Office Manager, Warmerdam Packing; 
John Catano and Rory Quick, Appleby Co

As one of the leading cherry producers in California, 
Warmerdam Packing hires 1,500-2,000 seasonal 
workers every year. The hiring and onboarding process 
requires completing a great deal of forms (e.g., the job 
application, I-9, W-4, etc.). Here is how Laserfiche makes 
HR onboarding completely paperless.

INDUSTRY: 
Commercial

NUMBER OF EMPLOYEES: 
11-50 people

HEADQUARTERS: 
Hanford, CA

EXISTING LASERFICHE 
INTEGRATIONS: 
Famous Software
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Hiring Process

Warmerdam now uses Laserfiche Forms and Laserfiche Workflow to manage 
its hiring process. The job application is submitted through Laserfiche Forms. 
Computer stations at Warmerdam’s job fairs allow applicants to fill out job 
applications in English or Spanish in person or they can apply at home at 
their convenience.
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The folder structure in the 
Laserfiche repository corresponds 
with the different steps of the 
process. As the job application 
moves from step to step, Laserfiche 
Workflow automatically moves it to 
the next folder.
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Once the application is submitted, Laserfiche Workflow searches the 
repository to see if an employee with the same social security number and/
or employee ID already exists. If so, it adds a link to the old application in the 
new application’s metadata. Here is the section of the workflow that searches 
for and links those documents:
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The application is automatically routed to the Initial Review folder, where an 
HR employee performs the first review. After the initial review, the application 
automatically goes to the correct location based on job title. A shortcut is also 
created in the department manager’s folder.
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The manager decides whether to reject the applicant or move him to the next 
step. If the applicant has been previously employed by Warmerdam and the 
manager approves him, the applicant is moved to the Contact for Hire folder and 
is hired immediately. Otherwise, the workflow moves the new applicant to the 
interview scheduling step.

If the interview is successful, Laserfiche Workflow moves the application to  
the Contact for Hire folder. The applicant’s information is then entered into a 
SQL database.

Rejected applications are moved to the Rejected Applications folder for archival.

Onboarding Process

On the employee’s first day, the HR employee opens the HR Onboarding form. 
Upon entering the new employee’s social security number, the majority of the 
form is automatically populated with information stored in the database. Here is 
what this form looks like:
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The HR employee enters additional information into the form, such as the new 
employee’s tax information.
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Once the form is submitted, 
Laserfiche Workflow takes the 
information from the form 
and automatically creates and 
populates PDF versions of W-4 
and I-9 forms. Here is what this 
workflow looks like:
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The new employee reviews the 
information in the forms and 
signs them on a Topaz signature 
pad. Here is an example of a 
pre-filled W-4 form with the 
employee’s signature visible.

At the end of the day, another 
workflow populates the 
Famous line-of-business 
application with all of the 
information relating to the 
employees hired that day.
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Laserfiche Connector

Once the employee’s information has been imported into Famous, Laserfiche 
Connector is used to link this information to the employee’s documents in 
Laserfiche by employee ID. This allows Warmerdam HR staff to quickly pull 
up the employee’s documents directly from their record in Famous, instead of 
having to perform a separate manual search in Laserfiche.

Benefits of Laserfiche

Implementing Laserfiche at Warmerdam Packing has resulted in the  
following benefits:

• The process of sorting through and reviewing all incoming applications 
to actual hire could take a team of people three weeks to complete. The 
new process, from the receipt of the online application to hire, takes 
approximately two hours.

• Since 75 percent of all applicants are rehired, finding their old files to check 
if they had been previously employed would take a long time. Now all the 
details are accessible in one place.

• The only paper that is generated during the HR hiring and onboarding 
process is the employee handbook. Everything else is stored in Laserfiche.

• Laserfiche Connector allows HR staff to pull up an employee’s record in 
Famous and see all Laserfiche documents related to the employee without 
having to perform a separate search.

QUiCKER BETTER SAFER  |  181



182  |  QUiCKER BETTER SAFER



LOAN PROCESSING
As anyone who’s ever applied for a loan knows, getting a loan requires filling out a lot 
of paperwork that must then be processed and maintained by the lender.

This section contains two solutions for accelerating loan payment processing by 
improving the flow of information within the organization.

First Foundation Bank 184

T Bank 192
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INDUSTRY: 
Wealth Management

NUMBER OF EMPLOYEES: 
200-500

HEADQUARTERS: 
irvine, CA

EXISTING LASERFICHE 
INTEGRATIONS: 
Fiserv

LOAN PROCESSING 

First Foundation 
Bank 

Laserfiche Solution Contributed By: Adrian S. Darmawan, 
Chief Technology Officer, First Foundation Bank

First Foundation Bank processes between 100-150 loans 
a month. Each loan application requires multiple steps 
performed by geographically dispersed employees, 
which in the past made the process cumbersome and 
time consuming. Here is how Laserfiche Workflow 
simplifies the loan application process.
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The Legacy Process

After the customer filled out a new loan application at any of the bank’s  
branches, the customer service representative, known as the private banker, 
mailed the application and all related documents (e.g., tax returns) to the loan 
processing department.

The loan package was then mailed back and forth between various departments 
until the loan was underwritten, approved and funded. The loan package, which 
could take up as much as two reams of paper, was archived in a file cabinet.

The Current Process

With Laserfiche, the private banker scans the loan application and all related 
documents into a new customer file in the Pending Loans folder immediately 
after they are submitted.

Laserfiche Workflow automatically creates the required subfolders corresponding 
to all of the different document types in the loan packet. An email is then 
sent to the private banker’s assistants asking them to gather all the required 
documentation and scan it into the folder.
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Once the information has been scanned, the private banker sends the loan 
packet to the credit manager for review by selecting Send to Credit Manager 
from a template list field. Laserfiche Workflow then creates a shortcut to the 
application packet in the credit manager’s folder.

The credit manager can approve the packet, deem it incomplete or decline 
it. If the packet is incomplete, an email notification is sent to the appropriate 
processor, who generates the additional information letter (AIL).

The AIL lists all of the information still needed for the loan to be finalized (e.g., 
a copy of a title to additional properties owned by the applicant). The private 
banker is notified of the AIL and sends a copy to the applicant. The applicant 
brings in the additional documents and the private banker scans them into the 
loan packet in Laserfiche.
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The packet is routed to the credit manager’s Laserfiche folder for additional 
review. If the packet is approved, the credit manager selects an underwriter. 
Laserfiche Workflow then creates a shortcut to the loan packet in the 
underwriter’s folder.
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Once the loan is underwritten, it moves to the loan committee for approval and 
sign-off. Once the loan committee signs off on the loan, the underwriter changes 
the status of the packet to Approved and Laserfiche Workflow creates a shortcut 
in the private banker’s folder.

The private banker notifies the applicant that the loan has been approved and 
prints the loan documents for the client to sign. The private banker scans the 
signed documents back into Laserfiche.

The loan is then moved forward to the credit manager for final review. If 
approved, it is sent back to the processor to be serviced. Once the loan is 
serviced, the whole packet is moved to the Loans by Number folder and a 
shortcut is created in the Loan by Name folder. The loan remains there until it is 
up for renewal.

Loan Renewal

When a loan is up for renewal, 
the private banker starts the Loan 
Renewal Laserfiche Workflow 
business process on the folder. 
This workflow:

• Tags the folder with a Loan 
Renewal tag.

• Clears the History field.

• Moves the folder to the 
Pending Loans folder.

• Appends “Renewal” to the end 
of the folder’s name.
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Another workflow is invoked which sends the 
loan back to the credit manager for approval. 
The loan then moves through all the steps 
outlined above.

Here is what the repository folder structure 
looks like:

Here is what the template looks like:
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Benefits of Laserfiche

Automating loan processing with Laserfiche has resulted in the following 
benefits for First Foundation Bank:

• Audits are quick and painless. The files that the auditors want to see are 
copied into a special folder in Laserfiche that they can view remotely through 
Laserfiche WebLink.

• Visibility is increased. A manager can use column profiles to quickly see 
how many loans are assigned to each processor and assign loans based on 
workload. This helps maintain a consistent workload for each employee.

• Faster processing. Loan applications are processed much faster and files are 
no longer lost or misfiled.

• Paperless processing. In the future, the initial loan application will be created 
in Laserfiche Forms—making the whole process paperless from start to finish.
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LOAN PROCESSING 

T Bank

Laserfiche Solution Contributed By: Thad Hutcheson, 
Chief Technology Officer, T Bank

T Bank primarily serves small businesses such as 
dentists, attorneys and accountants. As such, it offers 
Small Business Administration (SBA) loans, which are 
given to individuals planning to start or expand a 
business. The SBA lending process includes a large 
number of documents that need to be submitted, 
reviewed and approved by various parties. Here is 
how Laserfiche Forms and Laserfiche Workflow have 
simplified this process.

INDUSTRY: 
Wealth Management

NUMBER OF EMPLOYEES: 
11-50 people

HEADQUARTERS: 
Dallas, TX
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Laserfiche Forms

Since T Bank only has one branch (in Dallas, TX), but customers all over the United 
States, the majority of business is done remotely. Customers who are applying for 
SBA loans must submit most of their supplemental documentation online.

Since many of those documents are large and contain sensitive content, emailing 
them was not an option. T Bank decided to use Laserfiche Forms instead.

After applying for an SBA loan, the customer fills out the SBA Document 
Submission form that is embedded in the T Bank client portal. Certain 
information, such as submitter name and email, is populated automatically 
from the database. As part of filling out the form, the customer uploads relevant 
documents such as a tax return.
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Laserfiche Workflow

Once the form is submitted, it is saved in the 
Laserfiche repository, and Laserfiche Workflow 
takes over. This workflow:

• Uses the Retrieve Laserfiche Forms Content 
activity to extract the information entered 
into the form.
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• Finds all the documents submitted with the 
form, assigns the Loans template to each of 
them and populates the templates with the 
appropriate metadata.

• Moves the documents to an SBA Operations 
Inbox folder and renames them according 
to a standardized naming convention: SBA 
Submission Entry Name Submitter Name Date 
Submitted.

• Creates Laserfiche web URLs to the document 
and folder. These URLs are included in the 
email notification to the person responsible 
for processing the SBA loan.
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Here is what the whole workflow looks like:
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Benefits of Laserfiche

Implementing Laserfiche at T Bank has resulted in the following advantages:

• T Bank can now provide loans faster than the competitors, which is exactly 
what the customers want.

• All documents submitted to T Bank are now secure from the very moment 
that they are uploaded through Laserfiche Forms.

• Using Laserfiche Forms for the SBA loan document submission results in a 
better and easier customer experience.
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NEW ACCOUNT 
OPENING
The new account opening process is often complicated and paper intensive, requiring 
employees to manually track important pieces of information. Using electronic forms 
and automatic routing speeds the process of account opening.

This section contains solutions from two different banks to automate and improve the 
new account opening process. 

First Foundation Bank 200

Old Line Bank 208
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NEW ACCOUNT OPENING 

First Foundation 
Bank 

Laserfiche Solution Contributed By: Ashot Hareyan, 
Business Process Analyst, First Foundation Bank

Based in Irvine, CA, First Foundation Bank has various 
branches around Southern California. Opening a new 
deposit account at the bank used to involve mailing 
paperwork to the corporate office for approval. If 
anything was missing, it would also have to be mailed 
in. Here is how Laserfiche automated the whole 
process to reduce approval times from a few days or 
weeks to hours.

INDUSTRY: 
Wealth Management

NUMBER OF EMPLOYEES: 
200-500

HEADQUARTERS: 
irvine, CA

EXISTING LASERFICHE 
INTEGRATIONS: 
Fiserv
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Document import

When a customer wants to open a deposit account, he arrives at one of the bank 
branches. A private banker gives the customer forms to fill out. The customer 
fills these out and can also email additional information such as a statement 
from another bank.

Once all forms and documents are completed, collected and signed, a private 
banker sends them to Laserfiche in one of three ways:

• Drag and drop

• Laserfiche Forms

• Scanning

Documents that arrive by email are dragged and dropped into the deposit 
account’s Pending folder in Laserfiche.
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Upon import, the private banker fills out the metadata.
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Laserfiche Forms

Electronic documents can also be uploaded through Laserfiche Forms. The 
private banker logs into the bank’s intranet site and selects the link for adding 
new documents. He selects whether the documents are electronic or paper.

If the private banker selects the electronic documents option, he is prompted 
with a form to fill out. If the document is for an existing customer, the Account 
Number field must be filled out. If the document is for a new customer, than that 
field can be left blank and the Client’s Name field must be filled out instead.
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At the end, the private banker uploads the appropriate document and submits 
the form. The attached documents are automatically saved in the customer’s 
folder in Laserfiche with metadata applied based on information from the form.

Scanning

Paper documents are scanned onto a network drive. Laserfiche Quick Fields 
Agent, an automated data capture and storage tool that helps you extract 
information from documents, organize them, and store them in a Laserfiche 
repository, runs regularly, processing documents from the network drive and 
importing them into Laserfiche.

Before the documents are scanned, though, the private banker fills out a 
Laserfiche form with information that needs to be included in the document’s 
metadata. This information is also used in generating a barcode coversheet.
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Once the form is submitted, Java Script generates a barcode coversheet with the 
information.

The private banker prints the coversheet and includes it with the particular 
document that needs scanning. Many such documents can be scanned in one 
batch as long as each has a coversheet. Laserfiche Quick Fields populates 
metadata with information stored in the barcode and deletes the coversheets.

Laserfiche Workflow

Once the documents are imported into Laserfiche, the private banker changes 
the Deposit Account – Approval Status field to Review. Laserfiche Workflow 
then sends an email to the Quality Control group letting them know that a new 
account is ready for their review.

A quality control specialist claims a document and selects his name from a list 
field in the template so that the others know that the new account is already 
being worked on.

The quality control specialist creates the account in the Fiserv core system and 
then performs a first review of the documentation.
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If he finds something wrong, like a missing signature or form, he selects 
Exception in the Approval Status field. Laserfiche Workflow then sends the 
documents back to the private banker who must correct the problem and 
submit the documents for another review.

If the account passes the first review, the quality control specialist selects 
Conditional Approval in the Approval Status field. This action triggers an email 
notification to the private banker. The documents are automatically moved from 
the Pending folder to the Accounts by Number folder and the Account Status 
field is changed to Open. The private banker then notifies the customer that the 
account is ready to use.

Once the documents are moved to the Accounts by Number folder, all rights, 
except for read, are deleted. The only person who can edit the documents is the 
quality control person during his final review.
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Accounts that have had a successful final review have a Final Approval status 
applied and remain in the folder until they are closed.

If a customer closes an account, the private banker notifies the quality control 
group, which marks the account closed in Fiserv and changes the Account Status 
field on the customer’s Laserfiche folder to Closed.

Throughout the process, the Deposit History field records every action 
performed, along with the date and time.

Benefits of Laserfiche

Automating the new deposit account opening process with Laserfiche resulted 
in the following benefits for First Foundation Bank:

• New accounts can be opened much faster than before since documents don’t 
have to be mailed back and forth between the branches and main office. 
What used to take a couple days or weeks, now takes a few hours.

• Documents are never lost or misfiled since everything is automatically stored 
in the appropriate place and accessible only by authorized users.

• It is very easy to see a particular deposit account’s progress simply by looking 
at the document’s Deposit History field.
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NEW ACCOUNT OPENING 

Old Line Bank 

Laserfiche Solution Contributed By: Patsy Brizard, Assistant 
Vice President, Old Line Bank

Managing and processing new client documents at Old 
Line Bank used to be a cumbersome process. Paper 
applications and forms had to be mailed or faxed 
from branch offices to the main office resulting in 
wasted time and lost documents. Here is how Old Line 
Bank streamlines the management and processing of 
customer files for new accounts or loans with Laserfiche.

INDUSTRY: 
Wealth Management

NUMBER OF EMPLOYEES: 
200-500

HEADQUARTERS: 
Bowie, MD
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Scanning Documents

If a customer wants to open an account, apply for a loan or make changes to an 
existing account, he fills out all of the required documents and submits them 
to a personal banker at one of Old Line Bank’s branches. The personal banker 
enters the customer’s information into the FIS Bankway financial system and 
scans all of the documents into Laserfiche. Some documents that are part of the 
new account opening process include:

• Signature cards

• VISA check card application

• Disclosures on savings and checking accounts

• Online banking enrollment

• ID verifications

• And more

A customer data specialist then inputs all of the general information into the 
documents’ metadata, including the customer’s name, tax ID number and 
account number. Here is what the metadata for a signature card looks like:

A second person checks the scanned documents to make sure that the metadata 
matches that entered in FIS Bankway.
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Laserfiche Workflow

Once the metadata has been reviewed, 
corrected (if needed) and approved, 
Laserfiche Workflow picks up each 
document and routes it to the appropriate 
department based on document type.

Employees are notified via email that a 
document is awaiting their attention. The 
employee can open the document directly 
from the email by clicking on the Laserfiche 
Web Access URL or attached Laserfiche 
Client shortcut.

For example, if the customer filled out 
an online banking enrollment form, the 
e-banking department is notified. Here is 
the section of the workflow that routes 
documents to the e-banking department:
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Each department performs the appropriate action on the document and 
signifies completion in the metadata. For example, if a VISA check card is 
requested, the e-banking department adds certain metadata such as check card 
number to the document and changes the value of the Status field to signify 
completion.

Laserfiche Workflow routes the completed document to the customer’s 
Laserfiche folder.
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The customer’s folder is divided into different subfolders based on document 
type. As each document is completed, Laserfiche Workflow routes it to the 
correct subfolder.
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Benefits of Laserfiche

Implementing Laserfiche at Old Line Bank has resulted in the following benefits:

• Audits are quick and easy. All documents requested by an auditor are copied 
to a single folder in Laserfiche that the auditor can access.

• Client documents are now immediately available from any bank branch. For 
example, if a customer questions a check, the signature card can quickly 
be found in Laserfiche and a copy of the signature can appear instantly for 
verification.

• The whole account opening process is much faster than before since 
documents no longer need to be mailed or faxed between offices.

• Security is set so that employees can only access documents and metadata 
fields that they need to do their job.
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A collection of solutions to document-centric 
business process problems

Joanna Slusarz

Laserfiche allows us to take the burden and responsibility for compliance off 
individual employees, and moves it to a centralized and defined system. Not 
only can we ensure documents are stored as long as they are required, they are 
now also safe from accidental loss or tampering, and easily available.

Julie Holcomb, City Clerk, City of Ithaca, NY

QUICKER BETTER SAFER 
A collection of solutions to document-centric business  
process problems 

When solving business process problems, gaining fresh perspective from your peers 
can be invaluable. That’s why Laserfiche encourages its customers to share concrete 
details (including screenshots) of their solutions to common problems with each other 
on the Laserfiche Solution Exchange.

This book is a collection of some of the most useful solutions our users have created. 
We invite you to tap into their knowledge to solve the business process problems that 
keep you up at night. 

laserfiche.com




