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AUTOMATIZACION DE LA OFICINA
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AUTOMATIZACION DE LA GFICINA

TECNOLOGICA, INTEGRACION Y PLANIFICACION

PROPOSITO

Proveer un resumen general de 10 que que estd y estard sucediendo
en nuestro ambiente de trabajo- en nuestras oficinas - segin nos aden-
tramos en la era de la informacidn, y presentar las herramientas y eguipos
disponbibies. Finalmente, la presentacidon sugiere una manera 16gica y
efectiva de enfocar el proceso de automatizacitn del ambiente de trabajo.

CONTENIDO
° Antecedentes- presenta un cuadro de las circunstancias
actuaies y los desarrollos que han permitido Tlegar a donde

estamos y viabilizan el camino hacia el futuro.

Definicidn- la automatizacien de la oficina es un proceso
dinamico y continuo que combina diversos factores tales como
el personal, la organizacidon, las tecnologias y otras herra-
mientas, para lcgrar, con mayor efectividad, ias metas y
objectivos de la empresa.

Ciclo de Procesamiento de Informacidn- Czptura,
Procesamiento; Alimacenamiento; Accese y Andlisis; Distribucion
y Cemunicacion,

Equipos y sus usos- presenta 1os equipos mas importantes en

la automatizacion de Ta oficina y como cada uno contribuye al
procesamiento de informacidn. Entre los equipos principales

estan unidades de dictado, microcomputadoras, procesadores de
palabras y texto, redes de comunicacién, correo electrdnico,

microformas, copiadoras y reproductorss y unidades modulares

para muebles de oficina.

La Planificacion- discute una metodolcgia ordenada y comprobada
para el desarrollo exitoso de ls oficina automatizada (0.A.)-
la oficina del presente y del futuro.




TECNOLOGIA Y EQUIPO DISPONIBLE PARA CADA CICLQ

- Unidades de Dictado

- Equipos de reconocimiento optico de caracteres

- Maquinillas/ Procesadores de Palabras y Texto

- Computadoras (Mini-Micro-Maintrame)

- Sistemas de Archivos

- Sistemas de Apoyo para Decisicnes de Ejecutivos
(DSS) Software :

hojas de trabajos (spreadsheet)
modelos

- graficas

- bancos de datos

- otros

- Equipos Reprograficos
- Redes de Comunicacion
- Correo Electronico

- 0Otros equipos

- muebles y espacio de oficina
- ergonomia

INTEGRACION Y PLANIFICACION

- La clave del éxito
- (Qué es?

¢POR QUE DESARRGLLAR UNA ESTRATEGIA?

- Implicaciones
- Alcance

METODOLOGIA ESTRUCTURADA - 7 PASOS BASICOS

- Definir objetivos

- Analizar la situacion

- Definir los requisitos

- Solicitar propuesta

- Evaluar propuestas y seleccitn de sistema(s)
- Disenar Plan de Implantacidn

- Implantacidon y Evaluacidn



Why All the Fuss?

DEMAND

Increased office workload
Flatiening of !abor supply
Rising labor costs
Employee expectaticns

The need to improve
office labor performance

A CONVERGENCE OF DEMAND AND SUPPLY

SUPPLY

Smaller / guicker logic
Bigger / faster storage

Broader [ faster
communications

improved softwars
firmwara technigues

The ability to deliver
computer support at
& reasonable cost
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BACKGROUND - THE GROWTH OF INFORMATION

BUSINESSES {AND GOVERNMENT) CONTINUALLY DEMAND MORE
TECHNOLOGY ALLOWS US TO CREATE MORE
RECCRDED INFORMATICN DOUBLES EVERY SIX YEARS

WE ARE INUNDATED IN A SEA OF INFORMATION
- 30 BILLION CR!GINAL DOCUMENTS
- 630 BILL!ON PAGES OF MAIL
- 100 BILLION PAGES COPIED
- 85% OF PAPER FILES ARE NEVER USED

PROBLEM IS NOT HAVING INFORMATION, BUT HAVING THE RIGHT
INFORMATION ON A TIMELY BASIS
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30%
EQUIPMENT

77% - PRINCIPALS’ SALARIES
(Executives, Managers, Professionals)

23% — SECRETARIAL SALARIES

Source: Dartnell Corporation
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COST OF A BUSINESS LETTER

$6.63

261% increase

1968

" Source: Dartnell Institute
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COST INCREASE:
AMOUNT OF PAPER

324 Billion Documents in U. 5. Business
72 Billion Documents Added Annually
70 to 75% are Strictly Internal

19 Copies in Average Life

Nearly All are Filed Somewhere

Only 5% are Ever Looked at Again

Foil TR-06
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45%

40%

35%

Source: U. S. Bureau of Labor Stati
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EXPENDITURES

VS.
PRODUCTIVITY
CAPITAL EXPENDITURES PRODUCTIVITY
Farm Worker $40,000 Up 55%
Production Worker 25,000 Up 90%
White-collar Worker 2,500 Up 4%

Source: U.S. Bureau of Labor Statistics {1968-1378)
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Trends: 1980-1990 gy

100% Information
Growth :

10% Workforce
Growth

Source: IBM



Source: IBM
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BASIC i i - thied

APPLICATIONS :

=

WORD
PROCESSING

RECORGS
_PROCESSING

LIST
PROCESSING

FORMS
PROCESSING

ELECTRONIC
FAIL
ELECTRONIC
DCCUMERNT
DISTRIBUTION

ELECTAOKIC
FILING

ELECTRONIC
PRIKTING

- VOICE %AIL

/,

7

\

ADVANCED =/
APPLICATIONS :

CONFERENCING

BUSINESS
GRAPHICS
PERSONAL

OFFICE ALDS

ACTIVITY

MANAGEMENT

EXTERNAL
I4FORMATION
RETRIEVAL

ACCESS TO OTHER
COMPUTER SYSTEMS

MANAGEMENT
INFORMATION

DECISION
SUPPORT -
SYSTEMS

SPECIALIZED
APPLICATIONS

4

COMPONENTS :

<o ey

COMMUNICATIONS
- PROCESSCR

uTiuvy
~ PROCESSOR

e,

NETWORK

~. LOCAL AREA '

WORKSTATION

PROFESSIORAL
 EXECUTIVE

SSULTI . FUNCTION

ADMRINISTRATIVE PHOTOTYPESETTIRG

ELECTRONIC
PRINTERS

0cK
COMPUTERIZED

INTELLIGENT
COPIERS

. COMPUTERIZED

MICROFORMS

VOICE STORE -

AND FORWARD




FUNCTION

DlSTRlBUTION

—“xm-

FILING AND RETRIEVAL

PERSONAL PROCESSING

SYSTEM SERVICES
* SECURITY
o OUTPUT
« CONTROL

SOURCE: IBM INTERNAL STUDIES
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PUBLIC NETWORK
PRIVATE NETWORK
PABX

COM. MSG. SWITCH

CRT TERMINALS
PRINTERS

INTELLIGENT COPIERS
PHOTO COMPOSERS
FACSIMILE
INTERACTIVE GRAPHICS
VICEO PRESENTATION

ouUTPUT

DISTRIBUTION
SYSTEMS

PUBLIC NETWORK
PRIVATE NETWORK
PABX

ccrv
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3 DATA /IMAGE SYSTEMS
1

: CRT TERMINALS WORD PROCESSING

: FACSIMILE SMALL BUSINESS SYSTEMS

¥ oca DISTRIBUTED SYSTEMS

% INTERACTIVE GRAPHICS HOST COMPUTERS

v

i INPUT PROCESSING

3 CEVICES SYSTEMS

) INTELLIGENT PHONE PABX (DIGITAL)

CONFERENCE SYSTEM CONFERENCE BRIDGE

- AUDIO CENTRAL DICTATION

- IMAGE VOICE STORE & FORWARD

- VIDEO VOICE TRANSLATION

% IMAGE COMPRESSION

i FACSIMILE

3 AUDIO /IMAGE SYSTEMS
f

i

*
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DEVICES

INTELLIGENT PHONE
COMFERENCE SYSTEM
- AUDIO
« IMAGE
- VOICE
VOICE SYNTHESIZER
VOICE PRIMTER
FACSIMILE

BATA STORAGE
IMAGE STORAGE

. STORAGE

DEVICES

DATA STORAGE
VOICE STORAGE
IMAGE STORAGE
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- STRATEGIC PLANNING
FOR OFFICE AUTOMATION




WHY DEVELOP A STRATEGY FOR OFFICE AUTOMATION?

— MYRIAD OF VENDOR CFFERINGS

— OFFICE WORKER PRODUCTIVITY IS STATIC

~— CLERICAL LABOR COSTS ARE INCREASING

RAPID ADVANCES IN OFFICE AUTOMATION TECHNOLOGY

i




INTEGRATED OFFICE
SYSTEMS

o Data Processing

¢ Word Processing

e Photocomposition

e Micrographics

¢ Reprographics

¢ Records Management
* Teleconferencing

o Electronic Document Distribution

e Voice

e Image

Foit TR-19




PHASE.IV
REVIEW

PHASE |

PLANNING & ANALYSIS

1

OFFICE AUTOMATION

STRATEGY
DEVELOPMENT

POST-
IMPLEMENTATION
REVIEW

2 ANALYSIS OF

OFFICE
OPERATIONS
|
3 DEFINE OFFICE
SYSTEMS
FEATURES
]
DETAILED

SPECIFICATION

OF REQUIREMENTS

7
IMPLEMENTATION

[
IMPLEMENTATION
PLANNING

]
PHOCUREMENT

PHASE 1t
IMPLEMINTATION

PHASE 11
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Tactics for Geiting 1o the Automated Office

Who will be in charge? (DP; Offibe Administrator;
Telecommunications)

Estabiish task force

— Who should be inciuded

- — Scope of study

— Authority

— Lifespan (3 months; 5 year)

o Get top management commitment
— Education
— Finances
— Participation

¢ Investigate current and future office needs
— Study the organization
— Study the workers
— Study the work

¢ Use needs to define system requirements
— Prioritize according to applications

Foil JU-00.1



Tactics for Getting to the Automated
Office (Continued)

o |dentify pilot projects

- — High leverage areas (can be replicated over and over
in company)

— Right level of visibility (usually close to hdaqtrs.
location; professionals and/or iower or middle
management — NOT executives)

— High, fast payoff
— Use pilots to evaluate first pilots and to fine-tune
future systems

e Select hardware and software

o Cost justify as much as possible ““hard-dollar’” savings
— Salary
— Space
— Hardware

e Cost justify ‘“soft-benefts”
— Higher quality and quantity of work
— Timeliness of work for better decisions; information
— Job enrichment
— Competitive edge

Foil JU-00.2



JUSTIFICATION-TEXT/DATA

@ Current system is base

@ Verify current activity

o Survey
e Observation

® Evaluate job mix

® Create productivity matrix

¢ Equipment
o Job/user group

® Pick equipment
® Install pilots

® Measure results

Foil JU-05



¢
-~ IBM’s Commitment

Varied product otfferings to meet differing customer needs
_ Systems integration offering to tie them together
via an
Architecture
to provide
- a total office systems solutiovn

o Text

o Data

e Voice

e Image
e Graphics

Foil HO-21



Basic Elements of the Office
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- Are Not Changed...

But They Are Enhanced
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Career
Opportunities

Progressive
Equipment

Custom"ized
Media Storage




WORD PROCESSING

2 NORD PROCESSING PROVIDES THE ABILITIES-

TO EFFICIENTLY TYPE, STORE/RETRIEVE, REVISE AND PRINT
PAGE(S) OF TEXT

- TO PRINT TEXT IN A VARIETY OF FORMATS

- TO SIMPLIFY THE PROCESSING OF TWO MAJOR TYPING
APPLICATIONS:
MULTIPAGE DOCUMENTS WITH REVISIONS AND
REPETITIVE/DOCUMENT ASSEMBLY

OME BASIC WORD PROCESSING FUNCTIONS ARE-
ADJUST
CENTER
COLUMN ALIGNMENT
DELETION
INSERTION
INTERACTIVE HYPHENATION
PAGE NUMBERING
PARAGRAPH INDENT
STORED FORMATS
BACKGROUND PRINT

FiE'rE 5 9% 58 1 8o

kit SOME ADVANCED WORK PROCESSING FUNCTIONS ARE -
AUTO HYPHENATION

BLOCK MOVE/COPY/DELETE

FIND/GLOBAL

FOOTNOCTES

JUSTIFY

MATH

SPELLING

N ER R B R S |

2 A COMPARISCN CHART OF WORD PROCESSING OFFERINGS FOR
DISPLAYWRITER, DATAMASTER AND PERSONAL COMPUTER IS
INCLUDED IN HANDOUT. THERE IS ALSO A CHART HIGHLIGHTING
5280 TEXT CAPABILITIES.
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Making the office more productive

Five ways to identify and analyze your office requirements
Josaph E. Gallsgher

With the shift of the work force to white
collar; escalating salaries, and the in-
creasing amounts of information that
executives need to manage, many organ-
kzations are now focusing on the office as
8 prime area for productivity improve-
ment. Froductivity in the office means
getting more vaiue per doliar expended
on employees (salaries, training, fringes),
facilities (space, furniture, fixtures), and
equipment (typewriters, computers,
photocopiers).

There are two basic types of “solutions”
that can result from office productivity
improvement efforts. The first is non-
technological. This can include changes

3

In organization, redesign of workflow,

redistribution of workioad and improve-
ments in operating procedures. The sec-
ond is the automated solution. Properly
applied, automated systems are efficient
tools that can increase cutput volumes,
eliminate work sieps, reduce task time,
standardize work products and reduce
office space requirements. Automated
solutions may address repetitive clerical
tasks as word processing addresses
typing. micrographics addresses filing
and photocopying addresses duplicat-
Ing. Or, automated systems can be de-
signed specifically to provide manage-
ment with analytical toois 1o aid in the
decision-making process.




3% 5 Ws of
- needs analysis 8@

20 First W
What-setting
objectives 3®

None of these soiutions can be arrived at
intelligently without first identifying and
analyzing neecs through a planned, sys-
tematic approach. The five Ws of what
we will call "needs analysis” remain the
sarne no matter where the focus of the
office improvemant effort.

YWhat sre these five Ws?

They are simple to state but rather more
complex to work out successfully. Placed
in question form they are:

1. What exactly is a needs analy-
sis? What are the objec-
tives?

should the company spend
money for a study of
needs?

should management
choose to conduct the

— - needs analysis? And what
are the advantages and
disadvantages of those
choices?

is the best time to perform
this kind of study?

5. Where does it take place?

2. Vhy

3. Who

4. When

~a

borp= =ty o s o
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What exactly is the needs analysis or
requirements definition study? And what
is the objective?

The objective is to quantify the amount
and nature of special requirements that
characterize the office functions. This
type cf study includes detailed analysis
of existing procedures, work distribution
and document processing requirements.

These needs or requirements are transla-
ted into systems featutes. The outputs of
the study include both manpower man-
agement recommendations and cost
benefit analysis of key system features.

It is not only important to know what a
needs analysis is but alsc how it should
be applied. In the conduct of a needs
analysis one must know what the objec-
tives are, where they want to focus, and
what methods and techniques should be
employed to ge! the best possible re-
sults. If a step is missed or a key area is
not addressed. the systam and interrela-
tionships of its components will not be
fully understood.

A needs analysis is not a feasibility study
ang is not an organizational study. Itis a
study that identifies what actions must
take place and what resources must be

-available for the organization to achieve

its goals. By identifying what you need to
operate at present levels you can project
what will be required to operate at the
level that is desired.

The needs analysis process

The process of performing a needs anal-
ysis is a phased approach which primar-
ily consists of identifying scope and
objectives, collecting information, analyz-
ing the data. and converting it into sys-
tems features.

The needs analysis addresses all of the
components of a system and is not
strictly technological as any system con-
sists of people and facilities as well as
equipment.

Therefore, it not only identifies the need
for word processing equipment. but also
the human resource requirements and
spatia! arrangement or layout of the oper-
ation. -

It is not uncommon to find that an organi-
2ation has done a very detailed analysis
of their equipment requirements but littie
identification of the people (organization
and staffing) and facilities (layout and
environment). The consequences of this
range from delays in complete implemen-
tation to total rejection of the new system.




66 Second W
Why—the obvious
sclution is not
always the best
solution @€

Why?

Why do a needs analysis? Why identify
what we need and then analyze it? That
seems like a waste of time and money to
gome peorle. A manager might ask,

“Why do we have to hire a consuitant to
tell us that if there is a long line for the
photocopier, we should buy more ma-
chines?”

Finding the best solution

The answer is that the obvious solution is
not always the best solution. One must
understand the environment, the require-
ments, the interrelationships of different
functions and the impacts they have. in

this example, buying more ccpiers may
mean that you are replacing the cests ot
having personne! waiting in ine with the
cost of new equipment. In one case the
long lines might have been actually
caused by an ineffective centra! file func-
tion. Because employees ware unabie 10
locate file copies when needzd, they
started making anc keeping copies for
their personal file A needs analysis
would detect this conditior and make the
corrections where they could be rnost
effective in the centra! fil2 rocm.

The copier example is a simple one, tut
the approach of applying the quick solu-
tion may have an unfortunate impact i it
prevails throughout the organization.

There are companies with storerooms of
uncrated equipment that will attest 10 the
benefits of first understanding your

" needs. The needs analysis allows a com-

pany to understand its cwn uniqueness—
hew it differs from others~and 1o uncer-
stand its particular requirements and
idiosyncrasies so that it can apply the
best tools to the task. Without a planned,
proven approach to identifying require-
ments, the process of matching features
to needs is reduced to guesswork.




Who?

VW/ho are the likely candidates to perform
the needs analysis? Usually, there are
three opticns—each has advantages

anag disadvantages. The first is to assign
the task to the manager of the depart-
ment {0 be studied. The second choice
is the internal analyst or consultants
within the organization. The third option is
to contract the services of a professional
consulting firm.

The department manager

The department manager is most familiar
with the department operation. Therefore,
the tirne spent in preliminary fact finding
normally required by persons unfamiliar
with departmental operations can be
reduced. The manager also may be the
most effective at getting staff cooperation
because he or she has the authority to
schedule pecple’'s time and assign re-
sponsibility for tasks required for the proj-
ect. However, there may be more disad-
vantages than advantages in choosing
the manager as the sole source for per-
forming the study. One reason for this

is that it is unlikely that the departmental
manager can be totally objective in ana-
lyzing his or her own department’s per-
formance. When was the last time you
read a report from a manager that identi-
fied his or her informal management
methods as the primary reason for iow
productivity?

Getting honest ideas from employees
can 2lso be difficult because employees
may fear retribution as a result of provid-
ing information critical of their supervi-
sor's abilily to manage. This kind of

arrangement is sormetimes restrictive
and, therefore, not always an effective
way of identifying needs.

Given that the manager will contirue to
be responsible for the day-to-day opera-
tions of the department, in adcition to the
heavy demands of time that the study
would require, it is difficult to imagine
both being done effectively.

One last important consideration is the
amount of experience that the manager
has in performing needs analysis studies.
Those instances where organizations
have attempted to cut costs by having
the depantment manager perform his or
her own needs analysis have frequently
resulted in the study having to be redone

- by experienced persons. So in all iikeli-

hood, the cepartment manager may not
be the best choice as the sole source for
a needs analysis study. However, this
does not exclude him or her from beirg a
valuable and usually necessary partici-
pant in the study process.

Internal analyst & consuiting
departments

Internal analysts or consulting depart-
ments have been growing in size and
number within the last five years. Once
included mainly in methods improvement
and data processing applications, they
have become numerous in the larger
corporations primarily as an outgrowth of
office automation. Thus, the second
choice or alternative is to use the re-
sources within the organization, if they
exist for you.

The advantages are usually greater than
with the department manager. The inter-
nal analyst bas knowledge of the organi-
zation, its strategies, policies, and pro-
cedures. Where the manager will look

at needs strictly from his own departmen-
fal perspective, the analysts can view the
department’s needs with an eye on how it
refates to the needs of the entire organi-
2ation. This is often very practical in terms
of standardizing procedures and coor-
dinating equipment-purchasing decisions.

AT |



@@ Third W
Who should perform
the analysis? @@
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The analyst's primary function or role in
the organization is to collect cata, ana-
lyze it and make recommendations. Ana-
tysts spenc all of their time in these types
of activities. They are not only skilled at it,
but also they are not hampered by re-
quirements that compete for their time, as
would be the case with the manager.

Some shoricomings have been experi-
enced in choosing this option, however.
One is that the avaiiability of these re-
sources may not always be as timely as
desired. In reality the analyst is nct sitting
in the office waiting for you to cali. He has
a workioad of projects that often runs into
the next calendar year. In other words, it
is first come, first served and the wait
couid be substantial.

A second shortcoming may be ex-
pressed in the old adage that says
"When the only tool one has is a hammer,
one tends o view everything as if it ware
a nail'” In the office systems environ-
ment, many analysts have gained their
experience by concentrated exposure in
a single technology or office function. For
examgle, the analyst may have been the
key person in the word processing sys-
tem implementation. Having become
trained in its operation and knowledge-
able of the steps of the installation, he or
she may have been recruited by man-
agement to repeat this process in other
departments or branch offices of the
company. As will be discussed iater in
greater detail, the office consists of six
functional areas and the information input
or "capture” function that includes word
processing is only one function in the
total process. It could be a mistake to
assume that the analyst used in this ex-
ample is qualified tc perform a needs
enalysis in other areas of office activity.

A fina! concern is the political environ-
ment within which the internal analyst
must work. Such an environment may
unconsciously affect the decisions and
recommendations that the analyst makes.
Take, for example, the pressure onthe
analyst who reports {o the vice president
of operations, and must identily the prob-
lems and determine the needs of a de-

partment whose manager also reports 10
the same vice president. Does he or she
report objectively no matter what the
potential results, knowing that he or she
will have {0 work every day with the peo-
ple about whom he or she may give criti-
cal evaluations?

The professional consuitant

The third choice is to hire the services of
a professional consulting firm. Usually
such arrangements are contractual with
the parties committed to a schedule with
stated work products and an agreed fee.
Therelore, the completion of the study is
likely to occur in @ more timely manner
than possible with the first two choices.

One major advantage is that the consuit-
ing firm has no axe to grind. A Iot has to
be said for the fact that when you hire a
professional consulting firm to study your
operation you are asking for an objective,
unbiased third-party opinion.

The greatest benefit one receives from
the professional corisultants may be the
broad range of experiences and re-
sources that these firms can bring to the
task of analyzing your needs.

The most mentioned disadvantage of
using external consultants is cost. While
consulting firms will tell you that you get
more value for each dollar, the perception
is often that they are expensive. In addi-
tion, employees may view the consultant
as an “"outsider” and management must
often do a good selling job to employees
in order to get their cooperation.

A combination of talents

The selection of the person or persons
performing the study is critical because
the wrong choice mignt lead to higher
costs and poor results. Very often the
bes! choice is a combination that takes
advantage of the strengths of the depart-
ment manager, the internal analyst and
the outside consultant. The managers are
familiar with operation and may be most
likely to get staft cooperation. The use of
internal analysts for the labor-intensive
data collection steps is often the wisest
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choice for the task. The objectivity, pro-
ject management, and brcad experi-
ences brought by the professional
consultants should also be empioyed.

The optimum combination will ba de-
termined by factors of budget and
timeliness.

When?

Is there a best time for such an analysis?
The answer may vary with the circum-
gtances, but any time is a good time to
begin because the documentation can

always be useful whether making
productivily improvements, redistributing
workloads or identifying future require-
ments. There are, however, sorne key
times when it would be more useful to
have the information, or maybe even
damaging not to have it. Listed below are
three cases in which a needs analysis
may be necessary.

Case 1 When the company moves

When planning a major departmental or
company move, where the entire office
will be uprooted and moved to another
location, a needs analysis may be neces-
sary. Because you don't want to imple-
ment a new system in the existing facility
and then in a relatively short period of
time “rip it out” and reimplement it in the
new facility, in most instances planned
procedure changes, purchasing deci-
sions and the implementation of new
equipment will be postponed until the
move has taken place. Therefore, it foi-
lows that prior to moving you will want to
have a good idea of what your needs are.




. @@ Fourth W
When—key
occasions to make
a needs analysis%

Moving means that files will be cuiled—
with many decumsnts, records and mate-
rials discarded in the process. it is impor-
tant to kncw what is crucial to keep and
what you can live without.

in the new facility, the office layout will
usually be different from the existing one.
The architectural design of modern office
buildings may cause you to situate peo-
ple and equipment difierently than in your
existing facility. An understanding of the
functional interreiaticnships of pecple,
work units, groups and depariments is
criticai in designing the best layout and
workflow. We recommend working with
the design architect in planning office
layout and equipment configuration re-
quirements. With requirements such as
wiring, air conditioning and logical adja-
cency identified and integrated into the
facility design, workflow is optimized and
rnodification costs are kept to a minimum.

Case 2 When the budget is plenned

Ancther key time to perform the needs
analysis is prior to the budget process.
in preparing a budget or forecast, it is
important to know what you are going to
need in terms of resources, facilities and
equipment over the next budget pericd.
Once needs have been identitied, they
can be translated into system features.
These features can often be directly
translated into dollars.

Case 3 When techrology changes
menpower nseds

The third good time for a needs analysis
Is right after a technology or system has
been implemented. in many cases in-
creasec productivity will have been real-
zed and there may be available staff time
which could be used to addrecs other
needs that might have been of lower pri-
ority up to this point.

in some instances, the newly imple-
mented system may be causing unfore-
geen problems. For exampie, in one
organization the implementation of a
word processing system increased -
hourly typing output by 300%. however,

the proofreading depariment was still
prooiing at the same rate. The docu-
ments were being typed faster but a
backlog was created in the proofreading
deparntment, causing the waiting time for
that service 10 increase dramaticatly.
From the users’ point of view, document
processing time had not improved, which
meant that the new system was providing
no additiona!l benefit. This example
Clearly iliustrates why an identification of
needs in other areas afiected by or re-
{ated to the typing function is necessary.

Again with respect to new technology,
you may want to expand an application
on a system. Many word processing sys-
tems, for example, have the capability to
perform data processing, communica-
tions, or records processing functions.
Companies typically use word process-
ing as the introductory technology to
office automation. Once the word proc-
essing application is successfully imple-
mented, other functicnal area needs can
be addressed to see if the automated
features offered by the word processing
system software can cost-effectively fill
those other needs.

The time factor

The question of time is also raised in
planning the study. How long should a
needs analysis take? The answer 10 this
Question depends on many factors that
include the scope of the needs analysis,
the functions to be addressed and the
size of the area. How many people are
going to be involved in this study? When
is management expecting the repon?
Planning here includes creating a sched-
ule that has all the required work steps
and assigning responsibility for the timely

- completion of those steps. It is important

that the study conclusion be well timed
80 that the data can be used while it is
still fresh and reflects current conditions.
it is critical that this study be performed
in as short a period of time as practical.
However, one shouldn't skip any key work
steps in order to meet a ceadline. On the
other hand, if a deadline is missed one
may have a lot of data that has limited
practical use.
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Where—the office
with its six functional

areas OO

Where?

While a needs analysis can be con-
ducted for any department or function,
we will focus here on the office in gen-
eral, dividing it into six functional areas
comprising document processing and
information fiow. They are:

1. Creation —which includes ¢ocument
processing activities such as dictaticn
and typing.

2. Storage and retrieval - relating 1o filing,
records retention and file management.

3. Reproduction~including photocopy-
ing, duplicating, graphics and printing.

4. Distribution - as it relates to the internal
flow of paper and mail systems.

5. Communications - either by telephone,
facsimile, TWX or telex equipment.

6. Decision support-consisting of sys-
tems addressing the informaticn needs
of management as they relate to timely,
~well-informed decision making.

[
3

Setting priorities

It is much easier in terms of project man-
agement to study a specific function as
opposed to an entire office. However, it
would be a mistake 10 view a single func-
tion in a vacuum. Each of the functional
areas of the office impacts and interre-
lates with the others. While a needs anal-
ysis can focus on one function, it should
be done with an awareness of the others.

A study that attempts to identify very
detailed needs for an entire otfice opera-
tion may be a herculean task. Each func-
tion can require volumes of data and
analysis. A better approach may be a
study that broadly addresses each func-
tion in an attempt to identify which re-
quires the greatest need for concen-
tration, the priority or order in which each
should be addressed and the potential
benefits from improving each area.

The goal is to identify which functions
should be addressed in more detail and
determine what the immediate and po-
tential improvements in each function will
mean in terms of benefits of savings to
the organization.

In conclusion, a needs analysis is the

vehicle by which the business comes to *

know itself. Having acquired this knowl-
edge. plans to increase managerial and
clerical productivity can be implemented
&nd substantial dollar savings realized.

A NEEDS ANALYSIS STUDY
CHECKLIST

The foliowing checkiist provides the steps
required in chronological order for con-
ducting the needs analysis.

« |Icentify the scope of the needs analysis
« Salect and organize the study team

« Cevelop a workpian and study schedule
» Orient those who will be studied

» Use more than one data collection
techniqus

* Use multiple analysis techniques
* Feedback findings to management

« Convert the identified and analyzed
needs to system features

s Prepare an office improvement plan

et "o
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D2

3.50

3.25

5.00
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TE TDE IS NOW

- 1EX NATIQMAL COFTICZ SYSTZ=S CXT=R

BUSINESS OFFICE SYSTEMS REQU:REMENTS
AND EVALUATION CRITERTA

INSTALLATION EASE - INSTALL EQUIPHMENT WITH O
VENDOR INVOLVEMENT,

TRAINING - ON-SITE, SELF-STUDY MATERIAL TAILORAELE
FOR ELEMENTARY AND ADVANCZD FUNCTIONS, PRereR
COMPUTER ASSISTED TRAIMING.

DOCUMENTATION/REFERENCE MATERTAL - DOCUMENTATION
SHOULD BE DIRECTED TO SPECIFIC AUDIENCES (USERS,
SUPPORT PERSONMEL, ETC,) AND IT SHOULD BE EASILY
REFERENCED AND COMPREHENDED.

CENTRAL SITE MANAGEMENT AND SUPPORT -~ THIS

INCLUDES: PROBLEM MAMAGEHMENT; CHANGE MANAGEMENT;
COMMUMICATIONS MAMAGEMEMT ; PERFORNAkCr MANAGEIMENT ;
AND CAPACITY PLANNING,

ARCHIVING, BACKUP AMD RECOVERY - PROVIDE AN EASILY

MANAGED FACILITY TO ASSURE DATA BASE INTEGRITY,
SYSTEM AVAILABILITY AND GOOD "HOUSEKEZPING”
PRACTICES.

7N




4,25

4.00

3575

36 /5

IZ2M NATICRAL CFTICE SYST=SS CENTER

COST-EFFECTIVENESS - MUST PROVIDE A BROAD RAMNGE OF
USER FUNCTION AT A REASONABLE COST FOR EOTH.
HARDWARE/SOFTWARE AND COMMUNICATIONS WITH GROWTH
FLEXIBILITY,

CAPABILITIES/FEATURES - PROVIDE FOR ThE INTEGRATION
CF TEXT, DATA, VOICE AND IMAGE.

ELECTRGNIC MESSAGE DISTRIBUTION - PROVIDE THE
CAPABILITY TO EXCHANGE MESSAGES AND DISSZHIMATE
INFORIMATION, '

MANAGERIAL AND PROFESSIONAL SUPPORT - PROVIDE

FACILITIES FOR MANAGERS AND PROFESSIONALS TO
ACC=SS THE INFORMATION AND FUNCTIONS NEEBED TO
PERFORM THEIR WORK WITH GEOGRAPHICAL [HDEPERNDZNCE,

THIS IMPLIES COMNECTIVITY TO OTHCR SYSTEMS FURCTIONS
AND INFORMATION,

!

MIGRATION TO FUTURE PRODUCTS - PROVIDE INCREMENTAL
GROWTH CAPABILITY (GRANULARITY) IN BOTH PROCESSORS
AND PERIPHERAL PRODUCTS WITH EASE OF MIGRATION..
ctQUIPMENT SHOULD MEET USER NEEDS FOR A FIVE-YEAR
PERIOD. '

RELATIONSHIP TO DP GIRZCTINN - PROVIDE A GOOD “FIT”
WITH OThRcR INFORMATION PROCESSING SYSTEHS AND
EQUIPHENT, CONFORM TO THE APPRCVED COMPUTED
RESQURCE ARCHITECTURE.
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A ST N AV AN W D

3450 COMMUMTCATIONS WITH QTHER IBM OFFICE AUTOMATION
PRODYCTS - PRQVIDE INTERCHANGE “ITH QTHER DISTRIBUTED
AND HOST-BASED PRODUCTS,

N

o715 COMPUTER APPLICATIGNS - PROVIDE THE LINKAGE TO
ACCESS AND USE INFCRMATION FROM REGIGNAL AND
HOME OFFICE INFORMATION BASES.,

T 2

5.00 [BM SUPPORT - PROVIDE COMMON SUPPORT INTERFACE, _
. REGARDLESS OF PRODUCTS INVOLYED., EASILY ACCESSIBLE

TECHNICAL SUPPORT AND APPLICATION ASSISTANCE IS
ESSENTIAL.

2675, USER PROGRAMMARILITY - PROVIDE THE CAPABILITY FOR
] CUSTOMER APPLICATION PRCGRAMMING.

s

4.00 SUPPORT REQUIREMEMTS - INCORPORATE SUPPORT WITH
EXISTING ORGANIZATIONAL UNITS WITH MINIMAL RESCURCE
IMPACT. EQUIPMENT SHOULD REGUIRE NO ON-PREMISES DATA
PROCESSING SUPPORT,

2850 ERGONOMICS - EQUIFMENT SHOULD MEET ERGONOMIC DESIGHN

FACTORS,

WELGHING VALUES | POIITS

5 = CRITICAL TEN POINTS TOTAL PER FACTOR ALLOCATED

4 = VERY [MPORTANT TO EACH SYSTEM, BASED ON RELATIVE

3 = [#PORTANT STREHGTH/WEAKNESS RATING.

2 = SCHEWHAT [FPORTANT _ LS
1 = NEGLIGIELE IMPACT

BLM/1x 9
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