Bachelor’'s Thesis

Automotive and Transportation Engineering

2019

Petra Hamalainen

UTILISATION OF DOCUMENT
MANAGEMENT SOFTWARE IN
FILE MANAGEMENT FOR
CLIENT PROJECTS

Etteplan Oyj

TURKU AMK

TURKU UNIVERSITY OF
APPLIED SCIENCES



BACHELOR’S THESIS | ABSTRACT

TURKU UNIVERSITY OF APPLIED SCIENCES
Automotive and Transportation Engineering
June 2019 | 32 pages, 13 pages in appendices

Instructors: Jyri Janne (TUAS), Jarno Paavola (Etteplan), Niklas Stahlberg (Etteplan)

Petra Hamalainen

UTILISATION OF DOCUMENT MANAGEMENT
SOFTWARE IN FILE MANAGEMENT FOR CLIENT
PROJECTS

The thesis was commissioned by Etteplan Oyj, an engineering company providing engineering
solutions, technical documentation services, and embedded and IoT solutions. The main purpose
of the thesis was to study technical documentation and document management software, and
find solutions to how to make customers choose a specific document management software to
make file management in client projects easier. The thesis was conducted in spring 2019.

The thesis is primarily focused on Therefore, a document management software by Canon.
Therefore was acquired by Etteplan to make file management in client projects easier but
customers were not very interested in starting to use the software. During the writing process of
this thesis, Etteplan decided to abandon Therefore and focus on operating with the same
document management software as its customers. Due to the shutdown of the software at
Etteplan, the focus of the thesis was moved to a more general level to find out what are the views
of different operators in client projects and document management software, and what makes a
document management software a profitable choice. Despite the change of the strategy of
Etteplan, the previous basis of the thesis was preserved.

The theoretical part of the thesis deals with technical documentation and what a document
management software should be able to be capable of. This is followed by a study about
document management software and client projects, and what are the views of the companies on
both sides. Therefore and two other widely known document management software were
compared by their technical features. A document management software usage experiences
survey was conducted to find out how the employees experience using different document
management software. The results of the survey were analysed and made proportional to the
theoretical study. The final conclusion of the thesis is that a document management software
should be chosen not only for the company itself but also for the employees who use the chosen
software. It is also important to consider the perspective of customers and be prepared to sell the
idea with facts such as technical specs and usage experiences.

KEYWORDS:

technical documentation, documentation, document management, file management, client
projects
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DOKUMENTINHALLINTAOHJELMISTON
HYODYNTAMINEN ASIAKASPROJEKTIEN
TIEDOSTONHALLINNASSA

Opinndytetydon toimeksiantajana toimi insinddritoimisto Etteplan Oyj, joka tarjoaa laite- ja
laitossuunnittelun ratkaisuja, teknisen dokumentoinnin palveluja seka sulautettujen jarjestelmien
ja loT:n ratkaisuja. Opinnaytetyon tarkoituksena oli tutkia teknistd dokumentointia ja
dokumentinhallintaohjelmistoja, ja Idytaa keinoja saada Etteplanin asiakkaat valitsemaan tietty
dokumentinhallintaohjelmisto, jotta asiakasprojektien tiedostonhallinta olisi sujuvampaa ja
helpompaa. Tydn suoritusaika oli kevat 2019.

Opinnaytetyon keskidssa on Canonin Therefore-dokumentinhallintaohjelmisto, jonka Etteplan
hankki kayttoonsa joitain vuosia sitten, mutta josta asiakkaat eivat ole olleet erityisen
kiinnostuneita. Kevaddn 2019 aikana Etteplan p&atti muuttaa strategiaansa, mika tassa
tapauksessa tarkoitti Thereforen alasajoa ja jatkossa keskittymista toimimaan kunkin asiakkaan
itse valitseman dokumentinhallintaohjelmiston kanssa. Opinnaytetyén painopiste siirtyi tdmén
myota yleistasoisemmaksi siten, ettd paamaaraksi tuli tutkia eri osapuolien tarpeita ja ndkékulmia
littyen asiakasprojekteihin, ja sitd mikd tekee dokumentinhallintaohjelmistosta kannattavan
valinnan. Huolimatta strategian muutoksesta, opinnaytetyon alkuperaiset lahtokohdat sisallytettiin
silti tydéhon.

Tyon teoriaosuus késittelee teknisen dokumentoinnin perusasioita ja sitd mihin
dokumentinhallintaohjelmistojen pitdisi ominaisuuksiltaan kyetd. Taman jalkeen kasitellaan
dokumentinhallintaohjelmistojen ja teknisen dokumentoinnin asiakasprojektien suhdetta, ja sitéa
mitkd useimmiten ovat projektissa mukana olevien tahojen tarpeet ja nadkdkulmat asioihin.
Thereforea ja kahta muuta yleisesti tunnettua dokumentinhallintaohjelmistoa vertailtiin toisiinsa
niiden teknisten ominaisuuksien kautta. Dokumentinhallintaohjelmistojen kayttajakokemuksiin
littyva tutkimus toteutettin sen selvittamiseksi, mitd mieltd itse tyontekijat ovat eri
dokumentinhallintaohjelmistojen kaytostd. Kyselyn tulokset suhteutettiin teoriaosuuden
paatelmiin. Johtopaatdkseksi saatiin, ettd dokumentinhallintaohjelmisto tulisi valita yrityksen
suorien tarpeiden lisdksi myds tyontekijoitd ajatellen ja heitd kuunnellen, silla he tulevat
kayttamaan ohjelmistoa kaytanndssa. Olennaista on myds huomioida asiakkaiden nakodkulma.

ASIASANAT:

tekninen dokumentointi, dokumentointi, dokumentinhallinta, tiedostonhallinta, asiakasprojektit
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1 INTRODUCTION

The aim of this thesis was to investigate the utilisation of document management
software used in file management for client projects, where exchanging and forwarding
various of documents between two or more companies is highly necessary. Exchanging
and forwarding documents allows companies to conduct business together. When the
service provider is able to access the specifications and other information regarding the
service buyer’s request, it is then able to provide what the service buyer is asking for. To
make the exchanging of documents possible, there must be a working link - a software -

between the buyer and the provider.

The thesis was commissioned by Etteplan Oy} and has a document management
software Canon Therefore in a significant role as it is the main document management
software that Etteplan has been offering for its clients to make file management between
the company and its clients easier and more effective. Consequently, the main problem
of the thesis was how to convince the clients to choose Therefore instead of another

document management software.

Despite the original assignment, during the writing process of this thesis in spring 2019
Etteplan decided to change its strategy, which meant abandoning Therefore as a
document management software in client projects and starting to operate with the clients’
choices of software. As a result of the announcement the focus of this thesis was shifted

to a more general level however still retaining its original premises.
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2 WHAT IS TECHNICAL DOCUMENTATION?

According to “Technical Documentation and Process”, technical documentation is a
subject area that is broad in scope and includes at least writing, organization, people
management, project management and problem-solving. To summarise effective
technical documentation, it consists of documentation strategies, developing style
guides, meetings, systems engineering, concurrent engineering, disaster planning and

recovery, and standards and references. (Whitaker & Mancini 2013.)

Technical documentation is a broad field of engineering and there is not just one way to
define it. Simplified, it covers everything that has been completed from the designer’s
desk to the store shelves and the end users. Even though certain people and businesses
consider it expensive and waste of time and money, technical documentation is a
valuable support function, which enables companies to develop their products, conduct

business with each other and sell the final products to other companies and consumers.

2.1 The main areas of technical documentation

A documentation strategy is chosen according to the needs of a project, product or
facility, and it depends on the desired end result and who the end user is. This means
that you cannot document identically for internal needs, for a business partner and for
end users as you have to choose the level of information the document recipient needs.
For example, an end user of a smartphone or a lawnmower usually needs only the user
manual of the product and not the complete design information, assembly instructions
and other specifications, which the producing company and its possible business
partners need. However, a business partner might need information regarding the
product structure, parts, materials and development to fulfill its own part of business

partnership.

Developing style guides is as important as choosing a documentation strategy, since a
style guide helps the company to create coherent and logical documentation effectively
and promptly. Without a style guide there would be no uniform concept and guidelines
for how to create different documents, and a result of that would be a complete time-

wasting turmoil where nobody finds the correct information they are looking for. However,
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the main purpose of a style guide is to standardise all documentation of the company,

so the company could focus on its core business more effectively.

Meetings are a crucial part of business these days because without them businesses
would not be able to develop, share ideas and inform stakeholders about the project
(Whitaker & Mancini 2013). Meetings have to be documented immediately to ensure that
everybody will be aware of what was informed, brainstormed and decided in every

meeting.

Systems engineering and concurrent engineering focus on planning for the unexpected
and to be able to take the right steps in a changing, competitive environment. Systems
engineering focuses on ensuring that a long-lasting project is completed according to
schedule and the unexpected situations are taken into account. Concurrent engineering
focuses on increasing a company’s ability to react effectively to market changes and
technological development because otherwise it would be fatal and a disadvantage to

not react quickly.

Disaster planning and recovery also focuses on the unexpected, which may occur not
tomorrow but potentially somewhere in the future. For example, it is important to have a
plan for a fire at a factory and a natural disaster such as tornado if the factory is in an
area where tornadoes are known to occur. Disaster planning must be documented in the
same way as everything else because if not, it can lead to huge problems in the worst

case.

Standards and references are needed to ensure that components, procedures and
protocols are consistent not only within the company but also between business partners
and across the industry (Whitaker & Mancini 2013). Without standards, even the smallest
of things such as nuts and bolts would differ in sizes and threads, and they would not be
compatible universally. Standardization saves time and money when basic components

such as nuts and screws are universally the same.

A number of industries also have their own standards regarding materials and
specifications. In addition to universal and industrial standards, a company also needs
internal standards so it can work as one effective unit. Without standards, working would
be slow, many expensive mistakes would me made and numerous compatibility
problems would occur. Standards and references need documenting that is available
when in doubt and when needed. Even technical documentation has its own standards,

which must be followed to create coherent technical documentation.
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Modular Structure of Common Technical Document

/" Module 1
"~ Administrative
and prescribing
information
(not harmonized)

Module 2
: Nonclinical Clinical N
Quality overview overview
overall &
summary | Nonclinical Clinical
i summary summary
Module 3 Module 4 Module §
Quality Nonclinical Clinical
data study reports study reports

Picture 1. Example of the modular structure of a common technical document (Creative
Commons CCO0 2019).

2.2 Technical documentation and business

While companies conduct their business, it is necessary to document everything from
the start until the hands of the end user. It does not matter if the end product is a physical
product, a facility or services, it will still need valid documentation. Without
documentation, it would be impossible to know how a product was invented, designed,
developed and what all the steps were along the way from the designer’s desk to the
end user. Even after that, technical documentation is needed to be able to help and
advise the end users if they face problems and questions. Documentation is also needed
when tracking down a product development process and what were the most important

turning points during its development.

Sometimes businesses need to transfer documentation to each other when they are
conducting business with each other. In that case, direct and indirect end products of
technical documentation are created. Indirect end products are documents that are
needed between two or more different companies while they are conducting business
with each other. In technical documentation, direct end products are documents and

other content that are produced and possibly managed by the selling company whose
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products and services the ordering company buys. In this case, a company specialising

in technical documentation is conducting business by offering documentation services.
2.3 Technical documentation at Etteplan

Etteplan is an engineering company, which specialises in design, embedded systems,
and technical documentation. The company promises to maintain the customers’ needs
for technical documentation, which lets them focus on their own core businesses.
(Etteplan Oyj 2019.) Etteplan’s services include technical writing, simplified technical
English, content management, visualization, dynamic publishing, assembly, operator
and service manuals, patent documentation, assembly reviews, working instructions,
training materials, spare parts lists, product guides, quick guides and many more —

everything that comes under technical documentation.

Etteplan has over 500 documentation specialists who are willing to fulfill a customer’s
technical documentation needs (Etteplan Oyj 2019). Thus, Etteplan has but many
customers, also high standards when it comes to its business and how it is conducted.
Regardless of all the services it is offering, even a company specialising in technical
documentation has to create value for its customers. Etteplan fulfills this task by

delivering projects which create value for its customers.

Creating value to our customers by delivering projects

CUSTOMER CONFIRMS VALUE
STEERING

PROJECT START DEFINE EXECUTE CLOSE
MANAGER PROJECT PROJECT PROJECT PROJECT

IMPLEMENT
oo [ RS

Picture 2. Etteplan's model for creating value for its customers (Etteplan Oyj 2019).
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3 TECHNICAL DOCUMENTATION AND CLIENT
PROJECTS

The main goal of Etteplan as a service provider of technical documentation is to support
the client throughout the product’s lifecycle by ensuring that all the technical
documentation needs are fulfilled (Etteplan Oyj 2019). Client projects in technical
documentation vary depending on the client and what the client’s needs are. Etteplan as
a leading technical documentation service provider in Europe has numerous clients in
many different fields of industry, which makes it vital to be able to operate within varying

needs and specifications effectively, and to be able to customise solutions.

Etteplan Technical documentation process

CUSTOMER REVIEW AND ACCEPTANCE
s o o
GROUP

LEAD CLOSE
MANAGER pROjeCT = Managertools ppgject PROJECT

PLAN

PROJECT STORE AND|
TEAM MAINTAIN

ol 58 B EBEE B B ==

Picture 3. Etteplan Technical documentation process (Etteplan Oyj 2019).

3.1 Document management software

In the current world, document management software are an important and vital part of
advanced technical documentation. The software are needed to create documentation,
manage documentation and to transfer information between companies. To manage

documents, the document management software must be able to handle metadata
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which identifies and describes a document. Metadata has to be attached to documents
not only for management purposes but also because of exchanging them with business

partners (Suomen Standardisoimisliitto SFS 2006).

The purpose of metadata is to enable management, search, and tracking functions
regarding documents (Suomen Standardisoimisliitto SFS 2006). Metadata makes it
easier to find the right documents among millions of documents that may be located in
many different systems. To handle metadata, a document management software is
needed. The document management software has to be able to dig up metadata
extensively from other systems and gather all the necessary information for the user of

the software.

A document may be a single document but also a combination of different documents
created in different systems, while all the different parts of it form the actual document.
However, a group of individual documents with unigue metadatas can be found under a
group metadata while still being single documents. A set of documents differs from this
by being a series, which compiles individual documents with individual metadatas that
are related to each other more strictly. (Suomen Standardisoimisliitto SFS 2006.) To
make document management possible, a document management software must be able

to find all the previous effectively and logically from the mass of information.

[ New Document

General

Class: Choose class v

© Use template:

O Create an empty multi- Request for Proposal

(O Create an empty single] Proposal

Order

Confirmation of Order
Name or title: Contract or Agreement
Purchase Invoice
Sales Invoice

Properties:

Created:

Last modified:
Brochure or Ad

Created by: Price List

Bulletin or Press Release
Other Marketing Material

+ W

Drawing
Other Document
Picture

I Relationships... Unclassified Document

Permissions: Full control for all internal users v C|
Workflow: v
[¥] open for edting [] Check in immediately

[ OK ] | Cancel ] \ Apply

Picture 4. Assigning metadata in M-Files.
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An important part of the usability of a document management software is also revision
management. Revision management stands for managing all the different versions of a
document. When a document is given a new revision, it usually means either a change
of information or a change of visual presentation. Despite all the revisions, more than
one of them may be effective due to different uses. (Suomen Standardisoimisliitto
SFS 2006). Even though a revision is not in force, it must be stored and has to be found
if needed because its status may change or the users may have a need to check it out
for different reasons such as finding out the direction of product development during the
years. The document management software has to be able to find all the revisions and

tell which of them are approved for use and which of them not.

3.2 Client perspective

Throughout the period when Therefore has been in active use at Etteplan, there have
been two client companies who have taken advantage of using Therefore between
Etteplan and themselves. However, one of the two clients decided to abandon Therefore
in October 2018 due to its own new document management strategy, which aims for

simplicity and better performance.

During a few years, Etteplan has been trying to offer Therefore for many of its clients but
with poor success. Despite the many attempts to encourage its clients to utilise the
opportunity, there is no detailed documentation regarding to whom the software was
offered and why they refused it. Therefore has also been used internally at Etteplan but
the poor success in increasing customer use has been the main reason to abandon it

entirely.

However, even though clients have not been interested in switching to Therefore to
exchange documents with Etteplan, it does not make Therefore a bad choice. The clients
may have matching needs with Etteplan but their views on how to answer those needs
may be completely different compared to the views of Etteplan. This is when marketing
and negotiations step in. To be able to market something, one must prove that the idea
or product is a profitable choice that benefits the buyer who is potentially willing to invest

in what is on sale.

Document management software are not different compared to other things and ideas

that people and companies try to sell to each other. In fact, a document management
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software is a product that includes an idea of effective utilisation. Consequently, a
potential buyer must be convinced with both the facts and the idea before the purchase
decision is made. In Therefore’s case, the recognition and number of users are probably
the biggest obstacles that do not convince. A client does not want to lightly invest in a
software that is not widely known and commonly used because an investment reduces
resources that could potentially have been used for something more profitable. Thus, a
less-known software is more likely seen as a risk and it is always in the position of an

underdog.
3.3 Company perspective

Behind a company’s decision to start using a document management software and to
offer it for its clients lies an expectation that the selected software will produce results by
being an efficient and profitable investment. Consequently, Etteplan has made a decision
to select Therefore since the company has seen it as a good investment for its own needs

that aim to conduct profitable business in the field of technical documentation.

Etteplan’s Model for Technical Documentation

o - Engineering Data
1. DITA XML for structure —

Reuse (single sourcing) =
Easier to manage

Faster to find information

Multiple publication formats

Data exchange

2. Simplified Tec | English for text

Single Source database

O RN s

for structure and simplification of
illustrations —

from 3D to reusable SVGs

4. Experienced documentation
specialists

Publication in different media
(internal / external)

Picture 5. Etteplan’s Model for Technical Documentation (Etteplan Oyj 2019).

According to Etteplan’s model for Technical Documentation, it carries out projects where
the focus is to deliver various assignments based on defined scope, schedule and cost.

Thus, it is important to choose the document management software that best serves
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these purposes by being multifunctional and with a good quality-price ratio. However,
the challenge is to choose the most suitable tool which also suits the customers because
Etteplan’s business is made possible through file management. The chosen software

must meet not only Etteplan’s needs but also the needs of the customers as well.

To prove a client that a certain document management software is a profitable choice
there should be facts such as comparison data or usage information that can be used to
highlight the positive and profitable features of the software. After the facts are collected,
they can be utilised to sell the idea for the client in the best possible way such as
promises of saving time or general effectiveness. However, even if the facts were as
good as possible, they must be sold as a profitable idea that also benefits the customer.
Thus, the people responsible for marketing and negotiations have to be skilled and

professional.

3.3.1 Employee perspective

Employees are subordinate to the company but it is still important to pay attention to their
views and how they experience their job and the tools that are given to them to carry out
their daily tasks at work. A single employee is the true fulfiller of the job, which makes
employees’ opinions important even though decisions are usually made on the higher

level and in the cabinets without minding what the employees have to say.

However, spending a little time to hear what the employees have to say may prevent
making poor and expensive decisions such as choosing ill-conceived software, which
only slows down and disturbs daily operations. Bad tools can also reduce the motivation
to conduct the job as effectively as preferable, so choosing the right tools is also
important from this point of view. Generally, employees wish for a comfortable working
environment in which to work with effective tools. Nobody wishes for bad tools, although

sometimes it is an obligatory evil to settle for them under duress.

The emloyee perspective was utilised in this thesis by making it an essential part of the
main study. A document management software usage experiences survey was
conducted to collect the views and experiences of the employees of Etteplan regarding
document management software. The survey provides data not only about the
experiences regarding Therefore but also about document management software in

general.
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4 DOCUMENT MANAGEMENT SOFTWARE
COMPARISON

In order to be able to evaluate Therefore, there must be reference software. For this
purpose, Kronodoc by BlueCielo ECM Solutions Oy and M-Files by M-Files Oy were
chosen because they are widely used in document management in industry. Reference
software must be used widely in the industry to be able to make a comparison that

creates value for the company that commissioned this thesis.

4.1 The main comparison

The main comparison was completed by studying the information and promises the
software producers themselves provide at their official websites regarding their products.
The main comparison is followed by a document management software usage
experiences survey, which was conducted to collect actual user experiences from the

employees who use the software in their everyday working lives.

4.1.1 Therefore

According to Canon’s own words regarding Therefore, it promises that Therefore has
fewer management processes than document management software usually have
because it enables picking the essential information from both digital and paper
documents (Canon Oy 2019). Picking the information from paper documents is possible
because Therefore’s user interface enables scanning documents and adding them

directly into the desired project folders, where they are found afterwards.

Therefore promises to offer powerful simplicity which saves time and allows quick file
sharing and management (Canon Oy 2019). It has a web-interface which is independent
of time and place as it works via different devices including computers, tablets and
smartphones. An important part of Therefore’s document management promises is also
a safe and reliable cloud service where the company information is safe and can be used
in any location. The cloud service also makes it possible for two or more companies to

share information with each other.
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Therefgre'

PEOPLE PROCESS INFORMATION

Find and Edit
Conveniently

Capture and
Store Data Securely

Simplify Your
Business Process

e
soe

Analyse Your
Business Process

Picture 6. The document management philosophy of Canon Therefore (Canon

Singapore Pte Ltd 2016).
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4. Report:
Kahra J [i]

Picture 7. Canon Therefore home screen.

4.1.2 M-Files

M-Files is a document management software produced by the Finnish technology

company M-Files Oy. The software entered the market in 2005 and has since been one

of the most-used document management software in Finland. It also has many
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18

international users since the software company has expanded its operations worldwide.
(M-Files Inc 2019.)

Like Canon Therefore, M-Files also relies on a cloud service, which enables saving,
editing, using and processing information wherever and whenever needed. According to
M-Files, 82 % of people believe that finding documents from different systems and
locations reduces productivity (M-Files Inc 2019). Hence, M-Files has enabled extensive
compatibility between many commonly used software, which enables a generally

seamless usability.

OUR APPROACH TO INFORMATION MANAGEMENT
[ M-Files SR &
T

Y

Metadata driven

Any Repository

]
1 I i i
4 It + H

@B MFiles 33 &

Picture 8. M-Files approach to document management (M-Files Inc 2019).

Without relying on metadata, seamless usability would not be possible. By metadata, all
essential documents can be found from different compatible systems such as Dropbox
or Microsoft Teams, and then be accessible in M-Files. However, miscellaneous
metadata can be a potential weakness because a document management software
might possibly find wrong or irrelevant documents instead of the relevant ones. Thus,
searching for documents in many other systems makes assigning metadata to
documents patrticularly careful work in which metadata must be properly defined to

enable finding the relevant documents.

M-Files promises to find the relevant documents wherever they are located and to show

the same original documents without copying them to other locations. Still, the logic of
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M-Files is based on the folder structure that most people are used to (M-Files Inc
2019). The biggest advantages of M-Files are the ease of use and familiarity in logic
which create positive thoughts about the software. They also help people to adapt better

to using the software. Generally, M-Files has a very low threshold for getting started.

® Sample Vout - s

« v A (8 > ThisPC > M-Files (M) > Semple Vault » v & Search M-Files (M »

M-Files <>

Sample Vault

Browse Recently Accessed by Me (25) ProjectPlan/  Project Plan /
Feasbiity Recards.

1. Documents & Mancy Hartwick

2. Manage Customers 2 Bill Richards

3. Manage Projects > % OMCC Corporation h h ——
. ) Project Project Tasks - Marketing Presentations
4. Manage Employees [ Tennessee Land Surveyors (Nashville) Agrsmet— CRM mererial on

5. Aduanced Sample Views > {8 First Meuntain Securities (Customer Service)

Favorites [ CBH Intem

% Recently Acceszed by Me [l RGPP Partnership
3 Templates s [l City of Chicago (Planning and Development)
: e W cy El ;] P

3 Offine > [ Davis & Cobb, Attomeys t Law

' Marketing material on network drive B ESTT Corporation (IT)

Propesal 7722 - Meetin
Assigned ta Me (2) Checked Out to Me (1) = i

) Brocfread: Marketing Meeting Agenda. doc > | Project Plan | Feasibility Studly

) Read and Reviews: Apri Presentation

Central Plains Initial Land RGPF Reece, Murphy
Asea Survey / Central Fartnership and Partners

Picture 9. M-Files home screen.

4.1.3 Kronodoc

Kronodoc Oy (later BlueCielo ECM Solutions Qy) is the founder of Kronodoc document
management software which is a widely-used and well-known document management

software in the industry.

Kronodoc has a document management logic of its own since it relies on four levels of
information. Workspaces are the top-level of information because they contain
everything else. Workspaces are all unique as their folder structures, document
properties, access rights and everything else is set according to the needs of each
project. A workspace contains folders which are used to organise information which

means different kinds of documents.

Documents can be of many types and they can have different purposes such as contract,
proposal, claim, task, event, or report. Documents also have a certain status, a certain

relevance, and they always contain general properties that are author, document
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number, date of creation and so on. Files are always attached to documents and they
can be of any size. (BlueCielo ECM Solutions Oy 2012).

Since the document management approach of Kronodoc is rather different compared to
other document management software such as M-Files, it is possible that its use can be
experienced as stiff and inflexible. If the user has to proceed through different levels of
information in a certain order without any possibility to jump directly to the desired
documents, it takes time to reach what is needed when there are levels to pass.
However, the positive side of the logic of Kronodoc is that it is simple and clean so there

are no expectations to its operation.

NNSENEN

Workspaces Folders Documents Files

Picture 10. Kronodoc document management approach: The four levels of information
(BlueCielo ECM Solutions Oy 2012).

Kronodoc *
e

© Please login

Username |

Password

Picture 11. Kronodoc login screen.
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v General Export subfolders | Document reference report | History

General:

sl Kronodoc Information (6]
User code: Created 28.08.2000, 14:29 by Support. Kronodoc
Letter code: Modified: 02.01.2003, 16:43 by Administrator, System
Version: Position. 4
Type: tem
To leam more about Kronodoc view the Kronodoc Online Help, by clicking the Help link in the top frame. The Online Help provides contains topics for Getting
Description: Started, User's Reference and Administration topics
The document "Network collaboration - The big picture” that is available in this folder is linked also to the folder “Subfolder with documents™.
Lifecycle:
Status: W Released Litecycle: Folder lifecycle

~ Coliaboration Add | Subscribe | List access profiles
Comments:

Comments: No comments

Notifications:
Subscriber
notification: No subscriptions No
Access profile:
Profile "No changes”
Role accesses:
Role k Users Groups
~ Links Clipboard: Copy | Add | View
Parent
folders: Workspace root folder
Further

Picture 12. Kronodoc folder properties screen.

General

Name: g[lop"p?noc Authar: Kronodoc Support

Number: 000019 Email: Support@kronodoc.com

Version: 1 Version history Created: 28.08.2000, 15:15 by Kronodoc Support
Relevance: Public Modified: 29.08.2000, 12:29 by Kronodoc Support
Type: Resource document

Description: Mail link to Kronodoc support.

Files and URLs

Files: No files

URLs: No URLs

Lifecycle History

Status: Released Lifecycle: Approval Lifecycle

Links Cliphoard : Copy= Add = View

Present in folders: Item: Further References » List contents

Parent documents:

Sub documents:

Comments Add

Comments: No comments

Notifications

Subscriber notification: Mo subscriptions Nofifications: No nofifications
Access control: Access profile "No changes”
Role accesses: Listroles

Role Users Groups

Picture 13. Kronodoc document properties screen.
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5 DOCUMENT MANAGEMENT SOFTWARE USAGE
EXPERIENCES SURVEY

A survey was conducted to research the user experiences of the employees who are the
daily users of the document management software. The purpose was to research what
are their views regarding using document management software and what they find

important in them.

The survey was created in Microsoft Forms and the survey link was sent to 63 Etteplan
employees who had stated in Etteplan’s internal human resources system that they have
experience in Therefore, M-Files or Kronodoc. Many employees had experience in only
one type of the software mentioned but others had experience in two of them or even all
of them. Out of 63 employees six were out of office which makes it unsure if they even
noticed the survey link during the given answering time, since they never answered. Out
of the rest 57 employees 21 answered the survey during the given answering time. The

survey was conducted in March 2019 and was available for three weeks.

5.1 The structure of the survey

The survey consisted of 16 questions that were formulated to gather usage experience
information regarding the three main document management software compared in this
thesis, but also regarding other document management software that the respondents
have used, desired software features, and what the respondents find the most important

in document management software.

The first three questions were about the respondent skill levels of Kronodoc, M-Files and
Therefore. They were followed by questions regarding the usage of other document
management software, the most important features and desired platforms as well as
what is the software the respondents find the best in fulfilling their desired features and
platforms. The respondents were also asked to describe how they experience using

Kronodoc, M-Files and Therefore, and to name the software they find the best in general.

The next questions dealt with the features of the respondent choices of best document
management software and the possible disadvantages that they have. Finally, the next

two questions before the final question asked about the respondent years of experience
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in technical documentation and if the respondents are willing to be interviewed if there is
a need for it later. The final question was an opportunity to write whatever the
respondents wanted to say about technical documentation and document management

in general.

5.2 The survey results

Of all the survey respondents 11 people indicated they have some level of experience in
using Kronodoc, 10 in M-Files and six in Therefore. Nine respondents have experience
in two out of the three software but none of the respondents indicated they have
experience in all three. In addition, 11 respondents reported that they have experience
in some other document management software such as Agile, Autodesk Vault and

Elodoc.

The arithmetic means of the skill levels of the main three document management
software on a scale of 1-6 (no experience, adequate, moderate, satisfactory, good, very
good) were 2.05 for Kronodoc, 2.24 for M-Files and 1.62 for Therefore, which makes M-
Files the most best known software in this case. However, the skill level results imply
that employees usually know only the basics of a document management software and
have no deeper expertise regarding a software because lighter skills are enough to

operate the needed processes of a software needed in one’s job.

Therefore
22%

Kronodoc
41%

M-Files
37%

= Kronodoc = M-Files Therefore

Figure 1. Distribution of respondent experience in Kronodoc, M-Files and Therefore.
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No experience

in other _ .
document Experience in
management other document
software management

software

48%
52%

m Experience in other document management software

= No experience in other document management software

Figure 2. Respondent experience in other document management software.

6.00
5.00
4.00
3.00
2.00
1.00

0.00
Kronodoc M-Files Therefore

Figure 3. Respondent skill levels in Kronodoc, M-Files and Therefore.

The most desired features of the survey respondents in a document management
software are user-friendliness, logicality and compatibility. In this case, compatibility
means being compatible with other software in general and can be interpreted from every
respondent's own point of view because different jobs require different software.
However, the general opinion in this survey values the three features mentioned high.
Quick processes was also chosen by quite many, while the fair price of a software,
customers using the same software, visually appealing user interface and possible other
features were not as important features of a document management software. The

guestion required respondents to choose 1-4 features, while most chose three.
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Figure 4. Desired features of respondents in a document managament software.

Most respondents chose an application working through a web-interface the most
desired platform of a document managament software but a significant number also
valued a program installed on a computer very important. Tablet and smartphone were
equally valued, but not as much as the two mentioned earlier. It is assumed that the
nature of a job has a great impact on what an employee favours: Those working more
closely with the field operations want solutions that are not tied to place and physical
connections as office computers are. However, an application working through a web-
interface implies that quick and user-friendly solutions are valued and a program
requiring installation is not necessary. This question required respondents to choose 1-

3 features, while most chose two.

As mentioned earlier, M-Files was the most well-known of the three main comparables.
It was also mentioned as the software in which the desired features are best fulfilled.
Therefore was chosen by 19 % of the respondents and Kronodoc by 14 %, which makes
Kronodoc the least favoured in terms of the desired features. However, 29 % of the
respondents chose another software and 14 % had no choice, but this can be explained
by the fact that none of the three main software is used regularly at these respondents’

daily jobs since people tend to favour what they use on a regular basis.
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Smartphone Other
16% 0% Programon a

‘ computer

29%

Tablet
16%

Web-interface

39%
® Program on a computer m Web-interface = Tablet = Smartphone = Other

Figure 5. Desired platforms of respondents regarding using a document management
software.

No choice Kronodoc
14% 14%

M-Files
Other 24%

29%

Therefore
19%
m Kronodoc = M-Files = Therefore = Other = No choice

Figure 6. Respondent choice of document management software regarding features
and platforms.

The respondents who wrote about their Kronodoc experiences usually described it rather
positively by stating it is easy to learn and use. However, it also gained negative
comments regarding its user interface. For example, one of the respondents describes
his personal experience regarding Kronodoc:
| have only used Kronodoc for checking how my documents appear in it from a
customer's point of view after linking the documents there from an internal
document management system (it is only used for delivering documents to external

parties). | haven't used it much lately, however. It seemed clear enough, but | heard
some customers had difficulties seeing all metadata of the documents.
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Comments regarding M-Files were positive but it gained many complaints regarding its
logic, which does not follow the folder-based file management logic to which most people
are used to as a result of using the most common computer operating system Microsoft

Windows. However, one of the respondents wrote about M-Files:

To my experience, M-Files is currently leading the field in user-friendliness and
user-centered design in documentation management systems. Most of the
competitors have been developed from the background and viewpoint of other
earlier types of data management environments (such as ERP, PDM, PLM and
other database systems). M-Files is logical, easy and quick to use, and it has
ready-made, easy to modify workflows, interfaces and tools that cover the needs
of all departments and functions in a company. M-Files is also well integrated to
other database systems. The price and system scalability seem competitive.

Therefore did not gain as many comments as the other two software but almost all of its
feedback was positive. It was praised for being easy to learn and use, and its user
interface and search properties were described as brilliant. After all, Therefore also
gained some criticism on e.qg. its feature to rely on physical documents:
Canon Therefore is quick to learn and easy to use, but feels a bit cumbersome and
old-fashioned in some ways. There are multiple ways of performing a task or a
guery and not all of them seem logical or well executed. The integration for
managing printouts and paper archives can be a benefit in some companies and
business areas, which still rely heavily on them. Integration and automation

possibilities seem to be good, and the price seems to be competitive, especially
for smaller companies.

Of the three main software M-Files was mostly considered to be the best even though it
gained many complaints regarding its logic. Kronodoc and Therefore were placed
immediately after it. 24 % of the respondents had their own favourite such as Autodesk
Vault or Agile, but many chose one of the main trio just because they did not have
experience in any other document management software. 29 % of the respondents - the
majority - did not have an opinion about the best document management software in
general for different reasons, which varied from disliking them all this far to not having
enough experience of them:

I'm hesitant to answer that since | haven't used that many different ones. It seems

that they always have their positive and negative sides. | do like the one that |

currently use, ECM, but it's far from perfect.
In general, it seems that a person’s job and whatever it requires dictates what software
is used. The employee does not really have a word about it since they must become
used to the tools given for them even though they do not really enjoy it or find the tools

suitable.
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Kronodoc
14%

No choice
29%

M-Files
19%

Other Therefore
24% 14%

m Kronodoc ® M-Files = Therefore = Other = No choice

Figure 7. Respondent choice of the best document management software in general.

The respondents were asked about the disadvantages of the document management
software of their choice. The majority answered that the main disadvantage of their
chosen document management software is that not many customers are using it. Limited
capabilities and heavy usability were also mentioned often.

Other The software is

11% heavy to use
18%

No disadvantages
7%

Processes take a
long time
14%

Not many customers
are using it
25%
Crashes easily

7%

Does not have all
the capabilities it

= The software is heavy to use should have g processes take a long time

18%
= Crashes easily = Does not have all the capabilities it should have
= Not many customers are using it = No disadvantages

m Other

Figure 8. Disadvantages of the document management software chosen by the
respondents.
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Finally, respondents were asked about their experience in technical documentation in
years in order to further examine how the answers to previous questions correlate with
experience. 33 % of the respondents have 0-2 years of experience in technical
documentation, while the 3-5 years option was answered by 29 %. The rest had more
experience but the majority had the maximum five years of experience. The distribution
of experience in years may imply that many of the respondents are younger
professionals or that they have changed their job at some stage. Those with fewer years
of experience were more generally ones whose answers were more uncertain and they
did not want to draw as definite conclusions about software and their features as more

experienced respondents.

15+ years
14%

11-15 years
5%

0-2 years
33%

6-10 years
19%

3-5 years
29%
m 0-2 years = 3-5years 6-10years m 11-15years = 15+ years

Figure 9. Respondent experience in technical documentation in years.

5.3 A summary of the survey

It is important to note that only 21 people out of the 57 possible respondents answered
the survey, which makes the results somewhat indicative only. Even if all the employees
who received the survey link had responded, the sample would have been more
extensive in order to draw more definite conclusions. However, the number of suitable
respondents is limited to the company and its size. It should be noted that time and
resources also limit the conduct of a wider survey and that it would have been more

complicated to reach the employees of other companies just because of this thesis.
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In general, Therefore managed rather well even though it is a more recent document
management software and not so widely known. Kronodoc and M-Files have been
available for much longer and have consolidated their positions in the industry, so from
this perspective Therefore was an underdog all the time. Regardless of the setting at
first, it turned out that Therefore is experienced positively by those who have used it in

their work.

M-Files was also experienced very positively in general as it got the best points regarding
its features and it was chosen the best in general most often. Compared to M-Files, the
success of Therefore was very good even though it does not have as many and as skilled
users as M-Files. It seems that the conspicuousness of Therefore is the limiting factor

that prevented it from passing M-Files.

Kronodoc had its admirers but it was not admired as much as Therefore and M-Files. It
must be noted that many respondents also chose some other document management
software than Therefore, M-Files or Kronodoc, but it can be explained by the fact that
either they do not have much experience in the three main comparables or that they use
some other document management software in their daily work. Most of the respondents
also had less than five years of experience in technical documentation, which can also
be a contributing factor as those with less experience tend to hold to what they are the
most familiar with. Many of the respondents were also uncertain to give accurate

answers when the question allowed them to write freely.

The respondents appreciated user-friendliness, logicality and compatibility with other
software as the most desired features while they usually saw slowness, lack of
capabilities and only a few customers using the same software as disadvantages. Still,
the dispersion of opinions is wide because people tend to favour everything they are best
used to. However, it can be said generally that the generally appreciated features do not

necessarily apply to only one document management software.
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6 CONCLUSION

The original aim of the thesis was to find out how to make Canon Therefore more
appealing to the customers of Etteplan and collect data that would support the objective.
However, during the writing process of the thesis the main focus was moved to a more
general level where technical documentation and client project views were studied. A
document management software usage experiences survey was conducted to find out

how the employees who use document management software experience them.

A document management software should be chosen not only for the needs of the
customer and the company itself but also for the employees whose tool it will become.
Even though the customer always comes first and the company providing services wants
a fair price when they invest in something, it must be taken into account that a document
management software is an everyday tool for some people. When the tools are functional
and pleasant to use, the work is done well and efficiently — and when the work is done
successfully, it creates value for all involved. And if the customers are happy, business

will follow.

The document management software usage experiences survey suggests that
Therefore is a competitive alternative for a document management software because the
respondents who have used it enjoyed it and they had almost nothing bad to say about
it. However, Therefore is not a widely known software, which leads to the fact that people
have not heard of it. Generally, respondents usually favoured the document
management software they had used earlier or the most. Still, the most desired features
in a document management software are very much the same regardless of the software,
which implies that Therefore has potential because employees tend to appreciate

features such as logicality and user-friendliness that streamline their work.

All in all, the selection process of a document management software must look at the
features and capacity of the software from the perspective of both the company itself,
the customer and the employee. The features of the software have to be comprehensive
enough while the software has to be smooth and efficient to use. If a company wants its
customers to acquire a certain document management software for file management,
the idea must be sold to them. Thus, investing in marketing training might be a profitable

move.
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Appendix 1 (1)

Document management software usage experiences
survey gquestions

1. What is the level of your Kronodoc usage skills? (1 no experience, 2 adequate,
3 moderate, 4 satisfactory, 5 good, 6 very good)

2. What is the level of your M-Files usage skills? (1 no experience, 2 adequate, 3
moderate, 4 satisfactory, 5 good, 6 very good)

3. What is the level of your Therefore usage skills? (1 no experience, 2 adequate,
3 moderate, 4 satisfactory, 5 good, 6 very good)

4. If you have used another document management software, what software? How
experienced are you in using that software? (You can answer in English or in
Finnish.)

5. In your opinion, what are the most important features regarding a document
management software? (Choose 1-4: Logicality; Quick processes; User-
friendliness; As many capabilities as possible; Fair price (from the company’s
point of view); Visually appealing user interface; Compatibility with other software
and operating systems in general; The fact that a significant number of customers
is using the same software; Other, what?)

6. A document management software should work... (Choose 1-3: Through a
program installed on a computer; Through a web-interface; On a tablet; On a
smartphone; Other, what?)

7. The features and ways of using a software of my choice are best fulfilled in...
(Kronodoc; M-Files; Therefore; Other, what?)

8. Kronodoc users: In your own words, describe how you experience using the
software. (You can answer in English or in Finnish.)

9. M-Files users: In your own words, describe how you experience using the
software. (You can answer in English or in Finnish.)

10. Therefore users: In your own words, describe how you experience using the
software. (You can answer in English or in Finnish.)

11. Name the document management software you find the best in general and
describe why. (It can be any software and not just Kronodoc/M-Files/Therefore.)

12. The document management software | find the best has the next following
features... (Choose 1-4: Logicality; Quick processes; User-friendliness; As many
capabilities as possible; Fair price (from the company’s point of view); Visually

appealing user interface; Compatibility with other software and operating systems
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in general; The fact that a significant number of customers is using the same
software; Other, what?)

13. Disadvantages of the document management software of my choice are that...
(Choose 1-4: The software is quite heavy, which makes it slow to use in general,
The software’s processes take a long time; The software crashes easily; The
software doesn’t have all the capabilities it should preferably have; Not many
customers are using it; The software doesn’t have any disadvantages; Other,
what?)

14. How much experience do you have in technical documentation? (0-2 years; 3-5
years; 6-10 years; 11-15 years; 15+ years)

15. If there is a need later, can | interview you regarding document management
software and technical documentation? (Yes; No)

16. Anything else you would like to tell me about document management software
and/or technical documentation at this moment? (You can write in English or in
Finnish.)
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Appendix 2 (1)
Document management software usage experiences
survey results

What is the level of your Kronodoc usage skills? hd' What is the level of your M-Files usage skills? kd What is the level of your Therefore usage skills? h

2

PR NW R R R R NRE NN RN W R e
BNRE R WW R R R PR AR R AR AE VRV R
B R NP R NR R R PR WRE SR NRE R PR BRRPRO

If you have used another document management software, what software? How experienced you are in using that software? hd

TIM-RS, 6 very good
Sokopro, Moderate experienced. Tolkku by Valio, experience is satisfactory
Agile was selected as official document management tool In Elcoteq and | was the key-user of the tool in R&D department.

| have used Autodesk Vault over 2 years. My level of usage skill in it is good and | have used it in R&D designing.
| have also used Teamcenter over 0,5 years. My level of usage skill in it is satisfactory and | have used it in mechanical designing.
ECM by EMC2 Documentum and another similar document management system whose name | can't remember. Both are web-

based systems and | have used both while working at customers. | wouldn't remember anymore how to use the qther system |
used various of the Valmet's customer's document management systems (Kronodoc was used in some project years ago). | have
only been "user", not manager or architect (maybe level 4 or 5). For machine manuals (model documents and project documents),
we use Valmet's own Bookmanager.

Windchill PDM DMS 5, IFS ERP DMS 5, SAP PM DMS 3, Outokumpu DOHA 4 ja lisdksi muutamia muita asiakaskohtaisia raataldityja
Lotus Notesin ja SharePointin ympérille rakennettuja jarjestelmia 4.

Experience of document management software only about the Elomatic Elodoc software.
Word, Powerpoint, Excel. Experience is something between adequate and moderate.
EasyDM; itse tehty dokumentointijdrjestelma. Olen sen paakayttdja.

Elodoc, 3
No | haven't so no experience.
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How much experience do you have in technical documentation? J4

6-10 years
3-5 years

15+ years

3-5 years

3-5 years

0-2 years
6-10 years
3-5 years
6-10 years
11-15 years
15+ years
15+ years

0-2 years
0-2 years

0-2 years
6-10 years
3-5 years
0-2 years
0-2 years
3-5 years
0-2 years

If there is a need later, can | interview you regarding document management software and technical documentation? ﬂ

Yes
Yes
Yes
Yes
Yes
No
Yes
Yes
No
Yes
Yes
Yes
No
No
Yes
Yes
No
Yes
No
No
No
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