
5 Ways to 
Strengthen 
Client Relationships 
with Document 
Management 

Competition is always intensifying. Customers are extremely 
informed so you need to use the client experience as your 
chance to stand out, and create value that lasts. 

It is no longer sufficient to just have a great product or service; 
clients today expect an excellent customer experience, 
and they will                                                   constantly evaluate how well you deliver this  (and 
how your competitors may compare). 
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All organizations have a client engagement process for their products or services 
that they need to manage end to end. The process will vary in complexity from 
busines to business, but at its absolute core will involve the following 4 stages: 

You have an offering - 
product or service 

This could be software, 
hardware, a physical 
product, your knowledge 
and expertise or a mix. 

You have an 
interested 

potential client 

A client has shown some 
interest in your offering. 

It could be that they are 
an existing customer or 
new client. 

You begin to engage 
with them and 
communicate 

Communication will 
become more complex 
in order to deliver your 
service or product. 

Documents and 
information will need to 
be captured, created, 
stored and shared. 

The client is won and 
onboarded 

This isn’t the end of 
the engagement with 
your client; you need 
to continue to monitor 
their experience. 

You may offer further 
services but feedback 
is key - is the client 
satisfied with the 
experience? 

Clients’ expectations remain high during the entire process, and companies must ensure each stage of 
the process is consistently positive. 

This eBook will cover 2 elements that impact the client experience across the 4 stages: document 
management, which covers all of the information relating to the client and their case, and workflows 
that enable process automation and task management. We’ll explore how combining both these 
elements lets organizations deliver maximum value back to their customers. 
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Whether or not you realize it, document management has an 
impact on   the customer experience even before you interact 
with them and beyond becoming a customer: 

Product or Service 

Document management 
is required to manage 
documents associated 
with the product 
or service, such as 
marketing, sales, HR, 
finance, etc. 

You can then share 
relevant information 
with the client at their 
request, so it must be 
easily found. 

 Potential 
Customer 

A CRM may be needed 
to capture a client’s 
initial information to 
begin their case or 
project file. 

At this stage the client 
may want an NDA or 
agreement in place 
before exploring your 
offering further. 

Customer 
Engagement Process 

During the engagement 
you are corresponding 
with the client via 
emails or phone calls. 
Documents are created, 
stored, exchanged, 
reviewed. 

Decisions need to be 
captured as internal and 
external parties become 
part of the process 
and communication 
becomes complex. 

The customer is 
WON

Documents and 
information on what has 
happened throughout 
the process is recorded. 

This information will 
need to be surfaced 
easily to make informed 
decisions about your 
client. 

With all the above documents you will need to share internally and externally, edit, collaborate, or simply 
find to answer client queries. Because most companies have many systems for storing documents 
and client information, it is no surprise that 93% report1 that they are unable to find some 
documents                                              because they have been badly named or filed. 

Companies turn to document management to surface information quickly, collaborate efficiently and 
keep clients happy. However more than half of organizations (52%) say they store content across 4 
or more systems2, meaning it’s very difficult for individuals to find and access the right information 
when     they need it or keep track of the content as it moves through the organization. 

In the client onboarding example, a contract needs to be reviewed before it goes to the client. It is 
drafted and stored correctly (with the right security permissions) but it’s hard to know if the document 
has been reviewed, or if the reviewer is aware of the deadline. Are you notified instantly of any changes 
made to the document or notified once it’s completed and ready for client sign-off? How do you get it 
to the client and back in the most efficient way? These questions can only be answered when you bring 
workflows into the mix. 

DOCUMENT 
MANAGEMENT 
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Putting it simply, workflows control and/or automate the flow of information 
and associated processes as it moves through your organization. 

These could be automated notifications when certain activities are completed, 
review and approval requests, or simple deadline reminders. The complexity of 
the workflow will vary based on your business needs, but the aim is to remove 
inefficiencies and ensure processes are adhered to and followed in a timely 
manner. 

Successful workflows require users to be able to find the correct information, use the right 
versions of documents, and have the right access permissions in place. 73% of knowledge 
workers say they do not have clear guidelines in place as to how a document should be 
stored or labelled3. If document management is not used alongside your workflows it will be 
difficult to                   store the document correctly, avoid multiple versions, or use the correct permissions 
to protect  the document. 

Workflows can control the flow of a contract from a reviewer to the client and back, but what 
happens when the final signed contract is received? Will it get lost if handled by the 69% of 
workers that store and manage documents in their email4? It is therefore imperative that good 
document management behaviour is tightly integrated into the workflow process. 

EDH Document management and workflows are useful tools but there is a large degree of 
crossover between the two. If they are not connected, inefficiencies are unavoidable. The real 
value is in achieving the combination of the two, establishing efficient processes internally that 
improve the                 client experience. Let’s take a look at how this could help you win and retain more 
business. 
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BOOST 

5 WAYS TO BOOST 
CLIENT EXPERIENCE WITH 
EDH  Technology 

Achieve a complete view of a client 
case in a single place 

With so much information exchanged throughout a client 
engagement process, keeping track of it all can become 
a never-ending, manual chore. Emails, attachments, 
agreements, contracts, NDAs, policies, etc. should all
be saved    against the client record and automated using 
workflows. 
From the moment a client is interested, a workflow can 
populate the CRM with the client’s information, 
automatically store all emails and documents against their 
record, trigger an automatic welcome email, notify the 
relevant internal teams, and more. 

Context is key when communicating with clients, so no piece of information should 
fall into a dark hole. 
For example, if an account manager is away and another team member needs to look 
after their clients, they have access to all the communications, documents and other 
relevant information in order to provide consistent client care. When your document 
management and workflow strategy align, you can achieve an intelligent view of the 
client, enabling you to offer the best possible service from when they are on boarded 
and beyond. 
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ENGAGEMENT
Automate repetitive client engagement 
processes that adapt to their journey 

Recurring client activities should be automated to 
streamline processes and reduce effort.  

Workflows help keep track of every step of a client engagement so 
your teams know what they are responsible for. 

Automated workflows can send documents for internal review 
and then straight to the client for sign off. Think about the admin 
time saved by reducing bottlenecks, standardizing processes, 
and having all the documents stored against the client’s record 
automatically. 

Workflows should be customizable to suit different client journeys and business needs. 
If a client wants an NDA in place before progressing, a workflow should be ready to send 
the NDA for review, amendment, and sign-off and related to the client‘s information. 

Workflows should also alert you to missing documents that are critical in the client 
lifecycle. If a project has been kicked off without an SOW it can automatically trigger a 
workflow to create one from a template, send it for review and then forward it straight to 
the customer. 

EDH Document Management it’s about taking the guess-work out of client lifecycles, 
guaranteeing your team are following the right processes and holding the right 
information and documents to enable you to provide a polished client experience. 
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3Empower self-service, keep clients happy 
and informed at the same time 

Maintaining positive client relationships can be impacted by how 
you communicate with them and the accuracy of information 
stored. Consumers are accustomed to having information at their 
fingertips, personalized communication and 24/7 access. 

Keeping the customer informed is easy if you use EDH document management and 
automated workflows to upload relevant documents and information to a client portal. 
Workflows can automatically upload a document to a portal once all parties have signed 
and notify the client when it’s available. The client will always be able to: 

• Access their documents instantly instead of rummaging through their emails

• Know what information you hold on them and if it is accurate

• View account manager information or find other relevant points of contact

• Be kept informed of any company news

• Be able to send a query through a chat

All this information will probably be held in different systems, but in today’s world they 
should all be integrated. If they are, the possibilities are endless. 

Transparency and accessibility are now basic client expectations, and client portals can 
help you exceed their expectations. By providing a space where clients can self-serve, your 
team will receive a reduced number of queries, giving them more time to handle more 
complex issues. 
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Provide longstanding personalized 
customer care 

 

A client’s journey doesn’t end once they are a customer. In order to 
continue to service the client, up-sell or cross-sell, you must be 
able to see every engagement, document and exchange with the 
client  to inform your next decision. 

 
You can only achieve a true 360-degree view of the client if you have captured every 
key  piece of information and document from the beginning and a full audit history of 
every process. When you use document management and workflows to attain this, 
everything is related to the client case/file, you can search and find information easily, 
spot inconsistencies and gain better insight into your client experience. 

 
You can trigger reminders or emails to check up on clients, reach out with a renewal 
proposal if their contract is coming to an end or offer additional products or services at 
the right time. 

 
Looking at the processes, documents and engagements you’ve had with a client 
retrospectively can help you identify areas for improvement and continue to develop that 
relationship to maintain client loyalty. 

                   
 

JOURNEY 
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           INSIGHTS
Learning and getting insights from your data 

With the right document management and workflow approach 
in place, your documents and information increase in value. On 
top of all the operational and client experience benefits, a full 
view of your documents and processes will become clearer and 
more informative. 

With 61% of business professionals saying that machine learning and AI 
are their organization’s most significant data initiative, firms are now quickly 
ensuring the information and data they hold are being used to inform the 
business. 

By combining document management and workflows you can identify where 
bottlenecks are still present by looking at the average time taken to complete a task or 
when documents have too many tasks associated with them. Process mining will 
enable you to truly analyze where further efficiencies can be gained and continue to 
improve the client experience by making more time to focus on the things that are 
important to them. 

 _______________________________________________________________________________________________________________________

INTEGRATIONS 



RECOMMENDATIONS TO GET STARTED ON COMBINING 
DOCUMENT MANAGEMENT AND WORKFLOWS 

• Discuss the possibilities with your IT team: understand what tools you have in place for
document management and process automation.

• Never forget the importance of integrations: look into how well integrated your current
systems are. Are the tools you are using to manage documents and automate processes
talking to one another and to your other systems? If the answer is no, is this because it will
entail a lengthy migration process?

• Human intervention is always important: simple processes can easily be automated without
the need for someone to look at them each time, but do not overlook this in more complex
processes. Know where exceptions can occur and keep a degree of flexibility to figure them out.

• Look from the inside out: When implementing a document management and workflow strategy
you will be reviewing and improving your internal processes. The less time spent on processes
internally, the more time your team will have to delight your clients.

EDH Technology
EDH Document Management system - BENEFITS

§ Handle all your customers' orders, projects, contracts, promotions and other documents

with ease and from any device. 

§ Protect your documents and manage permissions

§ No more human errors and missing documents

§ Lower costs in project management

§ Less manual work

§ No data migration required

§ Always get the latest, current version - Everyone is working on the same version of the

document and you will always be able to see the latest changes - highlighted. 

§ Collaborate and share effectively between systems

§ Supports all document types - even emails

§ Automate document management processes - Automatic workflows

§ Access and control all your projects, contracts and files anywhere, anytime and from any device



ABOUT EDH Technology 

EDH Technology's focus is not only on selling  solutions for document management and invoice management,  
but even more important is how our solutions can help streamline workflows, save time, reduce administrative 
costs and gain control and overview of expenses, while your company's delivered quality and services  
do not compromise. 

In the last 10 years, we have helped more than 300 companies with automation of document management, 
and streamline workflows and processes. 

Every day, we help people and companies develop and make things happen, by offering them the right solution 
and knowledge to manage risk and increase productivity. 

For more information, visit www.edh-tech.dk 

YOU CAN BOOK A FREE DEMO OF OUR SYSTEM HERE:  BOOK FREE DEMO 

EMAIL: info@edh-tech.dk Phone: 70 20 07 60 



TRUSTED BY MORE THAN 300 DANISH COMPANIES

Our software solution was listed IN 2020 as the LEADER in
USABILITY & FUNCTIONALITY by Nucleus Research in 

ECM Value Matrix

DESIGNED FOR PRODUCTIVITY




