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1.0 Complexity in the ICT environment 
Care providers want to cure or take care of patients or clients as quickly, comfortably 
and efficiently as possible. This is the key task of a hospital or nursing and 
residential care facilities. The healthcare institution's ICT organisation supports this 
goal. At the same time, healthcare institutions are currently under great pressure as 
a result of various economic, social and legal developments: 
 
 In order to guarantee affordability, reliability and accessibility in the healthcare 

sector, the government has introduced cutbacks and the introduction of market 
forces. 

 The increase in the demand for care means that the healthcare sector will have 
to recruit large numbers of employees in the years ahead. At the same time, the 
labour force is decreasing, so there is a need to work more efficiently. 

 Patients, clients and employees set high standards when it comes to the quality 
and satisfaction of care and work. 

 Environmental goals are important for image purposes and are supported by the 
government.  

 
ICT organisations want to help the healthcare sector handle all these issues, 
amongst other things by means of clear, efficient, manageable and streamlined 
information management. This means using ICT solutions to improve the quality of 
the care process. ICT also contributes efficiency to the underlying administrative and 
business processes. In addition, intelligent document management integrates all the 
information from all sources, whether these are care-specific, administrative or 
business-related. The challenge here is that for the implementation, integration, 
management and maintenance of ICT, a different technological competence is 
required for each issue and process (see appendix I). 
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2.0 Managed Document Services for the 
 healthcare sector 

The solutions offered by information technology for improving the care, business and 
administrative processes demand a broad, in-depth knowledge of ICT. For the ICT 
organisation of a healthcare institution, this is difficult to achieve. For example, ICT 
employees will constantly have to be and remain up to date with the latest 
developments in order to keep the performance quality of the required hardware and 
software up to the necessary standard. This applies even if this hardware or 
software is only used infrequently or in small-scale environments. In addition, many 
suppliers only want certified ICT specialists to work on their products and solutions. 
Most ICT departments within a healthcare institution cannot comply with this wish, 
nor do they want to. 
 
The solution to this issue lies in Managed Document Services (MDS). MDS is a 
series of customised services which streamline information processes within 
organisations, supplemented with specialist support and consultancy. The services 
vary from general advice about administrative and business processes to advice 
which relates to the unique environment of the healthcare institution. It also includes 
analysis and planning right through to change management: supervising the 
management and the end users. 
 
For the healthcare sector, it is important for MDS to work from the line of reasoning 
that everything which is connected with patients, clients and employees is a 
question of information management. This includes the entire chain of data entry, 
processing and (re)production, and places the main focus on the employees and 
patients or clients. 
 
In order to implement this successfully within the ICT organisation and environment, 
a partner is required with knowledge and experience, but above all with a high level 
of dedication to the issues facing care institutions. By entrusting all the issues 
relating to the provision of information and documents to a single partner, care 
institutions need no longer invest precious time and energy in the complexity and 
risks of information management. Organising information/document management in 
the best possible way need not involve radical steps, as MDS can be implemented 
in stages: 
 
1. by optimising the output environment 
2. by means of process optimisation, for example patient registration 

3. by means of document/business process outsourcing (DPO/BPO), i.e. the partial 
or complete subcontracting of work or business processes.
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2.1 Collaborating network of ICT specialists 
 

MDS can lighten the load of a healthcare institution's ICT organisation, as the 
partner maintains and manages a wide network of ICT specialists. This expertise 
network usually consists of companies with deep, broad-based knowledge and 
experience in the areas of specific partial solutions for the provision, management 
and security of information, but also other ICT solutions, such as software, hardware, 
systems integration and services. 
 
This means that the ICT organisations of healthcare institutions need no longer 
worry about the composition of the partnerships or the management of the people 
responsible, contracts or licences. The MDS partner is the director, bringing together 
and managing the best parties and contracts, certainly if these are existing contracts 
which the care institution entered into with various ICT suppliers and service 
providers. In addition, the extensive network of ICT specialists for healthcare 
institutions means that they get the best available solutions, in every area where the 
highest quality is required 
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3.0 MDS in practice 
The precise MDS configuration differs for each Care & Cure institution. For this 
reason, it is important for the ICT organisation to work with a partner who makes it 
possible to implement the services in full, or in customised sections, and by means 
of distant or close collaboration. As regards the responsibilities, too, the MDS 
contract must offer every degree of flexibility. Irrespective of which form of 
subcontracting is preferred, beneath the custom solution lies a standard path which 
consists of 5 steps: 
 
Step 1: Understand 
Step 2: Improve 
Step 3: Transform 
Step 4: Govern 
Step 5: Optimise 

 
Step 1: Understand 
The first phase of MDS is always a thorough analysis of the existing situation, no 
matter how advanced or, indeed, how obsolete this may be. The MDS path begins 
with an in-depth investigation of the document/information environment, contracts 
and costs. This covers the technology which supports the business and care 
processes, as well as the people who work with these processes. In this way, a clear 
and transparent picture of the existing working methods and resources is gained. 
This is also supplemented with an objective, independent analysis including an 
overview of carbon emissions.  
 
As a result of discussions with employees, healthcare providers and boards of 
directors, an action plan is created for tailoring the existing ICT environment to the 
wishes and requirements of a more efficient and appropriate information policy.  
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Step 2: Improve 
The analysis from step 1 of the MDS path makes it clear where the Care & Cure 
institution can reduce costs, increase efficiency and reduce carbon emissions. For 
example, there are often still many 'paper' documents and files, which can improve 
the information flow by means of digitisation. Or the information environment might 
offer scope for consolidation with more efficient, more economical, interoperable 
systems and service-oriented architectures. In addition, modifying the internal policy 
guidelines relating to the way in which information is entered, processed and output 
will immediately reduce costs. A further advantage is that less paper means less 
carbon emissions.  
 
After the digitisation of all the information and the centralisation and consolidation of 
this information, the next step is to improve the processes which use them. This can 
be achieved through the use of new solutions or by means of 
expansions/modifications. At the same time, the MDS partner examines whether 
changes are necessary in order to guarantee that the processes satisfy all the 
requirements of the patients, employees, healthcare providers, legislation and 
regulations, codes of conduct, guidelines and internal policy guidelines. 
 
Step 3: Transform 
A project plan gives shape to the functional design for improving the provision and 
management of information. This is the foundation which underpins the entire 
implementation path, from commission to handover. The project management which 
is performed by the MDS partner during the entire process, from step 1 right through 
to step 5, is particularly important here. For example, during the implementation 
phase the main focus lies on the goals for ease of use, improvements in efficiency 
and cost control. 
 
In the case of a new build or reengineering, the improvements in the information 
environment can be realised immediately. In an existing environment, this is not 
always possible. In the latter case, the solution lies in setting up the innovations 
alongside the 'old' situation. Only once everything has been tested and shown to 
perform properly and in line with the expectations will this parallel environment be 
converted into the production environment. 
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The project plan brings innovations and improvements to the business and care 
systems and the work processes which use them. However, it also takes into 
account the fact that successful implementation greatly depends on the participation, 
motivation and support of all the parties involved, from patients and clients to 
counter staff, specialists and directors. For this reason, Change Management 
including user training always forms an integral component of Project Management 
during this step too.  
 
Step 4: Govern 
After understanding, improving and changing the care and business processes, the 
'govern' step which should be part of the entire Service Management of the MDS 
provider can then achieve the cost savings and improvements in productivity. To 
achieve this, it is important to continuously evaluate the solution. This guarantees 
cost control, the reduced deployment of ICT staff and resources and increased 
satisfaction levels among employees, patients and clients. 
 
The management and maintenance of the entire ICT environment ensures that the 
ICT organisation can devote less time, manpower and energy to the basic tasks. As 
a result, ICT employees can focus all their attention on activities which add value, 
such as increasing the efficiency of processes and making employees more 
productive. Management also means serving as a helpdesk to support end users 
and as a central point of contact for all components of the ICT environment. It goes 
without saying that the performance of the ICT environment is continuously 
monitored on the basis of service levels and key performance indicators. Clear 
reports provide insights into the performance and management information which 
support the decision-making process. As well as management, it is essential to 
guarantee the security and availability of the systems and data. After all, the 
healthcare institution's ICT organisation does not wish to run the risk of the loss or 
theft of data, or offer access for other threats, such as viruses, hackers, spyware, 
spam and phishing attacks (also referred to jointly as 'malware'). This issue is 
particularly critical in the healthcare sector, as privacy-sensitive and confidential data 
is involved. To this end, MDS contributes a high level of expertise in the area of 
information security. 
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Guaranteeing the reliable and secure provision of information demands a number of 
far-reaching measures. In the area of technology, certainly, but also in the way in 
which people interact with the information systems. Information security is also a 
question of physical security, for example using passes and access doors. In order 
to ensure data protection, MDS helps with the establishment, application and 
checking of policy-related rules of conduct. Here, the starting point is always the 
right balance between the levels of safety and feasibility of these solutions and 
measures. 
 
MDS also guarantees the availability of hardware and data. This applies to the 
computer hardware and the software, as well as the access to data and all the 
connections in between. The same applies to all critical processes, such as patient 
registration. 
 
The availability of information means that all the data is accessible to everyone who 
needs it, when they need it. This will be everywhere where care providers and 
patients or clients come together, whether in a consulting room, operating room or 
sick room. However, it also applies to the family doctor, the pharmacy, the 
healthcare intermediary and the insurer, as well as the financial, administrative and 
human resources departments. Here, it is important to organise access to the data 
in a proper way, in accordance with the policy, for example by assigning rights to 
individual users or groups of users. 
 
Step 5: Optimise 
During the MDS partnership, it is important to continuously optimise the information 
management environment and the processes which are based on this environment. 
This is also part of Service Management and can be driven by advancing insights, 
new technological developments within the ICT or healthcare sector, or new 
activities or locations within the healthcare institution. A committed MDS partner will 
constantly monitor the performance of the information management environment 
and will look for ways to improve it. It seems a top priority for CIOs to ensure that 
their organisation is ready to take on the new challenges. 
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4.0 Six Guidelines for the CIO 
ICT organisations wish to support healthcare institutions when it comes to facing the 
current challenges. Ricoh has drawn up six guidelines to help CIOs start to manage 
the information flows within their organisation. 
 
1. Keep focusing on people and analyse the behaviour of end users in order to 

make well-substantiated technological decisions. 
 
2. Manage the change process in an effective way, so that investments are 

protected and are used to maximum effect. 
 
3. Focus on the optimisation of document processes in order to guarantee the best 

Return On Investment (ROI) and speak the language of the Chief Financial 
Officer. 

 
4. Work with suppliers who offer ongoing support instead of just implementing 

solutions and then leaving. Build up genuine partnerships with suppliers. This 
means the right business relationships with a long-term view of the organisation. 

 
5. Implement the right technology. This technology must be both powerful and 

secure. Innovations must be driven from the viewpoint of the client. 
 
6. Act more sustainably, particularly with regard to reducing carbon emissions 

through the use of the right technologies and processes. 
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5.0 Conclusion 
There is no better time than the current time to optimise and/or (fully or partially) 
contract out the information management. MDS is a complete package of services 
for providing systems for the provision of information, including management and 
maintenance. MDS guarantees a thorough analysis of the existing working methods, 
company and care processes and objectives. On the basis of the findings, proposals 
are then put forward for improving these processes by means of intelligent 
document and information management. This leads to a jointly established action 
plan and a timeline for achieving it. The plan relates to the renewal of the information 
management environment, including the underlying infrastructure. However, the 
change process also takes into account the adoption of the new working methods by 
employees, patients or clients. After this, the MDS partner can take over the 
management and maintenance of this environment and continuously optimise it. 
Healthcare institutions which already have these kinds of plans but have not yet 
taken any action can already involve the MDS experts at the earliest possible stage. 
In the case of care institutions which have already taken steps in this direction, 
consultants can step in at any level. 

6.0 Ricoh MDS 
As a result of the accelerated digitisation of information and the fact that Europe 
leads the way in the adoption of new technologies, the number of paper printouts 
produced by the corporate world, the government and institutions is decreasing. 
Ricoh is therefore adapting its strategy to include the ongoing development of and 
focus on scanning and printing equipment among care organisations. At the same 
time, Ricoh has developed Managed Document Services for this product range. 
More and more attention is being paid to what organisations do with information, 
going further than the mere input and output of information. By taking responsibility 
for the entire information flow, and thanks to Managed Document Services, Ricoh is 
able to cover the complete arena of the entry, processing and (re)production of 
information and the accompanying data storage. 
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7.0 Management Summary 
The optimal provision and management of information streamline the care process. 
Good healthcare is becoming increasingly dependent on information about and for 
the patient being quickly available, accurate, secure and accessible. One of the 
major advantages of this includes the guaranteed business continuity of the 
healthcare institution, based on cost savings and improvements in efficiency. This 
allows healthcare institutions to respond in a flexible way to changes in the sector. It 
enables the ICT organisations of healthcare institutions, in their capacity as internal 
service providers, to support the healthcare institution by responding to current 
issues. These include satisfying the wishes of patients and clients, healthcare 
partners, healthcare providers and employees, as well as dealing with announced 
cutbacks and the requirements of legislation and regulations, guidelines and internal 
policy rules. 
 
Good information management combines and integrates ICT solutions for the 
primary healthcare process with ICT resources which support administrative and 
business processes. This requires a constant high level of expertise in many 
aspects of ICT. Managed Document Services (MDS) helps to achieve this. It 
guarantees that healthcare institutions can rely on the high-quality, scalable and 
dynamic provision of information, which is always available everywhere and is 
secure and managed. It means that healthcare organisations can once again 
concentrate fully on their key competence: caring for people. While they are doing 
so, Ricoh's MDS range will take care of them. Ricoh already offers solid support to 
ICT organisations in the healthcare sector and has done for many years. 
Implementations at hospitals and scientific and technical institutions, in the areas of 
intelligent document management and patient and information logistics, provide 
proof of this. 
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Appendix 1 – Overview of ICT solutions in 
the healthcare sector 

ICT provides solutions for both care-specific and administrative and 
business issues in the healthcare sector. The following overview 
provides several examples of these challenges and the ICT solutions 
which are available. This overview makes it clear which ICT 
competences and expertise are required to implement, integrate, 
manage and maintain these solutions. 
 
 

 
Challenge 
 

 
Description 

 
Solution 

 
ICT expertise 

Government As a result of rising healthcare costs 
and an ageing population, many 
countries are struggling with 
cutbacks in public expenditure. 
 
 

Streamlining care and business 
processes by means of the: 
• Digitisation 
• Organisation and 
• Integration of information 

• System design, configuration, 
management and maintenance 
• System and data migration 
• Standardisation 
• Business Intelligence 
 

Patients/Clients Healthcare institutions want to 
satisfy the wishes and demands of 
the patients: 
• Shorter queues, waiting times 
and waiting lists 
• A pleasant and comfortable stay 
• More attention 
• More personal contact 
• Quality and Continuity of care 

• Central waiting room 
• Digital registration or reporting 
points 
• Patient pass or card 
• Patient and information logistics 
• Internet access 
• Computer facilities in rooms 
and waiting rooms 
• Interoperability and Health 
Information Exchange 
 

 

• Entry, processing and 
(re)production of information 
• Hardware management and 
maintenance 
• System and data security 
• Systems integration 
• Service-Oriented Architecture 
• Virtualisation 
• Data storage 
• Server technology 
• Network management and 
maintenance 
• Database technology and 
optimisation 
• Licence management 
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2.0 Managed Document Services for the 
 healthcare sector 

The solutions offered by information technology for improving the care, business and 
administrative processes demand a broad, in-depth knowledge of ICT. For the ICT 
organisation of a healthcare institution, this is difficult to achieve. For example, ICT 
employees will constantly have to be and remain up to date with the latest 
developments in order to keep the performance quality of the required hardware and 
software up to the necessary standard. This applies even if this hardware or 
software is only used infrequently or in small-scale environments. In addition, many 
suppliers only want certified ICT specialists to work on their products and solutions. 
Most ICT departments within a healthcare institution cannot comply with this wish, 
nor do they want to. 
 
The solution to this issue lies in Managed Document Services (MDS). MDS is a 
series of customised services which streamline information processes within 
organisations, supplemented with specialist support and consultancy. The services 
vary from general advice about administrative and business processes to advice 
which relates to the unique environment of the healthcare institution. It also includes 
analysis and planning right through to change management: supervising the 
management and the end users. 
 
For the healthcare sector, it is important for MDS to work from the line of reasoning 
that everything which is connected with patients, clients and employees is a 
question of information management. This includes the entire chain of data entry, 
processing and (re)production, and places the main focus on the employees and 
patients or clients. 
 
In order to implement this successfully within the ICT organisation and environment, 
a partner is required with knowledge and experience, but above all with a high level 
of dedication to the issues facing care institutions. By entrusting all the issues 
relating to the provision of information and documents to a single partner, care 
institutions need no longer invest precious time and energy in the complexity and 
risks of information management. Organising information/document management in 
the best possible way need not involve radical steps, as MDS can be implemented 
in stages: 
 
1. by optimising the output environment 
2. by means of process optimisation, for example patient registration 

3. by means of document/business process outsourcing (DPO/BPO), i.e. the partial 
or complete subcontracting of work or business processes.
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Challenge 
 

 
Description 

 
Solution 

 
ICT expertise 

Healthcare 
providers/ 
Employees 

As a result of the major increase in 
administrative tasks, caregivers, 
nurses and medical specialists have 
less and less time available for the 
work they were trained and appointed 
to do. The demand for healthcare will 
increase greatly in the years ahead, 
partly because of the ageing 
population. This will lead to a major 
shortage in medical and nursing staff. 
Healthcare institutions are faced with 
the challenge of meeting a greater 
demand for healthcare with fewer 
staff. 

Appreciation for employees can be 
shown by: 
 
•   Better career prospects 
•   Improving the discussion and 
decision-making processes 
•   Greater autonomy in their work 
•   Greater collaboration and access 
to information 
•   A reduction in administrative 
pressure, creating more time 
for their main activities 
•   Introducing the new way of 
working for greater flexibility and 
freedom 

•   Workplace management and 
maintenance 
•   Printer management 
•   Digitisation of archives 
•   Data mapping 
•   Process automation (BPM) 
•   Process optimisation 
•   Application Delivery Networking 
•   WAN optimisation 
•   Cloud Computing 
•   Application security 
•   Strong Authentication for Enterprise  
Access (identity management) 
•   Enterprise Content Management  
•   Intranet and Collaborative Sites 
•   Information Access and Semantic 
Search 

Healthcare 2.0 Healthcare 2.0 stands for interactivity 
in healthcare. Here, one could 
mention interaction with the patient 
and patient orientation. 

The intelligent use of technological 
and ICT resources: 
 
•   Digital equipment at home 
with the patient or client 
•   Contact between the healthcare 
provider and patient/client via an 
internet portal  
•   Telemedicine 
•   Remote medical treatments/ 
operations 
•   Online Services 

•   Internet technology 
•   Internet security 
•   WCM and Web 2.0 
•   Software-as-a-Service 
•   Video conferencing 

Healthcare chain Several healthcare providers are 
often involved in providing care to 
patients and clients. Good 
collaboration between these care 
providers is extremely important. 

• Personal Medical Dossier: A 
central patient or client file to which 
all the healthcare providers (or  
patients) have access, at any time 
and from any location. 

•   Systems integration 
•   Electronic Data Interchange (EDI) 
•   Data integration 
•   Data analysis 

Governance, Risk & 
Compliance 

There are many statutory, external 
and internal rules which guarantee 
the safety and security of patients 
and clients. Non-compliance with 
statutory rules or internal policy 
guidelines is risky. Members of the 
boards of directors and the 
management of healthcare 
institutions are jointly and severally 
liable for this. The healthcare 
organisation must therefore be able 
to demonstrate that it complies with 
these requirements. 

Automated monitoring for 
compliance with internal and 
external rules leads to insights into 
information and clear reports. This 
makes it possible to demonstrate 
compliance with: 
 
•   Control procedures 
•   Quality requirements 
•   Care and service guarantees 
•   Legislation and regulations 
•   Good management guidelines 

Designing, configuring, managing and 
maintaining an eGRC platform which 
makes it possible to monitor the 
implementation of and compliance with 
external or internal rules in an 
automated manner. 
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Further information 
Useful links 
www.ricoh-europe.com 
Case Studies 
www.ricoh-europe.com/services-solutions/knowledge-base/customer-case-studies/ 
 

Managed Document Services 
www.ricoh-europe.com/services-solutions/ 
 

Document Outsourcing 
www.ricoh-europe.com/services-solutions/document-outsourcing/ 
 

Office Solutions 
www.ricoh-europe.com/services-solutions/office-workflow-solutions/ 
 

IT Services 
www.ricoh-europe.com/services-solutions/it-services/ 
 

Professional Services 
www.ricoh-europe.com/services-solutions/professional-services/ 
 

Corporate Production Printing 
www.ricoh-europe.com/services-solutions/production-printing/corporate-print/ 
 
Sales queries 
cco@ricoh-europe.com 
 
Press queries 
Janice Gibson 
Tel: +44 (0)20 7465 1153 
Email: press@ricoh-europe.com 
 
Media centre 
www.ricoh-europe.com/press 
 
About Ricoh 
 

Ricoh Company, Ltd. (Ricoh Company) is a Fortune Global 500 company specialising in 
technology and services that transform high volume, document intensive business processes 
into more efficient ones. This is achieved through Ricoh’s expertise in Managed Document 
Services, Production Printing, Office Solutions and IT Services. 
 
By working with Ricoh, businesses can streamline the way they work, become more efficient and 
profitable, and share knowledge more effectively within their organisations. With a global 
workforce of 109,014 people, Ricoh operates in Europe, the Americas, Asia Pacific, China and 
Japan. 
 
Ricoh Europe Holdings PLC is a public limited company and the EMEA headquarters of Ricoh 
Company with operations located in London, United Kingdom and Amstelveen, the Netherlands. 
In the fiscal year ended 31 March 2011, revenues from Ricoh’s EMEA operations totalled ¥413.9 
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2.0 Managed Document Services for the 
 healthcare sector 

The solutions offered by information technology for improving the care, business and 
administrative processes demand a broad, in-depth knowledge of ICT. For the ICT 
organisation of a healthcare institution, this is difficult to achieve. For example, ICT 
employees will constantly have to be and remain up to date with the latest 
developments in order to keep the performance quality of the required hardware and 
software up to the necessary standard. This applies even if this hardware or 
software is only used infrequently or in small-scale environments. In addition, many 
suppliers only want certified ICT specialists to work on their products and solutions. 
Most ICT departments within a healthcare institution cannot comply with this wish, 
nor do they want to. 
 
The solution to this issue lies in Managed Document Services (MDS). MDS is a 
series of customised services which streamline information processes within 
organisations, supplemented with specialist support and consultancy. The services 
vary from general advice about administrative and business processes to advice 
which relates to the unique environment of the healthcare institution. It also includes 
analysis and planning right through to change management: supervising the 
management and the end users. 
 
For the healthcare sector, it is important for MDS to work from the line of reasoning 
that everything which is connected with patients, clients and employees is a 
question of information management. This includes the entire chain of data entry, 
processing and (re)production, and places the main focus on the employees and 
patients or clients. 
 
In order to implement this successfully within the ICT organisation and environment, 
a partner is required with knowledge and experience, but above all with a high level 
of dedication to the issues facing care institutions. By entrusting all the issues 
relating to the provision of information and documents to a single partner, care 
institutions need no longer invest precious time and energy in the complexity and 
risks of information management. Organising information/document management in 
the best possible way need not involve radical steps, as MDS can be implemented 
in stages: 
 
1. by optimising the output environment 
2. by means of process optimisation, for example patient registration 

3. by means of document/business process outsourcing (DPO/BPO), i.e. the partial 
or complete subcontracting of work or business processes.
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