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Introduction 
This report covers the findings from our requirements gathering work as the primary deliverable of 

the DTI030 Requirements Gathering project under the Document Management Programme. 

In this project we set out to understand the requirements of the business for document 

management and to gain insight in to the needs and behaviours of users and the problems and risks 

associated. 

Out of scope of our research was document management for the core functions as these are being 

tackled by separately funded initiatives, e.g. Core Systems and Service Excellence.  However, 

although participants in our research were told this, some out of scope requirements were also 

gathered, these are not reported here but will be passed on to the relevant project in service 

excellence for information. 

Contributors 
Key contributors to the research and report were: 

 Claire Bradford, SharePoint Solutions Manager, Project Business Lead 

 Ruth Churchman, SharePoint Solutions Specialist 

 Sophie Ainslie, representing the student voice 

To assist us, we engaged the services of User Experience and a Business Analyst for Project Services: 

 Nicola Dobiecka, User Experience, who led our user experience research project 

 Nigel Hedley, Business Analyst, Project Services, who led out business requirements 

workshops 

Involvement in presentations and gap analysis: 

 Catherine Hetherington, Collaboration Services Team Manager, Project Owner/Sponsor 

 Dawn Dodd, Collaboration Services Team manager, Project Owner/Sponsor 

Approach 

Communication and Engagement 
We communicated with stakeholders across the business, including Directors of Professional 

Services (DOPS) and other key people with an interest in document management at a strategic and 

organisational level.  The purpose of this communication was twofold, firstly to communicate the 

objectives of the programme of work and secondly to invite engagement from those individuals or a 

nominated member of staff from the same area. 

Over 60 members of staff representing areas from each of the Colleges and Support Groups were 

contacted.  We received responses from 32 staff members and a total of 89 nominated contacts with 

whom we could engage further. 
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Figure 1: Respondents College/Support Group Breakdown 

Communication Site 
We created a Sharepoint site for communicating the programme. This included information on how 

to get involved and provide feedback, our timeline for the projects, information on the project team, 

frequently asked questions and news updates on the projects. 

Link to our site: https://uoe.sharepoint.com/sites/sharepoint-dms  

Metrics for the site 

 

Figure 2: harepoint-dms site metrics as at 30/07/18 

Key Metrics 

 361 unique viewers 

 2240 site visits 

Strands of Work 
We used various methods to engage with our stakeholders, these approaches included: 

 Call Management Research 

 User Experience Research 

 Business Requirements Workshops 

https://uoe.sharepoint.com/sites/sharepoint-dms
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Research 
Below is a summary of the main points of each of our strands of research.  More detailed reports will 

accompany this document.  

Call Management Research 
In order to obtain quantitative data for our research representing current actual needs of users, we 

looked to UniDesk, the University’s call management system, to provide that data for analysis.   

We looked at calls received during the period January 2017 to April 2018, filtering by SharePoint and 

OneDrive. A further filter to exclude calls not related to document management within that dataset 

was applied.  This brought the number of calls reviewed for this research from 2033 calls to 449. 

The breakdown of calls by level 3 Group is as follows: 

CAHSS 239 

CMVM 51 

CSE 46 

CSG 10 

ISG 51 

USG 29 

Unspecified 23 

 

 

Each call was looked at individually and a tag applied showing the nature of the call, we then passed 

this list through a Word Cloud and the most prominent words, due to number of instances, were: 

external and sharing, access and accessibility, sync and syncing and customisation.  See figure 4 

below. 

 

Figure 4: Call Management Research Word Cloud 

Figure 3: Unidesk Calls Breakdown by Level 3 Group 
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Looking at these instances, we found the following: 

Keywords Percentage of Instances 

Access, Permissions, Sharing, External Sharing, 
accessibility 

58% of calls 

OneDrive Sync, Syncing 17% of calls 

Customisation, Guidance 14% of calls 

 

Access 

We found a common trend in the call management research of users attempting to share 

documents externally and not knowing how to do this. They also needed advice and guidance on 

permissions management including restricting access and limiting access.  We also found users were 

sharing links to documents without knowledge of permissions attached to that document, resulting 

in the end-user not being able to access the document. 

OneDrive Sync 

The main calls regarding syncing using OneDrive were in relation to the behaviour of the technology 

differing as a result of browser versions (lack of use of up-to-date version) and use of different 

operating systems.  The fact that users want to synchronise their document libraries shows that due 

to lack of training and guidance available currently, users default to what they are comfortable with. 

The result is that users continue to access content via the network drive. 

Customisation and Guidance 

These requests related mainly to staff looking for support and guidance on how to get best use out 

of SharePoint. 

 

User Experience Research 
We engaged the services of User Experience to assist us in gathering and understanding user needs 

in relation to document management.   We undertook a collaborative user research project where 

members of the DMS team and the User Experience Service worked alongside each other to conduct 

the research and perform the analysis.  

Process Overview 
We took the following steps: 

 Conducted preliminary analysis to map team’s current knowledge and identify assumptions 

to validate using data from short interviews (15 in total), product knowledge, data from 

UniDesk calls 

 Shortlisted areas to investigate 

 Performed a ‘gap analysis’ with wider stakeholder group to select an area to focus on: 

collaborative working with a particular focus on working groups operating cross divisions 

and outside the university 

 Defined a research question or premise to frame our focused research 

 Conducted 21 face-to-face interviews 

 Analysed the interviews 
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 Mapped the ideal lifecycle of a document and used the data to map people’s behaviours and 

actions against it 

 Drew out insights 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

• CAHSS 6 

• CMVM 6 

• CSE 12 

• ISG 13 

• USG 3 

 

Administrator 14 

Assistant 2 

Communication and 
Marketing 

2 

Consultant 1 

Line Manager 3 

Manager 8 

Project Manager 4 

Researcher 1 

Senior Manager 1 

Student 4 

Support Officer 1 

 

Figure 5: Colleges/Support in User Experience Interviews 

Figure 6: Roles in User Experience Interviews 
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Figure 7: Analysing the interviews 

Document Lifecycle 
We developed a document lifecycle diagram then reviewed the analysed interviews and overlaid 

user’s behaviour on this lifecycle: 

 

Figure 8: Document Lifecycle diagram 
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Figure 9: Analysing and sorting the behaviour to the lifecycle headings 

Document Lifecycle User Behaviour Findings 
A brief summary of the problems and use cases mapped to the document lifecycle headers 

Create 

How do people create documents? 

 Multiple ways for people to make a new document – no single method  - 5 evidenced 

 

Capture 

Where are documents stored? 

 16 different platforms including OneDrive, SharePoint, Devices, Memory stick and Outlook 

 

Index 

How is it categorised in order to find it? 

 No indexing evidenced. Some enforced folder structures 

 

Manage 

Who is managing documents? Governance, ownership and audit history: 

  Little evidence, either not followed, unknown or unclear 

 No-one taking responsibility for document management over the full lifecycle 

 

Access 

Problems reported with: 

 Minor internal and external issues 

 Management of access when people leave - more problematic 

 

Retrieve 

How do people find documents? 

 Retrieval is as complicated as the multiple storage locations 
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 Attachment via email  - inbox becomes storage and retrieval 

 How to find a document that has been shared via link - but you have lost the link? 

 

Use 

How do people use documents? 

 Variations on save, read, edit, comment either downloaded or online in browser – 

sometimes downloaded from platform 

Share 

How are documents shared? 

 Majority email attachment 

 Common to link to collaboration platform 

 Workflow less common 

Transform 

Do people transform documents? 

 To create a record uncommon, more common to disable editing or make information 

viewable or in course of lifecycle 

 

Retain 

What retention rules exist and are followed? 

 Retention by Default – not strategic 

 

Dispose 

When are documents deleted? Who by? 

 Deletion does not take place 

 

 

Preserve 

Are documents archived? 

 Very little evidence of archiving, although there are cases where preservation is needed 

 
 
 
 
 
 
 
 
 

 
“How long are documents kept? Forever!!” 
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The potential risks that exist as result of these problems are shown below:  
 

PROBLEM RISK 
Using email as a sharing and storage 
platform 

 Sending documents as 
attachments to share and co-
author  

 Creates multiple versions 

 Owner loses control of access 

 Owner loses control of content 

 Lose control of retention 

 Emails for the review process can contain text in email 
body as well as attachments 

 Makes FOI request harder to respond to 

 Potential security issues e.g. GDPR 

 Limits/Restricts ability for colleagues to access required 
documents/info  

Governance 

 No policy or unclear policy  

 No knowledge of policy  

 Policy not followed  

 Policy not enforced  

 Unclear ownership  

 People save in multiple platforms and locations without 
security or naming conventions 

 Compliance with legislation is not guaranteed nor 
consistent 

 Commercially sensitive information may be at risk  

 Potential for security breaches  

 Potential legal liability 

 Policies not followed lead to inconsistent working 
practices  

 Policies not enforced could pose personal liability issues  

Inefficient working practices  Wasted time 

 Frustration 

 Confusion 

 Stress 

 Lowered reputation of organisation 

 Increased workload  

 Compromised outcomes 

Deletion 

 People we spoke to said they 
‘never delete documents’ 

 Storage issues 

 FOI/GDPR/Compliance issues  

 Difficult navigation 

Training/Lack of knowledge   People can inadvertently break things 

 Wrong decisions 

 Not using tools to full potential  

 Wasted time/effort 

 Leads to inefficient working practices 

Navigation 

 Inability to find information 
 Leads to inefficient working practices  

Platform performance and platform 
perception 

 Poor perception means that people won’t use it  

 Poor performance leads to frustration 

 Leads to inefficient working practices  

Poor external access  Negatively impacts on university reputation 

 Can pose a security risk if not done correctly  

 Choosing wrong platform can make it hard to do  

 Risks university compliance  

Poor internal access  Increased workload  

 Wasted time 

 Potential security risk, access to things in error 

 Inefficient working practices  
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User needs 
Needs which emerged from the research are: 

 Clear guidance on what different systems are available and what each is best used for  

 Best practice recommendations on sharing documentation to work collaboratively  

 Best practice on document management over the full lifecycle, particularly relating to 

deletion  

 Consistent and reliable system performance between desktop, laptop and browser 

 Training on specific systems – particularly how to address synchronisation issues 

 

Business Requirements Workshops 
We held six business requirements sessions over a two-week period. Invitations were sent to the list 

of nominees identified from our original communication to DOPS and key stakeholders.  In total 89 

staff were invited and 35 attended. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

• CAHSS 15 

• CMVM 3 

• CSE 12 

• USG 5 

 

Figure 10: Colleges/Support attendees of Business Requirement Workshops 
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Figure 11: Roles of Business Requirement Workshops Attendees 

 

 

 

 

 

 

 

 

 

 

 

The format of the workshop included a short presentation about the document management 

programme, followed by group work aimed at identifying business requirements with a focus on 

ROLE, NEED and BENEFIT.  This enabled us to identify needs by user and to gain visibility of the 

benefits that each requirement might realise. 

To make the task easier for attendees the broad subject of Document Management was broken 

down into five topics. Each of the topics included several questions that we suggested were used to 

generate discussion.   

 

Figure 12: Five topics and questions for Understanding Business Requirements Workshop Exercise 

 

Administrator 6 

Business Analyst 2 

Communication and 
Marketing 

1 

Manager 12 

Researcher 1 

Senior Manager 9 

Support Officer 4 

 



14 
 

  
 

   

 
Figure 13: Role/needs/benefit requirements from one of our workshops 

 

The workshops produced 399 sets of requirements. These were categorised against DMS features, 

with some producing more than one requirement meaning the total number of requirements 

identified was 737. The identified features are detailed below: 

Category Description Amount of 
Entries 

% of Total 

Access Access and secure sharing 108 15% 

Collaboration Simultaneous editing/co-authoring, 
collaboration internally and 
collaboration externally, sharing 

106 14% 

Compliance Accessibility, Audit Log, Compliance 
and GDPR 

63 9% 

Governance Document creation protocols, file 
storage policies, governance, 
naming conventions, SharePoint 
information management policies 
(retention management), statistics 
and storage quota 

52 7% 

Integration Integration with other tools and 
integration with O365 

5 1% 



15 
 

Intuitive Requests for Ease of Access, 
Intuitive 

39 5% 

Remote Working Devices, multi-platform, offline 
working, remote working, working 
from home 

45 6% 

Retention Includes archiving, deletion and 
retention 

39 5% 

Retrieval Includes requests for ease of finding 
content through search and browse 

40 5% 

Security Includes requests for permissions 
management, permissions, privacy 
of personal data and security 

70 9% 

Support & Guidance Service and guidance requests 6 1% 

Taxonomy (Metadata) Metadata/Keywords/tags/taxonomy 19 3% 

Technology Includes alerts and notifications, 
browser compatibility, custom 
templates, digitisation, document 
scanning, file size and format, 
integration [with other technology], 
integration with O365 

12 2% 

3rd Party Tools Any requests made for 3rd party 
tools including digital signatures, file 
migration/transfer and storing e-
mails and attachments 

7 1% 

Workflows Approval & Review, Data Capture 
and specific requests for workflow 

23 3% 

Version Control This included requirements such as 
the ability to check in and out a file, 
having a ‘Golden Copy’ and specific 
requests for version control 

71 10% 

Not DMS The requirement detailed is not 
specifically related to DMS, however 
does cover for example the 
requirement for change 
management, or a fast network 
connection 

24 3% 

Not a Requirement We were unable to get a 
requirement out of the ‘need’ 

8 1% 

 

The needs with the highest volume identified were: 

 Access 

 Collaboration 

 Compliance 

 Governance 

 Security 

 Version Control 
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Access 
The business requirements workshops identified that we will need to have clear guidance on 

provision of access, including sharing, external sharing and secure sharing (both internally and 

externally).  It was also discovered that guidance on navigation to documents that users have access 

to would be beneficial.   

 

Collaboration 
Provision of a University approved tool for simultaneous and collaborative authoring, both internally 

and externally was required.  It was identified that working collaboratively on research was essential 

for competitiveness: 

 

Internally, efficient collaboration was important: 

 

External collaboration was also highlighted: 

 

Compliance 
Compliance came up frequently in our research, possibly due to raised awareness as a result of 

legislative change.  Users required a system that allowed automated management of documents 

that meets statutory rules and University Policy: that is “safe and secure” and “compliant with 

GDPR”.  It is clear that this was not currently available to staff.  It was highlighted that at present it is 

incredibly difficult for the business to locate personal information efficiently.    

 

It was highlighted that a Head of Finance would need to be able to store documents in order to 

“comply with grant requirements” with “appropriate” retention policies that could differ from a 

standard financial retention policy.  Ensuring that the tool chosen meets Equality Impact Assessment 

Managers and users need to “access their team’s work to cover for absence and to avoid 

rework” 

Board of Studies members need “access to Committee papers, meeting agendas, reports, 

marks and progression papers in advance of meetings” 

 

“Research collaboration/admin support need greater visibility of documents to increase 

competitiveness and increase award success impact” and “Administrators of Research Grants 

need to share documents with external collaborators, write reports and manage expenditure 

using a single copy of the documents” 

“Staff engaged in job share need to be able leave progress notes on documents on which 

both parties are working to promote efficient collaborative working” 

“External collaborator working with UoE Staff need a means to ability to edit/review a single 

version of a document to promote effective collaboration” 

 

“Data Champion needs to access data for FOI and subject access requests to be able to release 

accurate data within timescales”  
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requirements, for “user with accessibility needs” to “ensure no barrier to working”.  A management 

decision audit trail was also required, e.g. policy/procedure reviews. 

Governance 
A clear requirement was for staff to  

 

Naming conventions were mentioned a number of times.  In one context, a manager described the 

need to not leave it to the user to decide on structure of the dms, e.g.  

 

Security 
In relation to security, staff need to understand that only people who are authorised to access 

documentation have access, and conversely those who should not have access are restricted.  Staff 

should be enabled to confidently manage this themselves and trust that they are not putting the 

University at risk.  Managers need to  

 

Version Control 
The requirement for version control came up frequently in the business requirements gathering, 

mainly around ensuring users do not create and store multiple copies and everyone is aware which 

file is the golden copy.  We identified that document owners 

 

 

One team member stated that they 

 

“understand what they are responsible for”, with a “clear hierarchy of responsibility at all levels”  

 

“needs the system to control the creation of new files to ensure naming conventions and 

architecture”.  If we don’t have “standard protocols for shared systems required” that are “fit for 

purpose for all users”, “local solutions will be created” 

 

“Be confident that access has really been restricted so that people trust it”, so that “only 

specified users can edit so that security is maintained”, they also want to easily “know who has 

access to any documents or sets of documents so that the system is safe secure and auditable” 

 

“need to know when a document was last accessed/modified so that” they “can review whether 

the document is still useful/valid”, they also “need to be able to roll back to previous versions of a 

document so that errors and omissions can be recovered” 

“Users need access to latest version of policies, procedures, user guidance so that they are using 

most up to date version” 

 

“Need to access the same spreadsheet of PGR desk allocations as [my] colleagues so that there is 

only one golden copy maintained” 
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Other Points of Note 

Workflow   

Workflows or process-driven management of documents would be of interest to a number of areas 

across the business.  These include management of approval and review of local policies and 

procedures that could have a wide-ranging use. There were also more specific workflow 

requirements that would be re-usable across many of the Colleges and Schools, such as exam prep 

collaboration with external examiners. 

 

Third Party Tool Requirements Identified 
Across our research we identified the following requirements for third-party tools: 

3rd Party Requirement No of Requests Source 

Digital Signature 2 Business Requirements 
Workshops 

File Migration/Transfer 2 Business Requirements 
Workshops 

Storing e-mails and attachments 3 Business Requirements 
Workshops 

Workflow: Ease of workflow 
creation by users and or local 
support teams 
 

1 Conversation at Business 
Requirements Workshops 
(not written down by user) 

 

During our requirements gathering we gained little insight into the requirements for third party 

tools.  We anticipate that as the template solutions are developed we are likely to identify other 

potential use cases for third party tools. 

We identified a key requirement for migrating data within document management and as a result 

purchased a licence for a file migration technology, ShareGate. 

Summary of Research Results 
Working with User Experience provided valuable insight into how staff manage documents across 

the University.  This included both good and bad practice that complimented as well as validated 

some of the other research undertaken. 

During the project we managed to cover a range of diverse roles1 and found that our results were 

quite similar across all of our research strands. 

Our initial goal was to uncover user needs for document management. The picture that has 

developed of current practice shows inconsistent behaviour and potential risks to the organisation.  

The current round of research has revealed which problems exist. It would be valuable to work 

further with User Experience in the next project in order to identify the specific causes for the issues, 

                                                           
1 see Appendix 1 and Appendix 2 for roles of staff interviewed and staff who attended the workshops 
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and to ensure that we include user groups whose requirements we were unable to capture, 

specifically teaching. This will help us to refine the solution design and documentation. 

 

Consolidated Research Matrix 
This maps the three strands of research against the Document Lifecycle, and shows where our 

research converges: 

Document 
Lifecycle 

User Experience:  
Identified 

Business 
Requirements: 
Requested 

Call Management 

Create Guidance required Not requested Not found 

Capture Significant risk Single location Not found 

Index Guidance required 
Common document 

storage structure 
Not found 

Manage 
Major problems leads to 

risk 

Governance, guidance, 
compliance 

Some calls 

Access Guidance required Managing access better Many calls 

Retrieve Training required 
Effective search and 

navigation 
Some calls 

Use Training required Ease of Use requested Not found 

Share Significant risk 

Easy way to share 
documents safely 

internally and externally 
Many calls 

Transform 
Training and guidance 

required 
Not requested Not found 

Retain Guidance 
Automated document 

retention 
Not found 

Dispose 
Major problems leads to 

risk 

Automated document 
retention 

Some calls 

Preserve Guidance required 
Automated document 

retention 
Not found 
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Solutions Identified 
The proposed use cases for the document management solutions that we plan to develop are: 

Core Features for all use cases 

 

 

 Governance  Guidance  Security 

Research Project 
(Externally Funded) 
Document 
Management  

Meetings and 
Committees Document 
Management  

Working Group or 
Project Group 
Document 
Management  

Team Document 
Management  
 

Key Features Key Features Key Features Key Features 

 Developed 
Technology 

 Template 

 Training 

 Simultaneous 
Editing 

 User Support 

 Version Control 

 External Sharing 

 Compliance 

 Single Storage 
Location 

 Developed 
Technology 

 Template 

 Training 

 User Support 

 Version Control 

 External Sharing 
(optional) 

 Compliance 

 Single Storage 
Location 

 Developed 
Technology 

 Template 

 Training 

 Simultaneous 
Editing 

 User Support 

 Version Control 

 External Sharing 
(optional) 

 Compliance 

 Single Storage 
Location 

 Developed 
Technology 

 Template 

 Training 

 Simultaneous 
Editing 

 User Support 

 Version Control 

 Compliance 

 Single Storage 
Location 

Solves Problems & Risks Solves Problems & Risks Solves Problems & Risks Solves Problems & Risks 

 Multiple versions 
from email 
attachment 
sharing 

 No knowledge of 
appropriate place 
to save 

 Unsafe sharing 

 Security issues for 
personal data 

 Inefficient 
working practices 

 Multiple versions 
from email 
attachment 
sharing 

 No knowledge of 
appropriate place 
to save 

 Unsafe sharing 

 Security issues for 
personal data 

 Inefficient 
working practices 

 Multiple versions 
from email 
attachment 
sharing 

 No knowledge of 
appropriate place 
to save 

 Unsafe sharing 

 Security issues for 
personal data 

 Inefficient 
working practices 

 Multiple versions 
from email 
attachment 
sharing 

 No knowledge of 
appropriate place 
to save 

 Unsafe sharing 

 Security issues for 
personal data 

 Inefficient working 
practices 

Key Users Key Users Key Users Key Users 

 Researchers 

Grant Bodies 

 Consortium 
Members 

 Research 
Managers & 
Officers 

 University-wide 
Committee 
Members 

 External 
Committee 
Members 

 

 Working or 
Project Group 
Members 

 Team Members 
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Approval and Review Template  
 

Student Document 
Management  

Temporary Share or File Transfer 
(internal and external options)  

Key Features Key Features Key Features 

 Developed Technology 

 Template 

 Training 

 User Support 

 Version Control 

 External Sharing 
(optional) 

 External Technology 

 Simultaneous Editing 

 Version Control 

 External Sharing  

 Single Storage Location 

 Temporary Collaboration 
space 

 External Technology 

 External Sharing 

Solves Problems & Risks Solves Problems & Risks Solves Problems & Risks 

 Multiple versions from 
email attachment sharing 

 No knowledge of 
appropriate place to save 

 Unsafe sharing 

 Security issues for 
personal data 

 Inefficient working 
practices 

 Not able to find 
documents in multiple 
locations 

 Multiple versions from 
email attachment sharing 

 No knowledge of 
appropriate place to save 

 Unsafe sharing 

 Security issues for 
personal data 

 Inefficient working 
practices 

 Multiple versions from 
email attachment sharing 

 No knowledge of 
appropriate place to save 

 Unsafe sharing 

 Security issues for personal 
data 

 Inefficient working 
practices 

Key Users Key Users Key Users 

 Staff who need 
documents 
approved/reviewed 

 Staff who need to 
approve/review 
documents 

 Students working on 
their own 

 Students collaborating 
with other students 

 Researchers with large 
data sets 

 Staff/students using large 
files 

 

We proposed these solutions based on a cross-reference of the call management and business 

requirements gathering along with the needs, behaviours and problems surfaced from or borne out 

by the user research. 

  

Research Project (Externally Funded) Document Management 
The proposed solution meets the need that researchers have for sharing documentation externally, 

relating to funded work with Funders and Consortium Members.  Research is strategically important 

to the University and we have identified that providing a secure and robust service for researchers 

sharing documentation externally will allow researchers to focus on their research without having to 

worry about security, GDPR etc. 
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Working Group or Project Group Document Management 
We discovered that smaller formal and informal projects, staff are attempting to share and 

collaborate on documents either externally, within an organisational unit or intra-organisationally, 

and are finding or causing problems due to lack of governance and knowledge of tools available. We 

will provide clear guidance on project lifecycle and sharing permissions to prevent problems 

occurring. 

Student Document Management 
The main problem we found for students was the inconsistent provision of information on document 

management and support available.  Students are using external tools simply because they are 

unaware of the tools available to them.  Our aim would be to package up advice and guidance for 

students on how to store their personal documentation for study, along with a tools matrix and best 

practice when working collaboratively with their fellow students on group work.  We are not keen to 

provide a ‘technical solution until we understand volume and maintenance 

Team Document Management 
It was clear from our research that provision of a document collaboration solution for use by teams 

was necessary in order to improve the problems identified by how we currently work in a team 

environment.  We will provide guidance on team collaborative working and provision of an agreed 

workspace, discouraging use of personal drives for University work.  This will improve remote 

working capability, version control problems as well as ownership and access of files when staff 

leave. 

Temporary Share or File Transfer (internal and external options) 
External personal accounts are being used to transfer large files and data sets nationally and 

internationally, mainly for research purposes.  In some cases, these files contain personal 

information and other sensitive information, although we understand that this is usually temporary.  

However, with no management of these personal accounts we have no way of mitigating that risk.  

We also feel that there would be a benefit in providing advice and guidance for transfers or short-

term access to files, this could be simply to transfer without the use of e-mail or it could be to allow 

secure access to confidential files e.g. for the purpose of an audit. 

In relation to file transfer, we propose the following: 

 Clear guidance on sharing and transfer options and risks of using external tools 

 A solution for external transfers of files/data 

 A solution for internal transfers of files/data 

Approval and Review Template 
The ability to review and approve documentation surfaced a number of times during our 

requirements gathering, e.g. for controlled review of local policies and procedures.  It is proposed 

that we create a template for a simple approval and review process, options available could be 

simultaneous review or sequential review process.  We would recommend that initially we work on 

simple approval and review processes and providing staff with clear guidance on use.  More complex 

and/or bespoke requirements would benefit from being addressed through a separately funded 

project, as the skills required to achieve this weigh more heavily on the process management 

element rather than the technical solution in SharePoint and we may need to invest in an add-on. 
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Meetings and Committees Document Management 
This solution is intended for more formal meeting management such as providing an audit trail for 

decision tracking.   

Conclusion 
We based our user research on collaborative working with a particular focus on working groups 

operating cross divisions and outside the university for the purposes of this project. 

Through our investigations we have validated our starting assumptions about what tasks users are 

undertaking relating to document management.  We have also gathered evidence of actual 

behaviours that reveal the use of document management within the University.  The solutions 

proposed are based on areas that we have identified as problematic or may be of risk to the 

University. 

Our approach of carrying out several strands of research ensured that we gathered both qualitative 

and quantitative data on which to base our solutions. 

We did the following:  

 Call Management Incidents and Requests research 

 Held Business Requirements Workshops 

 Carried out a User Experience Research Project 

We analysed the data and extracted use cases, problems and behaviours.  All of which informed our 

decision on which solutions to propose. 

Proposed solutions: 

 Research Project (Externally Funded) Document Management   

 Meetings and Committees Document Management   

 Working Group or Project Group Document Management   

 Team Document Management  

 Approval and Review Template  

 Student Document Management 

 Temporary Share or File Transfer (internal and external options) 

We follow this project with another project: design and build, where we will implement the 

identified solutions and investigate user needs further.  The supporting service including creating 

training materials and guidance will also be defined.  In addition we will work closely with Records 

Management to update and align our service information to improve document management across 

the University.



 
 

APPENDIX 1: Staff Attending Business Requirements Workshops 
 

Job Title 
 

Level 3/College/Support 
Level 
4/School 

Level 
5/Team 

Location 

Director of 
Professional 
Services 

College of Arts, 
Humanities and Social 
Sciences 

The Moray 
House School 
of Education 

 
Moray 
House 

Director of 
Professional 
Services 

College of Arts, 
Humanities and Social 
Sciences 

School of 
History, 
Classics & 
Archaeology 

  

ADMINISTRATIVE  S
ECRETARY 

College of Arts, 
Humanities and Social 
Sciences 

School of 
Literature, 
Language & 
Culture 

 
George 
Square 
area 

IT Services Manager 
College of Arts, 
Humanities and Social 
Sciences 

School of 
Philosophy, 
Psychology 
and Language 
Sciences 

 
George 
Square 
area 

PGT Programmes 
Manager 

College of Arts, 
Humanities and Social 
Sciences 

Business 
School 

 
George 
Square 
area 

Computing Support 
Officer 

College of Arts, 
Humanities and Social 
Sciences 

School of 
Literature, 
Language & 
Culture 

 
George 
Square 
area 

Chief Information 
Officer 

College of Arts, 
Humanities and Social 
Sciences 

  
George 
Square 
area 

Research Support 
Officer 

College of Arts, 
Humanities and Social 
Sciences 

School of 
Economics 

 
George 
Square 
area 

Deputy Director of 
Professional 
Services 

College of Arts, 
Humanities and Social 
Sciences 

Edinburgh 
College of Art 

 
Lauriston 
Place 

School Office 
Manager College of Arts, 

Humanities and Social 
Sciences 

School of 
Philosophy, 
Psychology 
and Language 
Sciences 

 
George 
Square 
area 

Academic 
Administrator-
Student Conduct, 
Training & 
Development 

College of Arts, 
Humanities and Social 
Sciences 

College Office  
George 
Square 
area 

Director of 
Professional 
Services 

College of Arts, 
Humanities and Social 
Sciences 

School of 
Divinity 

 
New 
College 
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Director of 
Professional 
Services 

College of Arts, 
Humanities and Social 
Sciences 

School of 
Social and 
Political 
Science 

 
George 
Square 
area 

IT Manager College of Arts, 
Humanities and Social 
Sciences 

Edinburgh Law 
School 

 
George 
Square 
area 

Director of 
Professional 
Services 

College of Arts, 
Humanities and Social 
Sciences 

Centre for 
Open Learning 

 
Paterson's 
Land 

Research Fellow 

College of Medicine and 
Veterinary Medicine 

Deanery of 
Molecular, 
Genetic & 
Population 
Health 
Sciences 

 
George 
Square 
area 

Teaching Manager College of Medicine and 
Veterinary Medicine 

  
Little 
France 

Head of Deanery 
Administration, 
MGPHS College of Medicine and 

Veterinary Medicine 

Deanery of 
Molecular, 
Genetic & 
Population 
Health 
Sciences 

 
George 
Square 
area 

User Support 
Manager 

College of Science and 
Engineering 

School of 
Informatics 

 
George 
Square 
area 

Computing Officer College of Science and 
Engineering 

School of 
Chemistry 

 
King's 
Buildings 

IT Services Manager College of Science and 
Engineering 

School of 
Engineering 

 
King's 
Buildings 

IT Services Manager College of Science and 
Engineering 

School of 
Chemistry 

 
King's 
Buildings 

Social Media and 
Web Developer College of Science and 

Engineering 
College Office 

Communi
cations 
and 
Marketing 

King's 
Buildings 

Senior Secretary 
(PA to Head of 
School) 

College of Science and 
Engineering 

School of 
Informatics 

 
George 
Square 
area 

Director of 
Professional 
Services 

College of Science and 
Engineering 

School of 
Informatics 

 
George 
Square 
area 

Deputy Head of 
Academic Affairs 

College of Science and 
Engineering 

Academic 
Affairs 

 
King's 
Buildings 

Business Analyst College of Science and 
Engineering 

School of 
Engineering 

 
King's 
Buildings 
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School Computing 
Manager 

College of Science and 
Engineering 

School of 
Physics and 
Astronomy 

 
King's 
Buildings 

Studentships and 
Teaching Support 
Manager 

College of Science and 
Engineering 

School of 
Informatics 

 
George 
Square 
area 

IT Liaison Officer 
(College of Science 
and Engineering) 

College of Science and 
Engineering 

College Office 
Strategic 
Planning 

King's 
Buildings 

Information 
Compliance 
Manager 

University Secretary’s 
Group 

Records 
Management 

 
Old 
College 

Management 
Support Officer 

University Secretary’s 
Group 

 
USG 
Business 
Unit 

Old 
College 

Senior Business 
Analyst University Secretary’s 

Group 
 

Student 
Experienc
e Services 

Old 
College 

USG Business 
Manager 

University Secretary’s 
Group 

 
USG 
Business 
Unit 

Old 
College 

Principal's 
Executive Officer 

University Secretary’s 
Group 

 
USG 
Business 
Unit 

Old 
College 

 



 
 

APPENDIX 2: Staff Interviewed for User Experience Research 
 

Short Interviews (10-20 mins) 

Job Title Level 
3/College/Support 

Level 
4/School 

Level 5/Team Interviewed 
by 

Located 

Open-Access 
Co-ordinator 

College of Arts, 
Humanities and 
Social Sciences 

Research & 
Knowledge 
Exchange 

 
Ruth 
Churchman 

George 
Square 
area 

Student College of Arts, 
Humanities and 
Social Sciences 

School of 
Law 

 
Ruth 
Churchman 

George 
Square 
area 

Executive 
Manager 

College of 
Medicine and 
Veterinary 
Medicine 

Edinburgh 
Infectious 
Diseases 

 
Ruth 
Churchman 

King's 
Buildings 

Academic 
Administrator 

College of Science 
and Engineering 

Biological 
Sciences 

 
Ruth 
Churchman 

King's 
Buildings 

Academic 
Liaison Officer 
(Technology 
Management) 

College of Science 
and Engineering 

School of 
Engineering 

 
Ruth 
Churchman 

King's 
Buildings 

Student 
Engagement 
Officer 

College of Science 
and Engineering 

Academic 
Affairs 

 
Ruth 
Churchman 

King's 
Buildings 

Staffing Team 
Leader 

College of Science 
and Engineering 

School of 
Engineering 

HR Ruth 
Churchman 

King's 
Buildings 

Staffing Team 
Leader 

College of Science 
and Engineering 

School of 
Biological 
Sciences 

 
Ruth 
Churchman 

King's 
Buildings 

Undergraduate 
Manager 

College of Science 
and Engineering 

School of 
Chemistry 

 
Ruth 
Churchman 

King's 
Buildings 

IT Services 
Manager 

College of Science 
and Engineering 

School of 
Chemistry 

 
Ruth 
Churchman 

King's 
Buildings 

Student College of Science 
and Engineering 

School of 
Economics 

 
Ruth 
Churchman 

George 
Square 
area 

Editorial 
Development 
Officer 

Information 
Services Group 

Learning 
Teaching 
Web 

Website & 
Communications 

Ruth 
Churchman 

Argyle 
House 

Business 
Administrator 

Information 
Services Group 

Corporate 
Unit 

Business Admin Ruth 
Churchman 

Argyle 
House 

EqIA Assistant Information 
Services Group 

Applications Service 
Management 

Ruth 
Churchman 

Argyle 
House 

Staff Journalist Information 
Services Group 

Applications Service 
Management 

Ruth 
Churchman 

Argyle 
House 
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Service 
Manager 

Information 
Services Group 

Learning 
Teaching 
Web 

Digital Learning 
and Applications 
Media 

Ruth 
Churchman 

Argyle 
House 

Project 
Manager 

Information 
Services Group 

Applications Project Services Ruth 
Churchman 

Argyle 
House 

Senior Project 
Manager 
(Integrated 
Admin) 

Information 
Services Group 

Corporate 
Unit 

Business Admin Ruth 
Churchman 

Argyle 
House 

 

Long Interviews (30-45 mins) 

 Level 
3/College/S
upport 

Level 4/School Level 
5/Team 

Interviewed 
by 

Located 

Student 
Development 
Officer 

College of 
Arts, 
Humanities 
and Social 
Sciences 

School of Social 
and Political 
Science 

 
Nicola 
Dobiecka 

George 
Square area 

REF 
Administrative 
Officer 

College of 
Arts, 
Humanities 
and Social 
Sciences 

School of Social 
and Political 
Science 

 
Nicola 
Dobiecka 

George 
Square area 

IT Help and 
Consultancy 
Team Leader 

College of 
Arts, 
Humanities 
and Social 
Sciences 

School of Social 
and Political 
Science 

IT support & 
Consultancy 

Sophie Ainslie George 
Square area 

Student College of 
Arts, 
Humanities 
and Social 
Sciences 

School of Law 
 

Sophie Ainslie George 
Square area 

Clinical 
Research 
Governance Co-
ordinator 

College of 
Medicine 
and 
Veterinary 
Medicine 

Edinburgh 
Medical College 

Research 
Governance 
Team 

Ruth 
Churchman 

Little France 

Data Manager College of 
Medicine 
and 
Veterinary 
Medicine 

Roslin Institute Quality 
Manageme
nt Team 

Ruth 
Churchman 

Easter Bush 

Centre 
Administrator 

College of 
Medicine 
and 
Veterinary 
Medicine 

Deanery of 
Clinical Sciences 

Centre for 
Regenerativ
e Medicine 

Ruth 
Churchman 

Little France 
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Research 
Manager 

College of 
Medicine 
and 
Veterinary 
Medicine 

Usher Institute Centre for 
Medical 
Informatics 

Ruth 
Churchman 

Little France 

Trial Manager 
Support Officer 

College of 
Medicine 
and 
Veterinary 
Medicine 

Usher Institute Edinburgh 
Clinical 
Trials Unit 

Ruth 
Churchman 

Little France 

IT Teaching and 
Research 
Support Officer 

College of 
Science and 
Engineering 

School of 
Geosciences 

 
Nicola 
Dobiecka 

Drummond 
Street 

Administrative 
Assistant 

College of 
Science and 
Engineering 

Deanery of 
Biomedical 
Sciences 

HR Ruth 
Churchman 

George 
Square area 

Research 
Manager 

College of 
Science and 
Engineering 

School of 
Economics 

 
Sophie Ainslie George 

Square area 

Student College of 
Science and 
Engineering 

School of 
Chemistry 

 
Sophie Ainslie King's 

Buildings 

Educational 
Design and 
Engagement 
Officer 

Information 
Services 
Group 

Learning, 
Teaching & 
Web 

Educational 
Design and 
Engagement 

Nicola 
Dobiecka 

Argyle House 

Equalities 
Impact 
Assessment 
Assistant 

Information 
Services 
Group 

Applications 
Directorate 

 
Nicola 
Dobiecka 

Argyle House 

Head of Web 
Strategy and 
Technology 

Information 
Services 
Group 

Learning, 
Teaching & 
Web 

 
Sophie Ainslie Argyle House 

User Experience 
Manager 

Information 
Services 
Group 

Learning, 
Teaching & 
Web 

 
Nicola 
Dobiecka 

Argyle House 

Project 
Manager 

Information 
Services 
Group 

Applications 
Directorate 

Project 
Services 

Ruth 
Churchman 

Argyle House 

ODL Marketing 
Project 
Manager 

Information 
Services 
Group 

 
Directors' 
Office 

Nicola 
Dobiecka 

Argyle House 

Senior Digital 
Content 
Manager 

University 
Secretary's 
Group 

Communication 
and Marketing 

Digital 
Marketing 
Team 

Sophie Ainslie George 
Square area 

Senior Strategic 
Planner 

University 
Secretary's 
Group 

Governance 
and Strategic 
Planning 

 
Sophie Ainslie Old College 
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Head of 
Marketing 

University 
Secretary's 
Group 

Communication 
& Marketing 

 
Sophie Ainslie George 

Square area 

 


