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Series Introduction
We are pleased to bring the IGI community another 

series of case studies about how professionals like you are 
tackling IG. In 2016, we worked with IG Charter Supporter, 
OpenText, to create the first series of Snapshots, which 
is now among our most widely-read publications. We 
are delighted that OpenText has once again agreed to 
generously support this new series.

IG practitioners consistently tell us that the most 
valuable (and most difficult to obtain) information we 
can provide them is insight into how other organizations 
approach IG. Our Snapshot series is designed to close 
this gap while sidestepping some of the difficult legal and 
competitive issues that arise when doing case studies. By 
keeping the studied organization anonymous, we can not 
only produce more case studies, but also provide more 
detail. 

Reading through this series of Snapshots, a clear theme 
emerges: IG is mainstream. Both our quantitative and 
qualitative research indicate that now more than ever, IG 
has simply become part of how organizations function. 
It has been integrated into the corporate governance 
structure, authority has been delegated, technology 
has been implemented, and projects have been funded. 
This is not to say that all is well in IG land; in fact, some 
organizations struggle to find a clear path forward on IG. 
This will no doubt continue to be the case for some time. 
However, external forces like privacy and cybersecurity—
and internal goals like extracting value and driving down 
risk—today drive IG projects forward in a new way. 

The first Snapshot focuses on the interplay between IG 
and privacy by telling the story of Sarah, an attorney in 

a large pharmaceutical company who leveraged GDPR 
compliance momentum to build a broader IG program.

Snapshot two focuses on William and how he took 
advantage of his firm’s “cloud first” strategy to leverage 
Office 365 and other cloud capabilities to bring order to 
information chaos. 

Our third Snapshot tells a clear and powerful story 
about how content analytics are playing a daily role in 
IG, including at a health care provider preparing for and 
executing a $1.5B merger transaction.

Realizing business value through better IG—in both 
expected and unexpected ways—is the focus of our 
fourth Snapshot, as it brings to life the story of Thomas, a 
project manager at a global construction firm.

Our final Snapshot shows us what we can learn 
from Anne’s journey as she leverages initial work on 
e-discovery to build a comprehensive and integrated IG 
program at her healthcare organization. 

We hope you enjoy and get as much value from reading 
these Snapshots as we did in researching and writing 
them. Also, remember that your story is incredibly 
valuable to the community, and we would love to help 
you tell it. Please contact us so we can help you tell your 
IG story.

Barclay T. Blair 
Executive Director and Founder 
Information Governance Initiative
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IG For Privacy

Gaining Visibility into Unstructured Data 
To Future-Proof Privacy Compliance
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The Story

A
s the 2018 deadline for General Data Protection 
Regulation (GDPR) compliance approached, Sarah— 
an attorney with years of business management and 
technology experience—was charged with preparing 

her organization. Sarah works for a pharmaceutical 
company with executive management in Switzerland 
and the U.S., and research, manufacturing, and sales 
operations across the globe. Because of its European 
roots, GDPR did not catch the company by surprise, but 
the law’s requirements and scope made it a significant 
new challenge. 

Sarah and her team could also see that GDPR was just 
the beginning of a new wave of expansive information 
regulation, rather than the end. As such, their goal was 
to not only solve their GDPR problem but also to address 
their overall information governance (IG) needs in a 
foundational, holistic, and future-proof way. 

Although the company had a relatively mature 
compliance function, some legacy records management 
capabilities, and a robust information security program, it 
did not have a formal IG program. 

Sarah first made the case to senior management that 
GDPR compliance should be addressed not as a one-off, 
but rather as part of a comprehensive IG program. Her 
argument was that IG would provide the best way to 
ensure coordination amongst security, value generation, 
compliance, digital transformation, and privacy. Sarah 
says that her pitch was successful because she used 
concrete examples to demonstrate the value of this 
approach, specifically highlighting how IG could make 
research projects more efficient and drive better sales 
results. 

Second, Sarah invested in file analysis and remediation 
capabilities. Sarah and her team already knew that the 
unstructured information environment was a “terrifying 
mess.” She used these capabilities to first create a 
complete picture of just how terrifying that mess was. 
During that initial process she discovered several 
terabytes of data that had no obvious business or legal 

purpose for existing. Moreover, her team discovered 
thousands of files containing personal data in poorly 
governed file shares and endpoint devices. 

Third, Sarah’s team implemented a remediation 
protocol for unstructured data that enabled the company 
to:

• Create an initial inventory of repositories and 
systems that contained personal data implicated 
by GDPR. This complemented the picture of the 
application and database environment that was 
already created and maintained by the European 
team. 

• Destroy hundreds of thousands of files that 
no longer provided value to the organization and 
which it had no obligation to keep. 

• Migrate personal, sensitive, and valuable data 
into governed content management systems where 
it could be governed in compliance with GDPR and 
other IG requirements. 

IG Technology Insight
What can we learn from Sarah’s experience to inform 

our approach to IG technologies? Here are two key 
insights. 

1. Bring structure to the unstructured. Sarah’s 
company knew a lot about its enterprise 
applications, databases, and other structured 
systems. This was a legacy of both the 
requirements of pharma-specific regulation 
and its longstanding Swiss-based, EU-focused 
privacy program. It had mature way of collecting, 
organizing and reporting this information. 
Sarah’s team built on these processes and tools 
to bring the same governance discipline to their 
unstructured environment—in a way that not only 
addressed her immediate GDPR problem, but that 
also provided a new foundation of insight into 
and control over that information. This capability 
was enabled through the company’s investment in 
file analysis and remediation, which helped them 
find, tag, index and organize their unstructured 
information.

2. Put existing capabilities to work. Sarah’s 
company already had significant investments in 
Enterprise Content Management (ECM) systems 
across multiple parts of the business. Rather 
than stall her project with a long and complex 
technology acquisition process, Sarah’s team 
decided to put ECM to work in a multitude of ways 
including managing and tracking data inventories, 
GDPR compliance tracking, and the governance of 
sensitive and valuable unstructured data. Look for 
opportunities to do the same at your organization. 

An IG Snapshot  

“GDPR compliance was a 
challenge, but the big win for us 
was using GDPR as motivator to 
build a future-proof IG program.”
—-Sarah, Attorney and IG Practitioner  

At A Global Pharmaceutical Company 
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IG Management Insight
What can we learn from Sarah about our management 

strategy for IG? Here are two key insights. 
1. Don’t fight fires—manage the forest. We are 

entering an era of unprecedented information 
regulation. Globally, laws and regulations 
addressing privacy, security, intellectual property 
rights, trade, and more are targeting the way we 
collect, use, and govern information. Compliance 
with any one of these will be very difficult 
(especially for large global institutions like Sarah’s) 
without a foundational and holistic approach to 
governing that information. 

2. What is an IG professional anyway? Sarah says 
that at various times throughout the project, 
she felt, “overwhelmed and under-qualified.” 
This is something we commonly hear from IG 
professionals. IG practitioners come from a wide 
variety of professional backgrounds with diverse 
work experience. There is no “ideal” IG practitioner. 
The most valuable IG skill of all is the ability to 
bring the multiple IG stakeholders to the table and 
move forward in a practical way that addresses and 
balances competing goals and focuses on common 
goals. 

About the IG Snapshot Series
IG Snapshots are compact case studies drawn from 

IGI’s interviews and discussions with our community of 
IG practitioners. IG has a significant impact on legal and 
reputational risk as well as corporate and competitive 
strategy. As such, many organizations are reluctant to 
be profiled. We developed our Snapshot series to address 
this challenge with a format that provides as much real-
world insight as possible while ensuring anonymity. As 
part of our commitment to excellence and to maintain 
objectivity, the IGI does not recommend, evaluate, or 
endorse specific products, services, or providers. 

The IGI’s work is made possible through the generous 
contributions of our supporters for which we are grateful. 
This document was made possible by OpenText, an IGI 
Charter Supporter. 

About the Information  

Governance Initiative
The Information Governance Initiative (IGI) is a 

think tank and community dedicated to advancing the 
adoption of Information Governance (IG) practices 
and technologies through research, events, advocacy 
and peer-to-peer networking. We are dedicated to 
the professionalization of IG and have called for the 
creation of a new kind of information leader called the 
Chief Information Governance Officer. Our State of IG 
report has become an industry standard reference guide 
for organizations benchmarking and building their IG 
programs. The IGI Community is where thousands of 
practitioners from cybersecurity, IT, analytics, privacy, 
legal, records management, and the other facets of IG 
come together and learn from each other.

Learn more about IGI at iginitiative.com.

About OpenTextTM  

Information Governance 
OpenText enables organizations to gain insight through 

market-leading information management solutions, 
on-premises or in the cloud. OpenText Information 
Governance (IG) solutions are integral components in 
organizations meeting global compliance, security and 
privacy requirements—enabling transparent, defensible 
governance from creation and capture to archiving and 
disposal. Available as standalone systems or integrated 
with OpenText Content Services, OpenText IG solutions 
help organizations connect content to their digital 
business.

Learn more about OpenText IG solutions at opentext.
com/infogov.

An IG Snapshot  

http://iginitiative.com
http://opentext.com/infogov
http://opentext.com/infogov
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IG In The Cloud

Bringing Control to Information in a 
Cloud-First, Office 365 World
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The Story

W
illiam heads information governance (IG) 
at a global consulting firm. Like many in his 
sector, his company has made investments 
in technologies designed to help the firm 

bring their unstructured information environment 
under control. As with any organization (e.g., law firms, 
pharmaceutical companies, defense contractors, etc.) 
that generates high volumes of intellectual property (IP) 
William’s company needed to find a way to govern that 
IP without disrupting the experts’ way of working. 

When William started this project, his firm had recently 
decided to take a “cloud-first” approach to enterprise IT—
meaning they would first look to cloud-based solutions 
rather than those they installed or built in their own 
data centers. As part of this shift, the company would 
standardize on the Microsoft® Office 365® platform, 
although there were still many questions about which 
parts of the platform they would use and how they would 
use them. To capture and govern IP and manage service 
delivery, various practices across the firm had made 
investments in document management. In addition, 
several homegrown applications existed. 

Addressing the IG challenge
First, William formed an IG steering committee to 

provide a forum for stakeholders to communicate and 
collaborate on their IG needs. 

Second, William’s team formalized the way the firm 
used the plethora of content management applications, 
repositories and tools at their disposal. Realizing—
especially in the wake of several high-profile security 
breaches—that an organization awash in ungoverned 
information was a prime target, William’s strategy also 
emphasized remediating (i.e., organizing, migrating, 
deleting, or archiving) useless information and migrating 
valuable information to systems that could provide the 
necessary controls. 

Third, William put together a working group that 
included himself, the firm’s Office 365® technical subject 
matter expert, an attorney, and a member of the firm’s 
security team. The group had a mandate to evaluate 
the governance controls available across the platform 
and make decisions about how they would be used and 
configured. They addressed how capabilities like retention 
and information protection labels would be used in 
accordance with IG policies. 

This was the beginning of a process that involved 
working with several practice groups to understand their 
needs. The next steps entailed piloting and tweaking 
the governance model and rolling it out. Piloting and 
testing were crucial to understanding how these groups 
worked and thus how their content could be best governed 
without slowing them down. 

The team made several strategic decisions along the 

way, such as:
• Enabling consultants to use Microsoft Teams® only 

for internal communication and collaboration.
• Requiring the most sensitive and valuable IP to 

be managed and retained in the firm’s document 
management system. They also leveraged their 
Enterprise Content Management (ECM) system 
for capturing critical records from their structured 
enterprise systems, like their invoicing and 
payment systems.

• Implementing standardized templates for Microsoft 
SharePoint® sites that included baseline governance 
controls. 

IG Technology Insight
Here are two key IG technology insights from William’s 

IG project in a cloud-first, Office 365 world. 
1. Define where work gets done and where 

information gets captured. William knew it was 
not realistic at a company like his to dictate where 
every (very independent) consultant did their work 
and stored their documents. But by implementing 
standardized governance templates and labels 
in Office 365 and building governance around 
workflow as opposed to the other way around, he 
was able to impact the governance of unstructured 
information at his firm more significantly than 
any prior effort had. In addition, William learned 
that the most effective approach was providing IG 
controls as part of how people worked in Office 
365, as opposed to requiring separate processes 
(e.g., tagging or filing documents) that would 
consistently be circumvented.

An IG Snapshot  

“Although we were reluctant to 
start yet another committee, in 
IG this kind of collaboration is 
essential to balance competing 
needs.” 
 —-William, Head of IG at a Global Professional 

Services Firm
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2. Cloud is just a delivery model. William’s firm 
began to look at the cloud as just another delivery 
option. With the evolution of the enterprise-
focused cloud, even organizations with strict 
legal, compliance, and security requirements can 
increasingly find applications that meet those 
requirements. While there are several reasons 
why your organization may not be ready for a 
cloud-first approach (e.g., specialized applications 
and requirements, existing data center and 
infrastructure investments), projects like William’s 
demonstrate the increasing role the cloud plays in 
IG. 

IG Management Insight
William’s work reveals two key IG management insights.
1. Address IG as early as possible. Treating IG as 

an afterthought is a recipe for disaster. There is 
no defensible reason why IG requirements should 
not be included in the kind of standardized new 
technology evaluations that information security 
teams do, for example. Trying to implement 
governance on a platform like Office 365 long after 
its adoption is very difficult. William succeeded 
because IG needs were considered from the outset.

2. Work with the business, not against it. At the IGI 
we preach pragmatism. IG has traditionally been 
much too rigid and doctrinaire. An incremental 
approach that actually works is much better than 
a “save-the world-approach” that inevitably 
fails. William and his team spent a lot of time 
understanding how practice groups worked and 
built their governance models around them, as 
opposed to requiring their work to significantly 
change.

About the IG Snapshot Series
IG Snapshots are compact case studies drawn from 

IGI’s interviews and discussions with our community of 
IG practitioners. IG has a significant impact on legal and 
reputational risk as well as corporate and competitive 
strategy. As such, many organizations are reluctant to 
be profiled. We developed our Snapshot series to address 
this challenge with a format that provides as much real-
world insight as possible while ensuring anonymity. As 
part of our commitment to excellence and to maintain 
objectivity, the IGI does not recommend, evaluate, or 
endorse specific products, services, or providers. 

The IGI’s work is made possible through the generous 
contributions of our supporters for which we are grateful. 
This document was made possible by OpenText, an IGI 
Charter Supporter. 

About the Information  

Governance Initiative
The Information Governance Initiative (IGI) is a 

think tank and community dedicated to advancing the 
adoption of Information Governance (IG) practices and 
technologies through research, events, advocacy and peer-
to-peer networking. Learn more about IGI at iginitiative.
com.

About OpenTextTM  

Information Governance 
OpenText enables organizations to gain insight through 

market-leading information management solutions, 
on-premises or in the cloud. OpenText Information 
Governance (IG) solutions are integral components in 
organizations meeting global compliance, security and 
privacy requirements—enabling transparent, defensible 
governance from creation and capture to archiving and 
disposal. Available as standalone systems or integrated 
with OpenText Content Services, OpenText IG solutions 
help organizations connect content to their digital 
business.

Learn more about OpenText IG solutions at opentext.
com/infogov.

An IG Snapshot  

http://iginitiative.com
http://iginitiative.com
http://opentext.com/infogov
http://opentext.com/infogov
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The Story
Andrea was Associate General Counsel at a not-for-

profit rural health system in North Carolina. With the 
cost and complexity of healthcare continuing to rise, 
her organization concluded that it could better serve its 
mission by becoming part of a larger entity. One of the 
largest providers of healthcare services in the U.S. came 
forward as a buyer, and the two organizations began the 
due diligence process on what would be a $1.5B USD 
transaction. 

Andrea was given responsibility for shepherding a 
complex due diligence process on a tight timeline. Due 
diligence is a process that generally happens between 
the time that a deal is signed and finalized. During this 
time, the buyer validates that representations made by 
the seller about their business, finances, and contracts 
are true. Andrea’s due diligence process centered on the 
thousands of complex contracts, leases, and other types of 
agreements that the health system had entered into and 
that needed to be assigned to the buyer, terminated, or 
addressed in a different way. 

An Impossible Task?
When Andrea looked at the volume and complexity of 

the documents her team would have to find, review, and 
act on, she realized they would never meet the deadline 
by just “throwing bodies at the problem,” i.e., using 
traditional, manual methods. 

“There was no realistic way that our team could have sat 
down and closely reviewed tens of thousands of pages and 
made the deadline,” said Andrea. 

So she went looking for a solution. 
Andrea discovered that the law firm supporting the 

transaction had a technology subsidiary that specialized 
in using advanced analytics, machine learning, artificial 
intelligence and other techniques to automate a range of 
legal work. 

 “At first we didn’t realize that content analytics was an 
option,” said Andrea. “But once we found it, there was no 
other option.”

The team’s task was clear:
• Which document rules? Agreements are often 

instantiated in one document then amended by 
additional documents over a period of years—or 
even superseded altogether by a new document. 
Andrea need to know which version (or collection 
of documents) was authoritative

• Can we assign it? Andrea needed to know with 
absolute precision whether each agreement 
was assignable to the buyer, and if so, what the 
agreement dictated about the assignment process.

• Can we terminate it? Andrea also needed to know 
if an agreement could be terminated. This required 
close reading of multiple dependent clauses and 
extraction of detailed information about process 
and how and when to communicate with the other 
party to the agreement. 

Putting Content Analytics to Work
Here is how Andrea and her team put advanced 

analytics to work in tackling this critical project. The 
consequences of failure were high: the deal itself could 
fall apart—which would have been disastrous for everyone 
involved. 

1. Find. Simply locating what would turn out to be 
over 12,000 agreements in a variety of formats 
and both official (i.e., their contract management 
system) and unofficial (i.e., file shares, laptops, 
closets) locations was daunting. Andrea’s team 
used several techniques—including indexing and 
search, and good-old fashioned detective work 
(i.e., talking to people, looking for physical records, 
and uncovering caches of agreements stored and 
managed outside enterprise systems).

2. Harmonize. Documents were then converted into 
searchable text formats so they could be ingested 
and used by the analytics system. The team was 
careful to design this process in such a way that 
they could easily query data to answer questions on 
the fly. 

3. Review. Documents were loaded into a review 
system that enabled Andrea’s team to efficiently 
access and evaluate any document quickly and 
efficiently. 

4. Extract. The analytics system was used to 
automatically identify relevant clauses (e.g., 
assignment and termination) in each agreement, 
even though the agreements were highly variable 
in format and content. Relevant clauses were 
automatically extracted and presented to her team 
by the analytics system. 

An IG Snapshot  

“At first we didn’t realize that 
content analytics was an option. 
But once we found it, there was 
no other option.” 
 —-Andrea, Associate General Counsel at A Large 

Health System
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5. Act. At this stage Andrea and her team were able to 
provide clear, precise, and authoritative information 
to the buyer about each agreement and to take 
action on the ultimate disposition of that agreement 
with confidence and authority.

IG Technology Insight
A key insight from Andrea on putting content analytics 

to work in your organization is that you must involve 
the analytics professionals early in the process. 
“You cannot bring them in soon enough,” said Andrea, 
emphasizing how technology professionals, business 
managers, and legal professionals all look at the world 
in such different ways that not giving the analytics 
professional access to the data early in the process may in 
fact limit its power. 

IG Management Insight
Andrea realized that a key benefit of deploying this 

capability was that she was not burning out her team by 
having them grind through document after document, 
day after day. A concern for her as manager was that key 
staff—those with the best knowledge about the business 
that was critical for the due diligence process—would walk 
out the door during the process if they were forced into 
tasks that did not play to their strengths. 

“Our team were torn in a lot of directions, constantly 
answering questions and taking tasks from everybody,” 
said Andrea. “Sure, we could have tried to find some hours 
between midnight and 4:00 a.m. to go through these 
agreements, but just knowing that you didn’t have to be 
the one to sit in a room and go through these one at a 
time was essential to our success.”

About the IG Snapshot Series
IG Snapshots are compact case studies drawn from 

IGI’s interviews and discussions with our community of 
IG practitioners. IG has a significant impact on legal and 
reputational risk as well as corporate and competitive 
strategy. As such, many organizations are reluctant to 
be profiled. We developed our Snapshot series to address 
this challenge with a format that provides as much real-
world insight as possible while ensuring anonymity. As 
part of our commitment to excellence and to maintain 
objectivity, the IGI does not recommend, evaluate, or 
endorse specific products, services, or providers. 

The IGI’s work is made possible through the generous 
contributions of our supporters for which we are grateful. 
This document was made possible by OpenText, an IGI 
Charter Supporter. 

About the Information  

Governance Initiative
The Information Governance Initiative (IGI) is a 

think tank and community dedicated to advancing the 
adoption of Information Governance (IG) practices and 
technologies through research, events, advocacy and peer-
to-peer networking. Learn more about IGI at iginitiative.
com.

About OpenTextTM  

Information Governance 
OpenText enables organizations to gain insight through 

market-leading information management solutions, 
on-premises or in the cloud. OpenText Information 
Governance (IG) solutions are integral components in 
organizations meeting global compliance, security and 
privacy requirements—enabling transparent, defensible 
governance from creation and capture to archiving and 
disposal. Available as standalone systems or integrated 
with OpenText Content Services, OpenText IG solutions 
help organizations connect content to their digital 
business.

Learn more about OpenText IG solutions at opentext.
com/infogov.

An IG Snapshot  

http://iginitiative.com
http://iginitiative.com
http://opentext.com/infogov
http://opentext.com/infogov
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The Story
Thomas is head of the project management office at a 

large North American construction company. Across its 
multiple divisions, the company does everything from 
building skyscrapers and hospitals to bridges and tunnels, 
roads and interchanges. 

In his business, completing very complex multi-year 
building projects on time and on budget is the prime 
directive. For Thomas and his colleagues, success has 
become increasingly dependent upon how well they 
can manage and marshal vast volumes of complex 
unstructured data. 

Information Governance &  

Competitive Advantage 
In Thomas’ business, the ability to govern unstructured 

data has become a serious competitive advantage. 
Complex construction projects are increasingly done 
using centralized digital models. Those firms that can 
host and provide the central data hub for hundreds 
of contractors and service providers to access project 
information are in a unique position to establish strategic 
client relationships and new revenue streams. 

In addition, better governance and quality in the 
information flow vastly increases the likelihood of 
bringing a project in on time and under budget.

The Information Environment
At the start of this project, the organization used a 

plethora of both sanctioned and unsanctioned software 
and services for project management, collaboration, 
communication, workflow, approvals, and documentation. 
Even more challenging, the tools and repositories changed 
from project-to-project as project managers and field 
supervisors deployed their favorites. Thomas also found 
that across the business staff were going around corporate 
IT and using their company cards to access emerging 
cloud services and tools targeted to their industry. 

The first step was to survey the data landscape, much 
like one of his colleagues would do when starting a 
building project. To accomplish this, Thomas deployed file 
analysis and other tools to create a picture of the volume 
and nature of information spread across file shares, 
desktops, content management systems, proprietary 
project management and ticketing systems, and more.

In addition Thomas’ team conducted dozens of 
interviews with both office and field personnel to learn 
about their information needs and to create human-
focused IG profiles highlighting the challenges that 
employees in critical roles faced and how IG would make 
things better. These profiles helped Thomas socialize and 
build support for the organizational change required. 

Building Value
Unlike many similar projects at other organizations, 

Thomas was not focused on risk reduction, but rather 
driving and extracting value through improved IG. 

One of the biggest goals for Thomas was to standardize 
the way information was organized and governed from 
project-to-project, so he created a standard set of 
templates and tools and trained and supported project 
managers as they adopted them. 

Implementing this process paid dividends for Thomas’ 
company in a variety of ways. One unexpected but deeply 
impactful benefit emerged when a dispute arose with 
building owners during completion and hand-off. Prior 
to undertaking this project, the company had situations 
where building owners held back final payments worth 
millions of dollars based on unfounded claims about 
construction quality. This would delay receipt of large 
sums of money by months or even years. 

After Thomas built and implemented IG at the 
company, he found that they could now put those claims 
to bed much faster because they now had standardized 
tools and processes for creating, organizing and 
governing the log sheets, approval workflows, testing 
data and other documentation that proved that the 
quality claim was specious. They even had instances 
where this information was produced in near-real time 
as an immediate response to the claim being made in a 
completion meeting. 

An IG Snapshot  

“Although we have regulation 
and risk factors, our primary 
focus for IG was making projects 
faster, higher quality, and 
more profitable,” said Thomas. 
“IG enabled us to do this in a 
multitude of ways from just 
reducing information overhead 
to radically streamlining project 
workflows, approval processes, 
and communications.”
 —-Thomas, Head of Project Management at Large 

Construction Company
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The impact of this new information capability—thanks 
to IG—was the company getting millions of dollars in the 
bank months or even years earlier than they otherwise 
would—money they could now be put to work. 

IG Technology Insight
A key IG technology insight from this project that all 

practitioners can learn from is the criticality of balancing 
control with innovation and creativity. For example, 
rather than dictate to project managers how they should 
organize and manage critical information, and the tools 
they should use to do so, Thomas invested a lot of time in 
learning directly from them. The time he spent observing 
how work actually got done enabled his team to prescribe 
standardized approaches that incorporated the best 
ideas without stifling innovation. This is critical for all IG 
projects, regardless of its scale or the type of organization 
you are in. 

IG Management Insight
Thomas also learned a key IG management lesson: the 

benefits of IG may be realized in ways that you did not 
expect and that you may not even notice unless you are 
paying attention. In Thomas’ case, after initial IG projects 
focused on file analysis, remediation, and migration, 
Thomas continued to keep a strong business focus that 
enabled him to continually identify ways in which IG 
could drive value. It was this ongoing engagement with 
the business that enabled Thomas to see—and trumpet 
across the organization in a powerful way—how IG was 
literally helping put money in the bank.

About the IG Snapshot Series
IG Snapshots are compact case studies drawn from 

IGI’s interviews and discussions with our community of 
IG practitioners. IG has a significant impact on legal and 
reputational risk as well as corporate and competitive 
strategy. As such, many organizations are reluctant to 
be profiled. We developed our Snapshot series to address 
this challenge with a format that provides as much real-
world insight as possible while ensuring anonymity. As 
part of our commitment to excellence and to maintain 
objectivity, the IGI does not recommend, evaluate, or 
endorse specific products, services, or providers. 

The IGI’s work is made possible through the generous 
contributions of our supporters for which we are grateful. 
This document was made possible by OpenText, an IGI 
Charter Supporter. 

About the Information  

Governance Initiative
The Information Governance Initiative (IGI) is a 

think tank and community dedicated to advancing the 
adoption of Information Governance (IG) practices 
and technologies through research, events, advocacy 
and peer-to-peer networking. We are dedicated to 
the professionalization of IG and have called for the 
creation of a new kind of information leader called the 
Chief Information Governance Officer. Our State of IG 
report has become an industry standard reference guide 
for organizations benchmarking and building their IG 
programs. The IGI Community is where thousands of 
practitioners from cybersecurity, IT, analytics, privacy, 
legal, records management, and the other facets of IG 
come together and learn from each other.

Learn more about IGI at iginitiative.com.

About OpenTextTM  

Information Governance 
OpenText enables organizations to gain insight through 

market-leading information management solutions, 
on-premises or in the cloud. OpenText Information 
Governance (IG) solutions are integral components in 
organizations meeting global compliance, security and 
privacy requirements—enabling transparent, defensible 
governance from creation and capture to archiving and 
disposal. Available as standalone systems or integrated 
with OpenText Content Services, OpenText IG solutions 
help organizations connect content to their digital 
business.

Learn more about OpenText IG solutions at opentext.
com/infogov.

An IG Snapshot  
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The Power of Integrated IG

How IG Provides the Foundation for 
Digital Transformation and Compliance

IG Snapshots
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The Story
Anne is a senior attorney at a global healthcare and 

medical device company. She is no stranger to the 
intersection between data and risk, having guided the 
company through several high-stakes lawsuits where 
the ability to find and produce the right information–
or the lack thereof—played a central role. That is how 
she became what she calls an “information governance 
believer.”

Anne had already overhauled the way her company 
responds to litigation and other matters requiring 
preservation of information and she now saw an 
opportunity – and indeed a need–to spread IG to the rest 
of the organization. But she knew it would not be easy. 

“The biggest obstacles to achieving full IG are 
organizational and political,” said Anne. “You have 
domains that for years have been managed, budgeted, 
and compensated separately and now you’re asking the 
organization and its leaders to crack those open, which is 
never easy.”

Getting Started
Anne decided to start by reaching out to colleagues 

running initiatives with significant IG implications. After 
a few months of digging, she discovered more than a 
dozen major projects. She decided to focus on the four she 
guessed would be most impactful to the organization.

1. Digital transformation. One of the highest–
profile projects at the company was a fast-moving, 
well-funded effort to maximize the value of data 
and information technology across the company. 
That project team was undertaking an inventory 
and evaluation of data stores and systems at the 
company. 

2. Privacy. Multiple privacy compliance projects were 
underway and project leaders were attempting to 
develop a standardized way to map, document, 
and govern personal information and the systems 
containing it. 

3. ERP/ECM. The company was halfway through 
a multi-year implementation of an Enterprise 
Resource Planning (ERP) system that also included 
a large-scale Enterprise Content Management 
(ECM) system designed to capture and retain the 
important company records generated by the ERP 
system. 

4. Information protection. The information 
protection function had recently been completely 
retooled in the face of several high-profile industry 
breaches, and one project team was developing a 
data classification scheme. 

Towards IG Integration
To move the company towards a more integrated 

approach to IG, Anne took the following critical steps.
1. Collaboration. Anne created an ad hoc steering 

committee that included the leaders of the four 
initiatives above. This provided the ideal forum for 
each to see the commonalities among their projects 
and how coordination would benefit them. 

2. Integration. Anne retooled the company Records 
Retention Schedule (RSS) into a Global IG Policy 
that uses the functional business process taxonomy 
of the old RRS as a framework for dividing all 
company information into manageable slices. 
From there, instead of focusing just on how long 
information should be kept, the tool also catalogs 
internal and external privacy, security, and business 
requirements in an actionable and practical way

3. Action. For the first time, the company adopted 
a “system of record” approach to unstructured 
information, i.e., a formal delineation of what 
kinds of information should be stored and 
governed where. Shared drives were out, governed 
repositories were in. Critical records on laptops 
and departmental caches were out, and ECM was 
in. Her strategy was designed to provide employees 
with working flexibility while enabling real-life 
governance of information. 

Anne’s project is still ongoing and has been underway 
for approximately three years. Although she says they 
“still have a long way to go,” she also knows that the 
organization has much better control of their critical 
information assets. This has driven down risk and cost 
related to security and privacy while providing a critical 
foundation for digital transformation. 

IG Technology Insight
A key IG technology lesson from Anne’s work is 

that our approach to governing the tools we use to 

An IG Snapshot 

IG is both
a long game 

and a team sport.
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do our work must be formal yet flexible. Too many 
organizations seem to believe that any attempt to tell 
their employees where and how they should use and 
manage the information they create and use is futile and 
counterproductive. Heavy-handed approaches based 
in theory are indeed futile. However inaction is no 
longer an option, even for companies outside traditionally 
regulated sectors. Pragmatic approaches based on 
balancing what is effective for employees actually work 
and are increasingly enabled by IG technology that stays 
out of the way when it needs to.

Anne’s approach to this was creating a company-wide 
“IG recipe” that dictated where and how information 
must be managed. For example, Anne’s recipe called for 
final versions of important documents to be stored in 
the ECM system with a baseline set of metadata, whereas 
superseded versions and copies could be stored elsewhere. 
However, the company would treat copies outside the 
ECM as convenience copies with a maximum retention 
period of one year after their creation. 

In some parts of the business (e.g., R&D, legal, and 
manufacturing) where a high percentage of documents 
generated required long-term retention and governance, 
employees work directly in the ECM system. In more 
administrative and operational parts of the business, 
employees work in team drives and file shares (with 
some exceptions, storage on local devices like laptops 
and desktops was not allowed) and either directly or 
through an administrator regularly move final, important 
documents to the ECM. 

IG Management Insight
IG rarely happens by force. Even in organizations 

responding to damaging events that reveal their IG soft 
spots have a difficult time maintaining momentum. 
Anne’s project reminds us that IG is both a long game 
and a team sport. It is less a crash diet and more a 
lifestyle. A crash diet may have dramatic and exiting 
results, but they are rarely sustainable. Slowly adopting 
a new way of living is much less exciting, and its benefits 
unfold incrementally, but they stick. For organizations 
that plan on being around for the long term, IG simply has 
to become a part of the way they live and do business. 

About the IG Snapshot Series
IG Snapshots are compact case studies drawn from 

IGI’s interviews and discussions with our community of 
IG practitioners. IG has a significant impact on legal and 
reputational risk as well as corporate and competitive 

strategy. As such, many organizations are reluctant to 
be profiled. We developed our Snapshot series to address 
this challenge with a format that provides as much real-
world insight as possible while ensuring anonymity. As 
part of our commitment to excellence and to maintain 
objectivity, the IGI does not recommend, evaluate, or 
endorse specific products, services, or providers. 

The IGI’s work is made possible through the generous 
contributions of our supporters for which we are grateful. 
This document was made possible by OpenText, an IGI 
Charter Supporter. 

About the Information  

Governance Initiative
The Information Governance Initiative (IGI) is a 

think tank and community dedicated to advancing the 
adoption of Information Governance (IG) practices and 
technologies through research, events, advocacy and peer-
to-peer networking. 

Learn more about IGI at iginitiative.com.

About OpenTextTM  

Information Governance 
OpenText enables organizations to gain insight through 

market-leading information management solutions, 
on-premises or in the cloud. OpenText Information 
Governance (IG) solutions are integral components in 
organizations meeting global compliance, security and 
privacy requirements—enabling transparent, defensible 
governance from creation and capture to archiving and 
disposal. Available as standalone systems or integrated 
with OpenText Content Services, OpenText IG solutions 
help organizations connect content to their digital 
business.

Learn more about OpenText IG solutions at opentext.
com/infogov.
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