
buyer’s guide:

Don’t know exactly what to look for in a Mailroom 
Automation software? No problem.
This handy guide gives you 9 top things you need in a 
solution to make your Mailroom Automation a success.
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First, What is Mailroom Automation?
Before we dive into the 9 most 
important elements for mailroom 
automation at your organization, 
let’s first define mailroom 
automation.

Mailroom automation is the process 
of getting the right mail document to the right 
person or department. In order to work effectively, 
mailroom automation software needs to fully 
integrate with the company’s data supply chain.

Mailroom automation is a little different than other 
document-based automation projects, which 
involve routing documents to long-term storage.

Mailroom automation poses a significant challenge 
to organizations.  Companies are scrambling to 
figure out how to keep their remote workforces 
engaged and deal with the additional difficulties 
that new flexibility brings.  

As a result, the challenges in the mailroom are:
•	 Volume - The mail just keeps coming, day 

after day.
•	 Cost - There’s a direct labor cost involved 

with managing the mail - and it’s pure 
people power.

•	 Risk - Lost documents, compliance issues, 
and delays can be expensive – sometimes 
very expensive.

•	 Challenges - Any exception needs a human 
to resolve - back to the cost issue!

•	 Speed - Manual paper processes are 
exceptionally slow and error-prone.

4 Top Mailroom Problems
The common issues in the mailroom 
break down into the following areas:

1.	 Return Mail – Processing 
return mail is a labor-intensive 

process that is linked to lost revenue and 
negative customer experiences.

2.	 Staffing the Mailroom – It’s gotten difficult 
to find people to do low-value tasks like 
sorting mail and data key entry.  Add the 
pressure to have remote work, and staffing is 
a huge issue.

3.	 Business Continuity – Many companies 
were caught off-guard with COVID – they 
weren’t able to run their business with the 
mailroom closed down.  Digital mailrooms 
are becoming mandated in some industries.

4.	 Mergers and Acquisitions – Mail comes 
in for multiple entities to a single location, 
making sorting even more difficult than ever 
before.  Investing in technology to solve 
the mailroom challenge is a step in “future-
proofing” the business.

Best Scanners & Scanner Software 
for Mailrooms
The need for flexible integrations 
is not just a requirement for mail 
destinations but also for mail 
sources.  While standard document 
scanners are frequently used to digitize mail, 
there are also high-speed scanners that are 
designed specifically for mailroom applications.  
But the software that drives these scanners lacks 
current document classification and AI-based 
extraction technologies.

TIP: A good mailroom automation solution 
will be able to enhance the output of any 
type of scanner, from high-speed mailroom 
scanners to flatbed scanners that are needed 
for difficult formats.
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What is the Data Supply Chain?
The data supply chain is the 
name for the collective route the 
company’s data takes.  The data 
supply chain can be as simple as 
physical or electronic mail that is 
routed to a specific individual or as complicated as 
a custom workflow for the accounting department.  
The incoming mail item may be correspondence 
that needs to go into a case management ticketing 
system or a request that needs to be routed to HR.

TIP: The key to a functioning mailroom 
automation solution is the ability to push 
documents and data into any business 
system, not just traditional Enterprise Content 
Management (ECM) systems.

Can Automation Help Secure Mail 
Documents?
Security needs to be top of mind as 
well.  Unlike other single-department 
scanning solutions, mailroom 
automation touches all documents that come 
through the mail.  This means that there is a 
good chance sensitive documents will be seen by 
individuals in the mailroom.  

Policies and procedures need to be developed with 
this risk in mind.  Fortunately, once the documents 
are digital, they can be fully secured.  The critical 
function of the mailroom automation software is to 
ensure documents are not misrouted.

With all this in mind, what does a successful 
mailroom automation system need?

9 Top Elements that Affect Mailroom 
Automation Success

1.	 Multiple Integration 
Capabilities: Mailroom 
scanners, data integration 
points (database lookups), 
business system integrations 
(case/Incident management systems, RPA 
bots, workflow, network folders, databases, 
ERPs, APIs, and traditional ECM systems).  
Full integration into the data supply chain.

2.	 Robust State-of-the-Art AI-
Based Classification: AI-based 
classification is a valuable 
tool but not the only one you 
need.  Computer Vision and 
Natural Language Processing (NLP) options 
should be available as well, and all of these 
technologies need to be inspectable.   
 

Technologies that operate like a black box 
mean that you’ve got an unauditable data 
supply chain.  
 

Support for older, more traditional forms 
of separation and classification (barcodes 
and patch codes) are still needed because 
existing documents still use these 
technologies.

3.	 Best-in-Class Data Extraction 
Support: The ability to test 
and deploy new extraction 
methods quickly while in 
production is key.  
 

A lot of systems require all batches to be 
flushed before the system can be updated 
- which is not ideal for a mailroom where 
the mail never stops coming.

4.	 Speed:  A lot of systems limit 
how much you can process.  
You need a system that can 
handle whatever volume you 
have each day with room to 
spare, and not by “oversizing” the system 
(buying way more volume than you need). 
 

You need a system that can take advantage 
of the processing power you throw at it 
to meet your SLA (usually of same-day 
processing).  Look for systems that support 
automatic scaling.

5.	 Automatic Error Handling and 
Exception Queue Routing:  
You need a system that 
automatically removes errored 
documents and places them in 
separate batches - no good holding up an 
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entire batch of mail for one document that 
didn’t read or has an exception.

6.	 Robust Notification Handling:  
Emails and other notifications 
should be built into the 
system’s design.

7.	 Vibrant User Interface: Intuitive 
dashboards to show analytics 
regarding the mail processed 
make a world of difference.

Other Items to Consider:
8.	 User Adoption: Change 

management is always a 
struggle in an organization.  
The management of change 
in the mailroom can be a huge 
barrier to success.  The change needs to be 
positioned as to how it will make the lives of 
the mailroom staff better, not just obsolete. 
 

It’s best to have a theme or a program that 
encapsulates this type of drastic change.  
Many workers fear automation. So part of 
the plan needs to help them see the reality 
of automation - it frees them from menial 
tasks and allows them to learn new skills.

9.	 The Art of the Possible - While 
the Process is Being Re-
Engineered...
While the Mailroom is being 
automated, high-volume 
departmental documents will be exposed.  
This is an ideal time to automate those 
document types into a workflow process.  
Accounting, HR, and Customer Service 
departments are prime targets for follow-on 
automation.
 

The system should be flexible enough to 
meet any department’s needs (rather than a 
single-use mailroom system).  

TIP: The real value of an automated digital 
mailroom is the ability to start document-based 
processes as the mail hits the mailroom.  

Critical data will be available to workflows 
immediately instead of waiting until the inter-
office mail is delivered and acted upon.  The 
delays are reduced to minutes from hours or 
days when compared to manual processing.

Make Your Mailroom Thrive as a Supercharged 
Data Onramp
To summarize, mailroom automation has 
benefits that will resonate deeply throughout the 
organization.  In this era of “Hyperautomation,” 
the mailroom offers the biggest value from 
automation because it touches so much of the 
business.

High-volume document types will be quickly 
discovered because they are the ones where most 
of the manual labor is being utilized.  That labor is 
transformed into efficient validation as opposed 
to the act of touching every single piece of mail.

Whether the incoming documents are invoices, 
customer correspondence, or anything in 
between, with automation in place, the mailroom 
will thrive. 

The mailroom will then become the supercharged 
onramp for the organization, rather than the dusty 
unorganized area that is visualized when one 
thinks of a mailroom.
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