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Barclays Bank Transforms  
HR Functions to Improve  
Workforce Efficiency 
 
Centralizing HR increases productivity, enhancing employee satisfaction
Barclays Bank broke new ground when it established its �rst �nancial services of�ce in the heart of 
London�s �nancial district more than 300 years ago. Today, Barclays continues to expand its territories 
with innovative services and a footprint spanning 60 nations and 2,120 branches. In 2000, as part of its 
corporate information management strategy, Barclays decided that it was time to overhaul its  
decentralized Human Resources function. This was spurred by internal requirements for increased  
employee �exibility, improved control and cost containment, with the objective of improving  
responsiveness and overall quality of service to its 80,000 employees.

Barclays� ultimate goal was to maximize the  
potential and productivity of employees and transform 
its HR department from an administrative function  
into a source of human capital management  
strategies. With Open Text Livelink Archive Server and  
Livelink ECM�,  the bank has created an infrastructure 
to help improve workforce ef�ciency and productivity,  
educate and train staff to have appropriate skills, align 
corporate strategies with the goals of workplace 
teams and individuals, and �nd the right talent for 
today and develop the right talent for tomorrow.

Paper documents make for operational challenges
Before 2001, Barclays processed employee-related �les on a regional basis with of�ces located 
throughout the UK. These processes revolved around paper documents, forms and applications, with 
information technology assisting with some background operations. Each of�ce location generated 
large volumes of paper forms, which were maintained independently by each of�ce without a central 
storing system.

Barclays� HR system had struggled to ef�ciently manage the high volume of employee documents it 
processed. This was highlighted by issues such as the need to improve version control, overcome  
decentralized archiving, and sort the system�s general in�exibility.

�The decentralized HR system was creating operational dif�culties and it became clear to us that we 
needed to move information into a safe, central repository, so that employee information was secure, 
accurate and quickly accessible to those who needed it,� says Simon Wheeler, Service Performance 
Manager Team Lead, Barclays Plc. �We also needed a solution that would enable us to move  
from hardcopy �ling to electronic document storage, as working with hardcopies had become time  
consuming and costly.�

Given the size of the company, Barclays also needed a solution that wouldn�t strain under the weight 
of high document and user volumes. For example, the company had 220,000 pension �les, which 
needed to be managed closely, with no room for human error.

Further, Barclays Human Resources call centre was receiving between 1,800 and 2,000 calls a day, 
and as many as 3,000 calls during peak times. So the solution would have to enable call centre  
operators to access all relevant employee documents quickly. The company has an internal goal of 
completing all calls within a four-and-a-half minute maximum, so speed and simplicity of access were 
crucial requirements.
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“At Barclays, our number one HR priority is  
having accurate data. Open Text’s technology 
coupled to the ORS scanning capabilities  
enables us to achieve this goal by providing  
us with the capability to archive, amend and  
access our documents easily.” 

—�Simon Wheeler, Service Performance  
Manager Team Lead, Barclays Plc
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�During the migration to the centralized service, Optical Record 
Systems, (the Bureau brought in to perform the open sort and  
scan function), was processing an estimated 20,000 staff �les every  
three months, committing the images to the archive,� says Wheeler. 
�Having both permanent and contract staff, with one HR person to 
every hundred employees, this was a complex and time-consuming 
task. Therefore, we needed a solution that would decrease the  
volume of records being processed internally, while giving us the 
�exibility to amend and consolidate data as and when required.  
The solution would also have to provide us with electronic copies 
that could be archived and updated to ensure accuracy. 

�To give you an example of the challenges we faced,� he says,  
�the HR department has the responsibility of ensuring that all sick 
days and holidays are recorded so that employees are paid  
correctly. Before implementing the ORS forms capture solution, 
Barclays used 14 agency staff to process sickness documents.�   
The return on investment following implementation of this service 
was within one month.

Address Scanning and Archival help HR    
remain accurate 
After evaluating a number of solutions, Barclays selected Open Text 
Livelink Archive Server and Livelink ECM, alongside the document 
scanning services of digital mailroom specialists Optical Record 
Systems (ORS). To ensure that the solution was implemented  
correctly, Open Text provided Barclays with full training on its ECM 
technology before it was rolled out to all of their HR employees. 
ORS scanned all the back archive of nearly 10 million documents 
and provides continued scanning of all HR documents at point of 
entry on a daily basis.  Once scanned, the electronic documents are 
uploaded by ORS into the Livelink ECM database.

�At Barclays, our number one HR priority is having accurate data. 
Open Text�s technology coupled to the ORS scanning capabilities 
enables us to achieve this goal by providing us with the capability to 
archive, amend and access our documents easily,� says Wheeler.  
�In particular, the solution enables us to manage our documents  
ef�ciently on a large scale, which was practically impossible when 
working with hundreds of thousands of hardcopies.�

�With Open Text and ORS,� he adds, �we can reduce the cost and 
time required to record, warehouse, retrieve and re-�le employee  
records. It also enables us to meet the DPA�s document management 
and data retention regulations, which is vital to our needs.�  

A centralized approach = The most ef�cient 
service possible
�Human Resources now have the �exibility to react to changes  
more quickly.� says Wheeler. �For example, when Barclays took over 
Woolwich, the transformation of �les was easy and almost  
instantaneous.  We simply took 11,000 employee �les from Woolwich 
and transferred them into our back of�ce, so all �les remained  
accurate. This was also vital for the accurate management of both 
contractor and non-contractor documents.

�We have now been able to hammer our document error rate down 
to 0.1 per cent,� he says. �This helps HR staff work even more  
ef�ciently with a large volume of documents while reacting quickly 
and effectively to any queries. As HR deals with sensitive  
HR documents including sick pay and payroll items Open Text�s  
solution has provided us with the capability to ensure that all  
employees and accounts are kept up-to-date and accurate.�

�Overall, Barclays was very pleased with the Open Text and ORS 
implementation,� concludes Wheeler, �and how much it has  
improved HR�s operations. In having a centralized enterprise  
content management system, Barclays can now meet the needs of 
both its employees and the public, and provide the most ef�cient 
service possible.�


