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Background

Email usage has defied the analysts’ predictions: rather than being replaced by other communications 
forms - like Instant Messaging, Group Chat and other collaboration tools - it remains the primary 
messaging option for many businesses.  Current evidence points to a rise in the volume of email 
along with these other forms**.  Combine this with the increased level of fragmented teams and a 
requirement – either regulatory or just good internal governance - for improved storage and retrieval of 
data.

The overall result is a need for email platforms to do more than just send and receive. In professional The overall result is a need for email platforms to do more than just send and receive. In professional 
services organisations, email has become the de facto means of communication between all parties 
involved in the business (including customers, company staff and suppliers). Documents are often 
shared by email. Requirements, instructions and change requests can be delivered by email. 
Discussions are conducted by email and decisions recorded in them.

Despite its unwavering value in the business world – helping employees to work together and 
processes to function smoothly across departments, companies, geographies and time zones – email processes to function smoothly across departments, companies, geographies and time zones – email 
has become a burden on both users and IT organisations. Worse, if improperly managed, stored, and 
disposed of, email puts businesses at risk. The risk-in legal liability, productivity, and cost increases with 
the volumes of email sent and received. The harsh reality that organisations are dealing with today is 
‘The more email we save, the greater our corporate cost and risk’. 

02

“”
The total number of business and 
consumer emails sent and received per 
day will exceed 293 billion in 2019 and is 
forecast to grow to over 347 billion by 
year-end 2023. 

**Radicati Technology Market Research 
Firm



What is Email Management?

Email management is a specific field of communications management for handling high volumes of 
inbound electronic mail received by organizations.

Email is the de facto standard for business communication across organizations at this time. Just as 
any other type of business information record, email must be included as part of the organisational 
standards addressing information and records. 

Email is pervasive across all aspects of all businesses and has become highly business-critical. For 
information workers, the email client is the primary business application, used many hours a day 
reading, responding, and collaborating via emails.reading, responding, and collaborating via emails.

Each email must be classified, stored - and perhaps destroyed - in a manner consistent with estab-
lished business policies and standards, just as should be done for all other kinds of documents and 
records. Email management involves the systematic control of the quality and quantity of electronic 
messages that are sent from within and received by, an organization.

Email Management is a complex issue which must support a wide range of business areas - Legal, 
Compliance, Audit, Business Services and IT which, if not fully thought through, can result in increased 
cost, degraded customer services and increased risk. 
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“ ”
While email is arguably the most widely 
used application in the enterprise, its 
effects on productivity have been widely 
reported. In 2012, McKinsey warned that 
the average interaction worker spends an 
estimated 28% of their work-week 
managing email.

2012, McKinsey



Email Management Benefits

For companies, managing email effectively can have a significant impact on the bottom line and a direct 
impact on compliance, legal, customer service, audit and operational efficiency. These main benefits are 
discussed in more detail below:

Many companies believe they have covered all of their bases when they create email management systems that grab every 
inbound and outbound email, but that is only half the story. When the dreaded discovery legal request arrives for an email 
exchange from three years ago, having an easily searchable storage system can save countless employee-hours and 
general frustration. 

With the fairly recent introduction of the General Data Protection Rules (GDPR), email data has been moved very firmly into 
personal data classification and the potential associated fines from the ICO (Information Commissioners Office) as seen at Brit-
ish Airways.

With each member of staff now receiving more than 120 emails per day, it can be difficult to find information.  Many users are 
unnecessarily copied into emails which unnecessarily increases stress levels. Providing a single mail window will counteract 
this without having to change any working practices. 

A good Email management solution makes it easier for staff to do their job which is a direct consequence of many of the 
benefits described above.  

Improved Staff Morale

Silos of inaccessible emails held in each user's mailbox make it almost impossible to establish the full picture, particularly if there 
is a high number of staff movement e.g. leavers or project transfers. Having one central set of real-time, up-to-date information 
supporting all business activities can significantly improve client communications and responsiveness by giving a single view of 
all customer-related emails and documents. 

A good Email Management solution provides a single central repository of information that is up-to-date in real-time, is easily 
searched and access by staff allowing customer queries to be answered in real-time.

Improved Customer Service
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An enormous amount of time is wasted searching and retrieving emails and documents. Having a well organised central 
email and document storage system that is up-to-date in real-time and allows staff to cut through the deluge of emails and 
documents in seconds can make a huge economic impact to operational efficiency and company bottom line.

A good Email Management solution reduces staff filing and searching time by up to 2 hours a day, automatically files up to 
80% of emails, provides a central business repository of email information that is updated in real-time, easily handles daily 
email volumes and is not impacted by staff leaving or moving between projects or teams.  

Increased Productivity

Decreased Cost of Litigation



Recent corporate scandals have triggered a new wave of legislation aimed at increasing the transparency of business 
practices. While that has been helpful for the public’s conscience and to regulatory bodies, for most businesses it has been a 
nightmare. Increased demands for document retention have led to soaring storage costs from cobbled-together solutions. A 
good email management system can decrease the cost of audit and compliance by simplifying and streamlining that entire 
process.

A good Email Management solution provides a completely transparent online record of business, customer and supplier 
information processed via email, ensures corporate compliance of data protection rules and GDPR. information processed via email, ensures corporate compliance of data protection rules and GDPR. 

Decreased Cost of Audit and Compliance

Having every megabyte of data stored on backup servers is an important starting point for post-disaster recovery, but having a 
well-defined archiving system for emails can help a business get back up and running much more quickly after a disaster 
occurs, i.e., knowing where data came from (and thus, where it should be restored to), can be the difference between a calm 
recovery and frantic one.

A good Email Management solution keeps a record of where email data comes from, provides easy recovery from any 
disaster situation and fully supports business continuity plans.

Speedy Recovery in Disaster Situations

Viruses delivered by email can expose important company assets, from intellectual property to customer information. The 
financial losses from even a single such breach can be significant: Forbes has estimated there will be a cost of $6 trillion in 
damages which is more than the total of all the natural disasters in a year. While most businesses might not have a significant 
size of liability, losing customer data or company secrets is never desired.

A good Email Management solution allows ease of recovery from viruses delivered by email.

Decreased Exposure to Security Threats
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A successful email management system must balance the competing needs of the three key stakeholders:

In balancing the needs of IT to minimise storage costs and those of Legal to ensure that the right emails are being kept for the right length of time 
the needs of business users can be overlooked. But as the general business user population has proven to the cost of many initiatives or projects, 
any solution to a business problem, including email mismanagement - that doesn’t fully involve the business user and how they prefer to work - will 
meet resistance and will have difficulty succeeding.

Different Stakeholders Have  Different Needs

The risk of breaching legal, industry or regulatory requirements 
as a result of deleting emails that should have been retained

The high cost of finding, preserving, and reviewing emails 
throughout any discovery/litigation process

The risk of inappropriately storing emails that could be damaging 
to the company if uncovered during legal discovery.

The diThe difficulty of finding/holding the right email information against 
the fast-changing target of users mailboxes

Volumes of email data growing at an unsustainable rate

Insufficient storage space for all the email that is accumulating

Insufficient manpower to manage, maintain and replace email 
servers and changing email technology

TTight budgets, requiring more cost-effective ways to store the 
growing volumes of email

The difficulty of finding email messages quickly, particularly if 
users hold emails separately in their unshared individual mailbox

No ability to collaborate with colleagues who support the same 
customers or projects

No formal process for managing or organising email

Storage limits - forcing emails to be archived or deleted  Storage limits - forcing emails to be archived or deleted  

Challenges

Business Users / Operational Management

IT Organisation

Legal 

Stakeholder
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There has been a lot of work done to apply AI / Machine Learning techniques to email management. If there is a large 
enough email data set then it is possible to push automated email filing past 90%.  The real challenge is ensuring accuracy. 
Care needs to be taken to ensure emails are filed correctly to support legal, cost and customer needs.

While it is possible to achieve more than 80% automatic and accurate filing of emails using either Machine Learning, 
Artificial Intelligence or specific business rules, once we move beyond 80% accuracy can be compromised. Artificial Intelligence or specific business rules, once we move beyond 80% accuracy can be compromised.  This is where 
contextual information becomes much more important and this is still where the human brain is best placed to quickly 
provide an answer.

Why Only 80% Automation?

The primary drivers for an email management 
system are typically Cost and Risk which usually 
means the stakeholders most concerned about 
these two issues are IT and the Legal department. 
However, it's important not to overlook the needs 
of end-users who are critical to the success of any 
email management project.

And yet, many organisations shy away from And yet, many organisations shy away from 
user-driven email management. Given the sheer 
volume of messages, they ask if it is realistic, or 
even possible, for users to make classification 
decisions about each of their email messages.

As with all things, it's about getting the balance right As with all things, it's about getting the balance right 
by automating email filing as far as possible to 
remove the administrative burden, while closely
 involving the users who are at the sharp end of the 
business, using their business knowledge and 
making the email administration process as simple 
and intuitive as possible.

End-User Involvement Is 
Critical!
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The Solution

There are many challenges in providing a full 
email management solution to a company or 
business. There are the competing needs of the 
different stakeholders from Legal, IT and the 
business; It is usually critical to any business to 
maintain a complete record of email 
communications while balancing the increased communications while balancing the increased 
costs and risks associated with keeping all 
information and then there is the challenge of 
making it as easy as possible for business users 
to file, search and find information.

Emails can be classified in several ways:

 

Once a company has established these 
categories they typically establish guidelines 
around how each of these categories is 
managed which are usually contained in the 
Information Security Policy or Operational 
Procedures Guide.

One key area that is often overlooked is how you One key area that is often overlooked is how you 
support the IT and legal risk while ensuring there 
is a central email repository that can be used by 
the business to support the customers and to 
ensure this is done in an operationally-efficient 
way, allowing the business to scale without 
adding a significant additional cost. To achieve 
this emails should be classified in the business this emails should be classified in the business 
sensible order, e.g. Client Matter for Legal, 
Projects for Construction, Broker / Client for 
Insurance, etc.  Users are given easy access and 
powerful search tools whilst ensuring all data is 
fully secure.

Any solution needs to support all these 
competing needs while ensuring the business 
has 100% confidence all emails are captured and 
maintained to support the company policies and 
procedures, i.e. balancing cost, risk and 
operational business needs. 

A successful email management solution fully 
supports the requirement of Legal, Audit, 
Compliance, the Business and ICompliance, the Business and IT achieving this 
through easy integration inline of business 
systems, easy technical set-up and support.systems, easy technical set-up and support. A 
solution that is easy for business staff to learn and 
use, provides powerful search, automatic filing to 
remove a significant part of email administration 
and is available 24x7 on the business device of 
choice (i.e. Mobile, browser, laptop, etc.).
 

Business Records 

These need to be captured and retained by 
following company policy. 

Reference Records 

These records typically contain supporting 
information, e.g. for project decisions, 
schedule dates and the rationale behind schedule dates and the rationale behind 
those dates, etc.

Transitory, With No Business Value 

These emails have no long term value; they 
are the emails that clutter inboxes.
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For more information

To learn more about Knowledgemill solutions to help 
you protect, govern and know your data, contact your 
Knowledgemill representative or visit:

Knowledgemill.com
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