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UK intellectual property law firm supports same-day response
to clients with Open Text Fax Appliance

Frank B. Dehn & Co. replaces paper-based faxing with fax-to-email, speeding distribution and enhancing convenience

/
Dehns “This more than satisfies
paper trail audit
requirements,” Norris
said. ‘And, because we can see clearly
what is happening, we can offer a faster,

more efficient and more secure service to
customers.”
—Jon Norris,

IT manager
Frank B. Dehn & Co
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Frank B. Dehn & Company is one of Europe’s largest
intellectual property law firms with practice groups in
the fields of Chemistry and Biotechnology, Engineering
and Electronics, and Trademarks—protecting brands

for clients in diverse fields, including music, toys,

character merchandising, beverages and
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securing patent and trademark
protection for clients,
including—
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foodstuffs. Its professional team offers more
than 500 years of combined experience
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CocaCola Company, Honda Motor Co., Playboy Enterprises,
and Avon Products.

The Challenge

F.B. Dehn promises to guide clients through complex issues
to protect trademarks and turn ideas into enforceable legal
rights with commercial value. To do so, every day the firm
must surmount a “mountain of paper,” according to Jon
Norris, IT manager for Frank B. Dehn & Co. The firm handles
an average of 25,000 cases for clients all over the world.
Incoming documents—sent at all hours of day and night—
include diagrams, charts, artistic images, music and other
items. Every morning, the Communications Center staff is
greeted with close to 5,000 sheets of paper via mail, and

hundreds more documents and messages via fax and email.

Clients deliver copies of intellectual property according

to preference; some customers use fax because they
perceive it to be more secure than email, according to
Norris. “Traditional fax, though it is basic compared with
other technologies, has in many ways the highest integrity,”
he said. “For example, for text and images, it is arguably the
shortest and simplest route to an exact facsimile, and the
least susceptible to interference.”

Along with mailed files, documents arriving on each of the
four fax machines at the F.B. Dehn Communications Center
required manual distribution. Employees collated faxes,
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made photocopies of each page, then sent one copy to
the records department and the other to the appropriate
attorney or fee-earner for action. Many documents remain
in the London office, while some are forwarded to locations
throughout Europe. Regardless of destination, speed is
essential. The firm works on tight deadlines with an aim to
turn around correspondence to client requests on the day of
receipt. “This means employees come in early to distribute
the mountain of paper received during the night,” Norris
explained. “I would be surprised if we managed to make it
(same-day turnaround) in all cases. If fee-earners don’t get
faxes until 11 a.m., and the courier is already on the way to
London, then they have zero chance to get a reply off to
customer.”

In addition to document distribution issues, tracking fax
delivery and filing documents for current and long-term
access was time-consuming, laborious and prone to error,
Norris said. “Pieces of paper too easily get lost or filed in
the wrong place, never to appear again. Really, the whole
process was ripe for automation.”

The Solution

F.B. Dehn is tearing down its paper mountain, starting with
faxes. Working with AMS, a UK-based solutions

provider, the law firm implemented Open Text

Fax Appliance, FaxPress Edition
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for electronic network faxing. Norris discovered the fax
server via an Internet search. “Fax Appliance fit our desire
for an appliance-based solution, sounded like a high end
product and offers the functionality we need,” he said. “It
takes fax and converts to email; provides a journal so we
can see who sent what, when; and keeps an archive that is
useful since data can be deleted or papers can be lost.”

Urgent faxed pages are now automatically delivered via
email directly to relevant fee-earners, and copied to the
records department. “The whole laborious process of
manually collating, stapling and physically taking faxes

to individuals has been replaced,” Norris said. Faxes are
delivered by Communications Center employees directly to
attorneys’ Microsoft Outlook inboxes. They are received as
PDF file attachments which can be converted to any desired
format. Replies are sent via email, but received on the client
side as an email, fax or print-out, depending on the client’s
preference. The new system also provides archiving and
high level communications traffic management.

“Everything that comes in via fax or email is filed away
automatically into our custom case management system,”
Norris said. Internal developers programmed coding to
use logic and ICR (Intelligent Character Recognition) to
establish case numbers or other determinable details
from documents. Rather than shuffling papers, employees
in the Communications Center now scan incoming mail
for automatic filing using Canon scanners and Abbey

Fine Reader, an OCR (Optical Character Recognition)
engine. Since Fax Appliance creates electronic versions
of documents, the firm is investigating accessing faxes via
OCR as well.

The Results

Maintaining a same-day standard for response to client
requests is now easier and more reliable. Employees in the
Communications Center still have the 11 a.m. deadline for
distributing documents, “but, in practice, all documents
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are distributed electronically with Fax Appliance by

the time attorneys arrive to work,” Norris said. For the
communications staff, disseminating the documents is faster
and more convenient. “It’s easier sitting at a PC forwarding
emails than it is running around, making photocopies and
putting them in pigeon holes,” Norris said.

Convenience is extended to fee-earners who can now
respond more quickly to clients. “Urgent items—such as
something that needs filing that day—can be dealt with first
thing in the morning,” Norris noted. With access to faxes via
laptops or BlackBerrys, attorneys can also manage faxed
requests while traveling or working from home. “Some
people used to ring up their secretaries to have them read
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faxes over the phone,” Norris said. “Now, faxes are sitting in
their email inboxes.”

Fax Appliance enables F.B. Dehn to keep a full confirmation
record of faxes received, replies sent, logs and advanced
functionality to make better use of resources. “This more
than satisfies paper trail audit requirements,” Norris said.
“And, because we can see clearly what is happening, we
can offer a faster, more efficient and more secure service to
customers.”

For now, the firm uses Fax Appliance for inbound faxes. As
it expands the process to digitize and collate all enterprise
documentation, it can rely on the server for outbound
delivery as well. In the meantime, even sending faxes via
machines is easier. “Now, we keep fax machines only for
sending faxes,” Norris said, “So, you won’t go down and find
a busy machine with files coming in and a queue of faxes
waiting to go out.”

For More Information

Open Text, an enterprise software company and leader

in enterprise content management, helps organizations
manage and gain the true value of their business content.
Open Text brings two decades of expertise supporting 50
million users in 114 countries. Working with our customers
and partners, we bring together leading Content Experts™ to
help organizations capture and preserve corporate memory,
increase brand equity, automate processes, mitigate risk,
manage compliance and improve competitiveness.
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