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Executive summary

In an era defined by distributed workforces and heightened the classification and routing of all incoming documents,

data security, traditional mailrooms are quickly becoming integrating them directly into downstream systems.
liabilities. Manual processes create inefficiencies, Organizations that modernize their mail operations
compliance risks, and unnecessary overhead—especially in  boost compliance readiness, enhance remote access, and
highly reqgulated industries like finance, insurance, empower employees to focus on higher-value work.

and healthcare.
Ultimately, a digital mail solution provides a blueprint for

This white paper examines how digital mail solutions transforming a legacy cost center into a scalable, secure,
transform inbound communication into a strategic and future-ready engine of business performance.
advantage. By leveraging Al-powered automation, these

solutions streamline operations, cut costs, and provide

real-time access to critical information across the

enterprise. Acting as a virtual gateway, they automate

-
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The hidden costs of outdated
mailroom operations

Traditional mail presents significant business challenges,
hindering accuracy, efficiency, and security as outdated
manual workflows strain resources and slow progress.
While many organizations absorb these delays, they may
not see the full scope of the hidden costs.

Limitations of traditional mail

Accessibility: The shift to a distributed workforce, with
79% of U.S. employees now working in a hybrid or remote
capacity,' creates a fundamental accessibility challenge for
traditional mail. Physical documents arriving at a central
office are cut off from a distributed workforce, creating
information bottlenecks. Without digital indexing, finding a
specific document becomes a slow and unreliable manual
search. Furthermore, employees at flexible workstations
lack secure storage, heightening the risk of misplaced
files, improper document disposal, and data loss when
documents are taken off-site.

Cost inefficiency: A traditional mailroom'’s financial

drain extends beyond the obvious overhead and real
estate costs. The true financial impact grows with hidden
expenses from lost mail and operational drag caused by
delivery delays. These inefficiencies are compounded
when mail is routed across multiple departments, creating
costly bottlenecks, particularly in regulated industries.
While in-house digitization may seem like an alternative, it
introduces its own significant expenses and complexities.

Operational bottlenecks: Paper-based workflows actively
create operational choke points that hinder business
performance. The physical sorting, distribution, and
tracking of mail not only consumes valuable time but

also tether operations to a central office, a model that
fails to support hybrid and remote teams. This lingering
dependency on paper—highlighted by the fact that 91% of
organizations still prefer checks—is, as a recent Deloitte
report noted, “fraught with inefficiencies."?? The result

is a lack of real-time visibility, which forces teams to
struggle with locating and prioritizing documents,
leading directly to delayed decisions, missed deadlines,
and stalled productivity.

Security risks: Physical handling of sensitive information
puts organizations at risk. Paper documents can be
easily lost, stolen, or damaged, and without robust

digital tracking, managers have limited visibility into

who is accessing information. This lack of control
exposes organizations to serious compliance violations
under reqgulations like General Data Protection
Regulation (GDPR) and Health Insurance Portability and
Accountability Act (HIPAA).

Industry-specific concerns: In highly regulated sectors,
the shortcomings of a traditional mailroom are magnified
by the high-stakes nature of their communications:

= Banking: The secure and timely delivery of
sensitive documents across a distributed
o=0O network of branches is a critical operational

challenge.

Insurance: Insurers must process
large, complex claim files with speed
and accuracy, routing them through
multiple divisions where any delay can
impact outcomes.

Y

Healthcare: Providers are tasked with
managing a constant flow of confidential
correspondence for both patients and
staff, where data security and privacy are
paramount.

Legal: Firms struggle to integrate a mix

of physical and digital documents that are
frequently siloed in disconnected systems,
impeding workflow and case management.

©
R
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A seamless flow of

information is possible

Digital mail solutions are a key driver of enterprise
digital transformation, fundamentally reshaping how
organizations handle and act on incoming information.
At its core, a modern digital mail solution serves as

an intelligent gateway for all inbound communication,
whether it arrives as paper mail, an email, or another
digital format.

This gateway is powered by advanced technologies like
artificial intelligence (Al), generative and agentic Al, and
intelligent document processing (IDP). It uses tools like
optical character recognition (OCR) and natural language
processing (NLP) to capture, classify, and extract key data
instantly. This intelligent data then triggers and automates
mission-critical workflows.

Designed for modern workforce dynamics, these solutions
scale to meet the demands of remote and hybrid work, and
their flexibility is key to keeping them essential as business
needs evolve. This automated approach strengthens
regulatory compliance and data security through audit-
ready processes and role-based access controls. By
providing real-time visibility into all mail data in one
virtual place, organizations can eliminate the downstream
workflow delays that impact the bottom line.
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The business value and operational
impacts of a digital mail solution

Across sectors, digital mail solutions deliver measurable
value by fast-tracking the flow of critical information.
When a digital mail solution is secure, scalable, and
future-ready, it positions organizations for agility and
competitive advantage.

| Reduce costs

Organizations adopting digital mail solutions see
significant reductions in storage needs and their

real estate footprint. More importantly, streamlined
processes free employees from mundane tasks to focus on
strateqic initiatives. For example, one of the nation’s top
mortgage lenders achieved a 25% reduction in its trailing
document management costs by shortening the timeline
for document review and delivery. A digital mail solution
also simplifies budgeting by removing the need for capital
investments in in-house infrastructure and maintenance.

©% Improve efficiency

Digital mail solutions dramatically accelerate processing
and delivery by automating the capture, classification,
and routing of all incoming information. This automation
provides teams with complete visibility into mail status
through real-time tracking and intuitive dashboards.
This newfound transparency transforms mail handling

into a high-performance operation, empowering teams
to identify and resolve bottlenecks instantly. By using
standardized workflows and clearly defined service
level agreements (SLAs), organizations can achieve
unprecedented levels of consistency and accountability.
The impact of this transformation is profound; for the
mortgage lender mentioned above, processes that
previously took 7 to 10 days are now completed in less
than 24 hours.

&> Build relationships

A modern digital mail solution builds stronger
relationships by creating superior service experience.

A top U.S. insurance provider, for example, upgraded to
digital mail to more quickly handle its mix of physical and
digital claims, allowing them to satisfy customers better.
The firm identified, classified, and sorted 50,000 boxes

of incoming files and stored over 3 terabytes of data to
simplify its entire claims processing service offering. This
new capability not only improved customer experience but
also allowed the provider to securely transfer documents
and acquire legal signatures within all federal regulations.
Ultimately, this level of speed and accuracy galvanizes

an organization's responsiveness, building stakeholder
relationships founded on trust and operational excellence.
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Strengthen security, compliance,
and risk management

Automating manual processes allows organizations

to proactively protect data and meet compliance
standards with confidence. A digital mail solution
stores documents securely and uses role-based access
controls, so employees only see mail intended for them.
Human-in-the-loop (HITL) reviews add another layer of
oversight to validate the appropriate handling of sensitive
cases. Document retention and disposal rules can be
automatically applied to align with regulations such as
GDPR, HIPAA, and industry-specific mandates. A clear
audit trail further supports requlatory reporting and
internal governance.

This was critical for a U.S. state that needed to expedite
unemployment claims while meeting federal requirements.
By digitizing tens of thousands of mail items at the entry
point, the state could process claims efficiently and

apply retention policies effectively, all while maintaining
confidentiality.

753 Provide accessibility and
boost collaboration

A digital mail solution provides a centralized platform
for information, giving authorized users secure access
anytime, anywhere. This 24/7 availability removes the
barriers of physical location and office hours, a critical

advantage for global teams and hybrid work environments.

Powerful search and indexing capabilities empower users
to instantly locate the documents they need, eliminating
time wasted on manual paper searches.

This immediate access to information fosters collaboration
across the enterprise. Staff can easily distribute and

share documents between departments, driving stronger
communication and more informed decision-making. The
impact of this centralization is profound at scale. One U.S.
healthcare services company, for instance, migrated 300

million files into a secure, centralized repository, providing
shared digital access to more than 2,000 employees.

This allowed their teams to work more proficiently and
collaboratively with the information needed to move
business forward.

Set a scalable foundation

Digital mail solutions allow organizations to handle
increasing volumes of information without adding physical
space or manual labor. This built-in scalability is a powerful
engine for growth. For instance, one large multinational
bank now digitizes over 30 million documents annually and
is ready to scale with future innovations. A bank executive
noted the high stakes of their transition, stating, “With a
tight timeline for the transition and a need to expand and
more fully automate our solution, the stakes were high.”
Similarly, after its digital transformation, the mortgage
lender above experienced a 30% year-over-year increase
in newly added customers because of its heightened ability
to respond to market demand. This adaptability allows
operations to scale across locations and departments
while performance and service levels remain strong.

@ Future-proof the organization

A digital mail solution provides crucial resilience,
safequarding business continuity against disruptive events
like pandemics, natural disasters, or office closures. By
digitizing mail at the point of entry and routing it securely,
organizations give employees remote access to critical
documents, allowing operations to continue without
interruption, regardless of location or circumstances. This
reduced dependence on manual processes also makes

the organization more agile and better equipped to adapt
to future challenges, from shifts in workforce models to
evolving customer expectations. Ultimately, a digital mail
solution is a proactive investment in operational stability,
enterprise aqgility, and long-term readiness.
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A roadmap for digital

mail transformation

Unlocking the full potential of digital mail solutions
requires a strategic, phased approach that aligns with your
organization’s business goals and operational realities.

ﬂ Establish your strategic vision

Begin by defining your primary objectives: are you focused
on cost reduction, compliance, agility, or an enhanced
customer experience? It's crucial to distinguish between
standard solutions, which simply digitize and route mail,
and specialized solutions that integrate deeply into critical
business workflows to automate end-to-end document
lifecycles.

> Standard solutions: Focus on scanning and redirect-
ing physical mail to recipients in a digital format. They
may also offer general services like check processing
or parcel management.

> Specialized solutions: These are process-focused,
using Al-driven intelligent data capture, automatic
information extraction, and deep integration with line-
of-business workflows and enterprise systems. They
often require specialization based on industry.

2

Assess current operations and
plan your approach

With your vision established, assess your current mail
operations to identify key inefficiencies and pain points.
Evaluate available technologies, including marketplace
solutions that may be eligible for cloud credits. Consider
critical factors like scalability, global footprint, and
integration capabilities.

Prioritize seamless
technology integration

5

The most effective digital mail solution is one that
integrates seamlessly into your unified technology
ecosystem. Any selected solution, from scanning and
imaging to workflow automation, must connect with
your existing systems, such as customer relationship
management (CRM) and enterprise resource planning
(ERP) platforms.

Al

Successful transformation depends on your people, not
just the technology. A robust change management plan
is crucial. Create a clear timeline to train employees on
the new processes and proactively address concerns or
resistance to foster widespread adoption and realize the
solution’s long-term value.

S

Begin with a focused pilot project to validate outcomes
and build momentum across the organization. Following
the pilot's success, gradually expand the digital mail
system across the enterprise. This phased approach
minimizes disruption and lays a solid foundation for a
scalable and sustainable digital future.

Implement a change
management strateqy

Execute a
phased rollout




Meet the Iron Mountain
Digital Mail solution

Al-powered mail automation accelerates business actions

Iron Mountain Digital Mail resolves the inefficiencies of
mail-dependent processes by transforming physical mail
into actionable digital assets and automating document-
centric workflows. This software-as-a-service (SaaS)
solution uses Al-powered intelligent document processing
to extract valuable data, helping you streamline operations
and accelerate actions like mortgage approvals and claims
processing. You can even interact with your documents
using Chat with Doc, Digital Mail's intelligent Al companion,
to instantly understand and act on digitized mail.

Built on the Iron Mountain InSight® Digital Experience
Platform (DXP), the solution provides secure, 24/7
role-based access to your digitized mail for efficient
storage, search, and retrieval. We provide full traceability
and an auditable chain of custody from initial pickup to
final disposition options, including return, storage, or
secure shredding.

Integration with business processes

The solution integrates mail into your business processes
through connections with your ERP and CRM systems. This
deep integration optimizes a wide range of departmental

and industry-specific workflows, such as invoice, check,
and claims processing, mortgage post-close validation, and
loan origination support.

The platform allows you to systematically apply retention
and data privacy policies to manage and enforce your
obligations. We can also design a customized solution to
meet your organization’s unique requirements.

Simplified outbound communications

Beyond inbound automation, Digital Mail also simplifies
outbound mail through integration with your content tools.
This enables efficient, cost-effective printing, inserting,
postage, and mailing services, with the entire process
tracked in real time for full transparency.
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The Iron Mountain Advantage

A scalable, secure, end-to-end digital mail solution

The Iron Mountain advantage lies in our unparalleled scale
and robust platform. Unlike solutions that only scan and
deliver digital files, our approach is truly comprehensive,
spanning from physical receipt to disposition and
integration into your business outcomes with an auditable
chain of custody. As a global leader in digitization, we
have the capacity to scan 2.6 billion images annually
across 141 imaging sites in 45 countries. Our expertise,
processes, and infrastructure enable us to handle your
most demanding scanning needs.

Iron Mountain InSight DXP is the foundation for Digital
Mail. This scalable platform offers an intuitive, modern
user interface and comprehensive capabilities, including
digital and physical content management, Al-powered
workflow automation, and information governance, to
optimize your operations.

Turn your mailroom into a
strategic business asset

Transitioning to digital mail is more than an operational
upgrade; it's a strategic shift that empowers faster,
smarter, and more secure operations. By digitizing physical
mail at its point of entry and automating document-driven
workflows, organizations reduce costs, improve data
security, and gain real-time visibility across departments.

Iron Mountain Digital Mail offers a proven, scalable
solution that not only modernizes mail handling but
also integrates with your organization’s broader digital
strateqy. It delivers measurable value across industries,

from accelerating claims processing and enabling remote
access for global teams to strengthening compliance with
evolving regulations.

Now is the time to reimagine your mailroom as a secure,
intelligent gateway that drives streamlined operations and
a future-ready enterprise.

Explore how Iron Mountain can help you take the next step

toward a future-ready, digitally enabled enterprise.
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About Iron Mountain

Iron Mountain Incorporated (NYSE: IRM), founded in 1951, is the global leader for storage and information management services. Trusted by more than 225,000 organizations around the world, and with a real estate network of more than 98 million
square feet across more than 1,400 facilities in over 60 countries, Iron Mountain stores and protects billions of information assets, including critical business information, highly sensitive data, and cultural and historical artifacts. Providing solutions
that include secure storage, information management, digital transformation, secure destruction, as well as data centers, art storage and logistics, and cloud services, Iron Mountain helps organizations lower cost and risk, comply with regulations,
recover from disaster, and enable a more digital way of working. Visit www.ironmountain.com for more information

© 2025 Iron Mountain, Incorporated and/or its affiliates (“Iron Mountain”). All rights reserved. Information herein is proprietary and confidential to Iron Mountain and/or its licensors, does not represent or imply an invitation or offer, and may not
be used for competitive analysis or building a competitive product or otherwise reproduced without Iron Mountain's written permission. Iron Mountain does not provide a commitment to any regional or future availability and does not represent an
affiliation with or endorsement by any other party. Iron Mountain shall not be liable for any direct, indirect, consequential, punitive, special, or incidental damages arising out of the use or inability to use the information, which is subject to change,
provided AS-IS with no representations or warranties with respect to the accuracy or completeness of the information provided or fitness for a particular purpose. “Iron Mountain” is a registered trademark of Iron Mountain in the United States and
other countries, and Iron Mountain, the Iron Mountain logo, and combinations thereof, and other marks marked by ® or TM are trademarks of Iron Mountain. All other trademarks may be trademarks of their respective owners.
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