
S U C C E S S  S T O R Y

E N T E R P R I S E  I N F O R M A T I O N  M A N A G E M E N T

INDUSTRY

Telecommunications

CUSTOMER

Bell Canada

CHALLENGES

•	 Answer growing and changing demands 
around complying with government regulations

•	 Ensure easy access to thousands of documents 
scattered across a family of companies

•	 Reduce lengthy document retrieval and 
processing times

•	 Leverage investment in existing document 
management infrastructure

SOLUTION

•	 OpenText Content Server

BENEFITS

•	 Compliance with CRTC regulations

•	 Effective handling of new tariff or new 
regulatory processes

•	 Centralized system for regulatory information

•	 Improved business process management

•	 Improved productivity and efficiency

•	 Competitive edge

•	 Savings in cost and time

The Canadian leader in communications—with 28 million customer connections including  
telephone services, wireless communications, high-speed Internet, digital television, 
and Voice over Internet Protocol—sought to establish a centralized, web-based library 
to hold more than half a million records to simplify compliance with the regulations of 
government departments and regulatory agencies including the Canadian Radio-television 
and Telecommunications Commission (CRTC) as well as the Competition Bureau and 
the Privacy Commissioner of Canada.

OpenText solution expanded and customized
To solve these challenges, Bell needed an electronic solution with effective search 
functionality. The organization determined that it made the most sense to expand and 
customize Bell’s existing web-based, secure, centralized solution, OpenText Content 
Server. The upgrade, which resulted in ERIK, automates Bell’s complex collection and 
management process for tariff filings and streamlines its delivery of sophisticated records 
and archival management services.

The Regulatory Affairs department of Bell Canada advocates the interests of the organi-
zation before CRTC hearings and other reviews by governmental agencies. As such, that 
department must manage all documentation related to the awarding of broadcasting 
licenses, the approval of tariffs, and the review of corporate mergers and acquisitions. 
However, Regulatory Affairs was being hindered in its critical mandate by the lengthy 
process of gathering records, in paper format and otherwise, scattered across Bell and 
its family of companies.

Bell Canada has developed an innovative approach to 
effectively communicate and comply with regulations set 
by various government bodies. The web-based system, 
known as the Electronic Regulatory Information Kiosk 
(ERIK), streamlines regulatory processes for Bell and its 
partner companies so that their responses are timely and 
appropriate to the growing demands for compliance.

Staying Compliant “Inside  
the Box” with Bell Canada  
and OpenText
Kiosk of electronic regulatory information helps assure 
compliance with government agencies
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“In order to deploy the system, we had to collect more than 200,000 
documents dispersed throughout our organization, mostly legal in 
nature,” says Sonia Diaz-Sotomayor, Associate Director – Regulatory 
Information Services at Bell Canada. “These documents were either 
scanned documents into the system or kept in physical format.

On budget and on time
“Our first step was to analyze our processes, for which task we 
had engaged OpenText Global Services,” says Diaz-Sotomayor.  

“During the initial implementation—and more recently, our upgrade—
the involvement of OpenText was critical to bringing project team 
members up to speed on the new features and capabilities.” 

OpenText Global Services’ depth of ECM experience and expertise 
helped Bell identify shortcuts for implementation, keeping the project 
on budget and within timeline targets. Additionally, through this 
process, Bell project members became better equipped to explain 
and “sell” the system benefits to internal stakeholder and users.

Streamlining a key business process
Bell Canada worked with OpenText Global Services to tailor the 
system to meet specific electronic library system and application 
requirements, such as the Tariff Approval Process—one of the 
major business processes within Regulatory Affairs and, therefore, 
the most significant custom module in ERIK. A tariff is a loose-leaf 
document, usually one page in length, containing very specific 
information regarding goods and products offered. The ERIK 
system supports more than a dozen types of tariff documents, 
which have controls associated with them (such as specific 
access restrictions or bilingual formatting requirements). 

Publishing to the intranet
Internally, the ERIK system accommodates the Special Assem-
bly Catalogue (SAC), an area where information about Bell and 
customer- related systems, services, and equipment is classi-
fied descriptively. SAC-related metadata is extracted from ERIK 
and published to Bell’s intranet. ERIK was also customized for 
the purpose of Regulatory Information Services (RIS),a general 
filing storage area for Word documents, spreadsheets, images, 
and data files, where they are retained forever. RIS includes 
methods of managing vendors, clients, document check-in/out, 
and extending a loan period, as well as a reporting component to 
support these activities. 

Employee impact
Relevant information is provided to various audiences—the general 
public and customers via Bell’s web site and staff via an intranet. 
Regulatory Affairs is responsible for ensuring that Bell employees 
across the country understand and implement the various regulatory  
requirements. Particularly for Bell’s power users, Content Server 
fundamentals training from OpenText significantly helped with 
employees’ proficiency with the ERIK system. “OpenText training  
was a clear enabler for user adoption,” notes Diaz-Sotomayor.

About 70 employees within Regulatory Affairs use the ERIK system, 
with other users from such departments as Taxation, Classification,  
ISIT, and Translation. They regularly use OpenText Workflow to 
input regulatory, pricing, and classification information in English 
and French.

“As a result of implementing OpenText Content Server, Bell 
Canada has recognized improved productivity and efficiency, as 
well as time saved related to our employees’ abilities in finding, 
accessing, and retrieving vital regulatory documentation. Our 
ability to effectively comply with CRTC regulations has been 
critical to managing risk and protecting Bell Canada’s public 
image and brand.”

SONIA DIAZ-SOTOMAYOR, REGULATORY INFORMATION SERVICES, BELL CANADA
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Bell employees can now easily find the content they need through 
improved product enhancements with search—and overall optmized 
system performance—and they can trust this to be the most 
accurate and up-to-date information. Users can focus on their 
essential job tasks, rather than spend hours on locating electronic 
and paper documents.

Management has peace of mind that regulatory documentations 
are securely housed and accessible. And staff at the library-related  
services within Bell has experienced significant productivity gains 
related to cataloging batches of information and reduced time 
spent managing and tracking information.

Avoiding risks, protecting the brand 
Bell Canada has benefited from better performance, both in accel-
erated response time and through enhanced search, with OpenText  
Content Server. The ERIK solution means that Bell can easily 
manage and access all documentation and the organization is 
better able to comply with regulations imposed by the CRTC. “Our 
ability to effectively comply with CRTC regulations has been critical 
to managing risk and protecting Bell Canada’s public image and 
brand,” says Diaz-Sotomayor. 

She adds, “As a result of implementing OpenText Content Server, 
we have recognized improved productivity and efficiency, as well as 
time saved related to our employees’ abilities in finding, accessing,  
and retrieving vital regulatory documentation. By establishing a 
centralized system, our accuracy and visibility over documentation  
has improved, and we are able to avoid erroneous information.” 
That means lower costs associated with re-tracing very specific 
regulatory-related processes and assuring archival of key regula-
tory related documentation.

Next steps 
The OpenText solution has proven successful for many years. Bell 
Canada is now looking at automating further business processes 
through the use of ECM workflows. The organization plans to extend 
the ERIK service to other Bell units, such as Bell ExpressVue, to 
handle their regulatory information. The company is well prepared to 
handle the ongoing rollout of new tariffs and regulatory processes, 
with its centralize solution for managing that type of information. 
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