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MLP Optimizes Internal Processes  
with Open Text Solutions
MLP, Europeõs leading þnancial services provider for university graduates and prominent private clients, has 
implemented an Enterprise Content Management (ECM) solution to improve the efþciency, transparency, and 
quality of its transaction processes. Open Textõs Livelink ECM ð Document Management for SAPfi Solutions 
provides the infrastructure for this implementation.

Efþcient and Transparent Processes Required
MLP receives a multitude of documents by mail every day. Company resources can only be coordinated  
to match the accumulating workload if the documents are quickly delivered to the relevant person. 

The internal processes at MLP are deþned by a number 
of business-related details: How many applications  
are received on a daily basis or on a speciþc day?  
How many of those are complete? How much time do  
customers need on average to submit missing  
documents? How long does it take to process the docu-
ments received? All these questions can be answered  
if the incoming mail is accompanied by the relevant  
additional information, which can then be extracted, 
stored, and analyzed. 

Efþcient and transparent processes from the moment the mail arrives are therefore of strategic importance  
for MLP. As part of an ECM project, MLP implemented the infrastructure required to digitalize product-related 
incoming mail.

Open Text Comes Out on Top
òProcess expertise, an unequalled ability to map our processes in the implemented solution, and an in-depth 
integration with SAP were our most important requirements for a suitable provider,ó says Dr. Carsten 
Stockmann, a board member of MLP AG. òWith this in mind, our decision to go with the ECM provider  
Open Text was swayed by its close partnership with SAP, the positive experiences we had already had with 
Open Text, and its many successful past projects.ó

Live in Six Months
The implementation of the solution began in December 2005 and was carried out by Open Text Professional 
Services. In joint workshops with the Board and representatives from the MLP technical and IT departments, 
Open Text consultants set up a request catalogue to form the basis of the project.

òThe involvement of the future user is crucial to the success of the project because the only way users will  
accept the solution is if it reÿects their needs and wishes,ó Stockmann emphasizes. òThis is where the project 
management skills of the Open Text consultants really shined.ó

The total project length was six months, including training, as anticipated. Once the key users were trained by 
Open Text experts, they passed on their knowledge to the 50 current users in MLP. The actual launch took 
place on July 13, 2006 at the MLP site in Wiesloch, Germany.

�With the successful implementation of digital 
mail processing using Livelink ECM, we have 
met the necessary processing requirements to 
provide ef�cient support internally for the MLP 
Group�s growth targets in the area of asset 
management.�

Dr. Carsten Stockmann
Board Member, MLP Bank
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Generic Process Based on Open Text and SAP
The cornerstone of the digitalized receipt of mail is a generic process for 
handling all types of documents in relation to investment products and 
other MLP products, created by Open Text with SAP® Business 
Workÿow. The project included integrating the existing archiving solution 
from Open Text into SAP Business Workplace.

Initially, the system saves the mail in the Open Text Livelink ECM ð 
Enterprise Archive Server and provides the relevant metadata. The data 
is automatically synchronized with Broker Pilot, the central database at 
MLP, using an interface implemented in the project, which then enables 
the user to carry out an initial plausibility check on, for example, the  
details in a customer application. The documents subsequently arrive at 
the desk of the person responsible via the workÿow in-tray in SAP 
Business Workplace. SAP Business Workÿow monitors each step until 
the process is complete and informs the relevant person about all  
the steps still to be completed. The system also ensures compulsory 
waiting times between each step are met, if applicable. The processing 
steps, processing times, and responsibilities of each person involved 
can be deþned as required.

An escalation mechanism is built into the processes. If no progress was 
made on a document for a certain amount of timeñdue to staff illness, 
for exampleñthe system automatically informs the team leader. A  
follow-up process is also integrated into the system. If a customer is 
missing certain documents, the relevant consultant is informed without 
delay. The system monitors incoming documents and automatically  
generates a reminder if mail does not arrive.

Successful Applications
MLP is now mapping its entire product range with the support of  
Open Text solutions. This includes savings accounts, call money  
accounts, and online investment portfolios, as well as the MLP titan  
portfolio and MLP premium portfolio. The system may have been basic 
at the start, electronically logging and processing applications submitted 
by MLP consultants, but it now also handles service requests from  
customers (changing a name or address, for example).

òThe quality of application and customer request processing has  
improved considerably. With the Open Text solutionõs comprehensive 
search options to quickly þnd applications and the details they contain, 
our employees are in a position to offer our consultants and customers 
authoritative information. And this is regardless of the number of  
documents to be processed,ó says Andr® Stroh, leader of the Open Text 
project at MLP.

This positive experience has encouraged the company to steadily  
expand the use of the software tool. MLP is currently working on the 
complete integration of the securities sector, in addition to the products 
that have already been mapped. An initial workÿow for customer service 
requests in this sector is already in the testing phase.

Good progress has also been made on the reporting side of the project 
for analyzing the metadata created in the process. The data extracted  
in the workÿows is exported from the SAP system by the Open Text  
solution and then imported into Microsoft Excel so that it can be better 
displayed and analyzed.


