
"We were at risk of losing our 
institutional memory. We then decided on 
ELO since it is the most comprehensive 
system with the most functions and since 
it can also handle and process large 
amounts of data." 

Dr. Benedikta Tölke,
Project manager ECM; Banco ProCredit ES

ELO custOmEr rEfErEncE
Banco ProCredit El Salvador

Electronic memory for more future 
security

Workflows at Banco ProCredit El Salvador used to have different, 
and complex, processes for each branch for serving loans all over 
the country. The bank has had an "electronic memory" for all loan 
transactions for one year now after digitizing their loan files. With 
this, Banco ProCredit El Salvador has achieved additional future  
security for itself and its customers.

All information relevant for the loan process circulating in the bank 
today is managed and archived by the employees using the 
ELOenterprise content management system. The optimal use and 
control over customer data is therefore guaranteed at all times. With 
the software, work time is used efficiently and the bank lowers its 
operating costs, primarily with massively reduced paper consumption 
and reduced warehousing costs. In addition, the electronic workflows 
provide for fast, transparent and secure business processes.
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Country:  El Salvador
Industry:  Banking (microfinance bank)

The implementation of a company-wide 
ECM as a central control element for all 
company information and company 
processes.

The core business of Banco ProCredit  
El Salvador is providing financing for local 
small and very small enterprises. The bank 
offers its clients socially responsible bank 
services as part of the ProCredit group 
operating in 21 countries.

ELOenterprise as a comprehensive ECM 
system. All data is archived and managed 
in ELO. Workflows securely control the pro-
cesses within the bank and provide for the 
necessary transparency.

• Revision controlled data archiving
• Transparent, fast process control
• Optimal use of the information existing  
 within the company
• Fast, centralized information access
• Reduction of the error rate  
 within document management
• Fast and location-spanning  
 exchange of information
• Cost savings for archive storage and   
 paper consumption
• Connection interface to the bank‘s   
 software

Overview

Company

Challenge

 Solution

Benefits

Banco ProCredit operates in 21 countries
In developing countries, small businesses and individual entrepreneurs 
are seen as the catalyst for progress, but they often do not have access 
to formal business banks. Banco ProCredit, on the other hand, offers its 
customers socially responsible banking services in 21 countries in Latin 
America, Africa and primarily in Eastern Europe. This is the case in El 
Salvador, where Banco ProCredit offers small entrepreneurs access to 
financial services as a "bank of the common man".

The bank is always very close to its customers since the advisors of the 
49 nationwide branches visit their customers at businesses, at the mar-
ket or directly at home. The advisors therefore also always need the 
loan documents locally, which in the past had only been available in 
paper form. In addition, there is a large variety of documents and the 
document volume of all branches grows by one million receipts annu-
ally from the loan operations alone. In addition, there are documents 
from savings and management, such as the receipts created for each 
transaction due to legal requirements. Every withdrawal and every mo-
ney transfer generates another piece of paper. This had resulted in lar-
ge costs for paper usage and archiving.

Complicated file transport
The aspect that rendered work even more difficult was the permanent 
document exchange between the head office in San Salvador and the 
branches. For example, not all loan decisions could be made locally: 
Above a certain amount – which actually happens 70 percent of the 
time – the advisor has to drive to San Salvador with the loan folder to 
discuss the matter with the loan committee.

Due to the limited accessibility of the information existing in the file, it 
was also hardly possible to use it optimally for the bank. In many cases, 
when an employee left the bank, important information was simply 
lost since the business knowledge was only available locally and not in 
a central knowledge pool. "Our bank's institutional memory was at risk 
of getting lost", says Dr. Benedikta Tölke, Head of Project Management 
for enterprise content management at Banco ProCredit El Salvador.

thE sOLutiOn
Practical added value
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Therefore, an ECM system should provide for efficient 
organization and storage of business documents. "We 
decided to go with ELO since it is the most comprehen-
sive system with the most functions and since it can 
also handle and process large volumes of data," ex-
plains Benedikta Tölke. We also very much like the user 
management in ELOenterprise. In the loan workflow, 
for example, we can set up highly differentiated forms 
and then manage the access rights flexibly."

Protection and control of sensitive data
The ECM project started in June 2011 and is to be com-
pleted by late 2013. The bank plans on using almost 
the entire range of ELO functions in stages. In the be-
ginning stage, the focus was on data archiving, auto-
mation and process support within the lending pro-
cess. During this process, the bank works with a large 
amount of sensitive data on a daily basis. With  
ELOenterprise, the lending processes were depicted 
electronically and automated to a large degree. The 
electronic documentation of every workflow offers 
comprehensive security and control options for this.

"We set up nine different forms for the digitized loan 
folders. ELOenterprise offers individual design op-
tions", explains Benedikta Tölke. So, for example, there 
are access options to documents that only the legal de-
partments should work on. In turn, only the loan speci-
alist and risk analyst will be able to see the applicant's 
income. "It is crucial – particularly for a country with 
a high incidence of extortion – that information is 
handled restrictively", says Tölke. "ELOenterprise has 
the perfect set of tools for this."

40 different loan workflows
The documents associated with a loan transaction, 
such as loan applications or identification papers, are 
scanned locally at the branch. During uploading to 
ELOenterprise, the employee enters the necessary me-
tadata. The loan workflows are complex and involve 
different departments, such as the local loan specialist, 
the legal department, and risk analysis. There are 40 
different workflows, of which 26 were already set up 
by May 2012: for example for legal opinions, for quali-
ty management or for risk analysis – there also is a lar-
ge number of different workflows that depend on the 
amount of the loan.

The loan files, which are now archived centrally, free 
the employees from having to go to the main branch 
to accomplish their work on loan committees. Toge-
ther, the scattered participants today have direct ac-
cess to the documents filed in ELOenterprise  and they 
then decide in parallel about the loan request by video 
conference – an enormous work savings that allows 
local consultants to devote more time to their clients 
than previously. Benedikta Tölke: "Today, the support 
of the processes through workflows makes it possible 
to record and save information, whose management 
so far had solely been the responsibility of the emplo-
yees. And it also assists our employees in reducing er-
rors."

Banco ProCredit El Salvador has also restructured the 
archiving of securities in the framework of the ECM 
project. In some cases, the securities must be stored as 
originals and had in part been stored locally until the 
introduction of ELO. Today, these documents are filed 
centrally by ELO but can be called up at any time nati-
onwide on the server.



Simple operation – large impact
The next step of the ECM project focused on the implementation of the 
electronic data management system, which most of the employees 
access. Data such as statistics, procedures or reports were sometimes 
e-mailed to up to 70 people within the entire bank group on a daily 
basis. This resulted in an enormous mountain of redundant data. With 
ELO, these documents are now available to all authorized employees at 
lightning speed. The other documents and work processes of the bank, 
such as in the savings business, for accounts and fixed-term deposits as 
well as internal management – accounting, audit, training, legal 
department – are now recorded in ELO.

An ongoing success story
Today, 600 employees at Banco ProCredit work with ELOenterprise. 
The bank currently manages about one million documents with the 
system annually; it will soon grow to five million. Later on in the project, 
all processes of the deposit operations as well as internal management 
processes will be recorded in ELO with the objective of making them 
faster and more transparent. All project phases include process 
automation. In the future, ELO DocXtractor will play a central role for 
automated data classification and recording, as well as ELO interfaces 
to internal banking software systems, to SAP and CRM, which is based 
on MS Dynamics.

Comprehensive security
It is crucial – particularly for a coun-

try such as El Salvador – that access 

to sensitive information is handled 

very restrictively. ELOenterprise has 

the ideal toolkit for this.
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ELO Digital Office, the ELO Logo, elo.com, ELOoffice, ELOpro-
fessional and ELOenterprise are trademarks of ELO Digital 
Office GmbH in Germany and/or other countries.

Microsoft®, MS®, Windows®, Word® and Excel®, PowerPoint®, 
SharePoint®, Navision® are registered trademarks of Microsoft 
Corporation in the USA and/or other countries. Other 
company, product, or service names may be trademarks by 
other companies.

This publication serves only as non-binding general 
information and is not a substitute for a detailed, individual 
consultation. The information contained in this publication 
can be changed at any time without prior notification. 
Technical characteristics and functions may vary, particularly 
from country to country. 

You can obtain the latest information on ELO products, 
contract conditions, and prices from the ELO companies and 
the ELO business partners, and/or from the ELO channel 
partners. The product information shows the present status. 
Subject and extent of the services are exclusively defined in 
the respective contracts. 

ELO does not guarantee that its products or other services en-
sure compliance of specific laws or regulations. The customer 
is responsible for adherence to security regulations and other 
regulations defined by national and international law. 
The right to make changes, errors, and misprints is reserved. 
Reproduction and distribution, in part or in whole, is only 
allowed with written consent from ELO Digital Office GmbH.

© Copyright ELO Digital Office GmbH 2012.  
All rights reserved.


