KPMG INTERNATIONAL

Worldwide Network of Firms Improves

Collaboration, Communications 

Using Exchange 2000-based Client

Solution Overview

Customer Profile

KPMG International is a worldwide network of professional advisory firms that aim to turn knowledge into value for the benefit of its clients, people, and communities. With more than 103,000 people collaborating worldwide, the firms provide assurance, tax, financial advisory, and consulting services from more than 820 cities in 159 countries.

Business Situation
To maintain a competitive edge, KPMG sought a way to use technology to create a secure, real-time communication and collaboration environment that could be used by its member firms worldwide as well as its customers.

Solution

KPMG created KClient as a companion product to its successful KWorld environment. KPMG has been gradually evolving KClient to integrate it with a variety of additional technologies, legacy systems and client collaboration tools. As a member of the Exchange 2000 Joint Development Program (JDP), KPMG is developing a version of KClient using Microsoft Exchange 2000 Server. Exchange 2000 is enabling a secure, Web-based environment where the company can centrally manage a huge array of information from many different sources and of many different types, such as e-mail, Web content, and Microsoft Office documents.   

Software Used

Microsoft Exchange 2000 Server

Windows 2000 Server

Internet Information Services 5.0

Microsoft Office 2000

Microsoft Visual Studio 6.0

KPMG became a world leader in the professional services industry through constant innovation and service that puts the customer first. Along with a variety of other tools and technologies, such as Microsoft Outlook and NetMeeting, KPMG is using Microsoft Exchange 2000 Server to enhance its client collaboration capabilities, which are designed to create a secure, easily managed environment where KPMG professionals, strategic alliance partners and customers can work effectively across temporal and physical boundaries. 

“We want to create a very powerful collaboration space that allows for interaction in a secure environment. Exchange 2000 Server provides the foundational tools that allow us to rapidly build this capability in an enterprise-wide, scalable environment.”

Mike Turillo

Chief Knowledge Officer

KPMG International

---

As one of the world’s leading providers of assurance, tax, and consulting services, KPMG understands how cutting edge technology can be a powerful ally in making businesses more competitive in the information-intensive global marketplace. The worldwide network of professional advisory firms, which together employ more than 103,000 professionals providing services in 159 countries, demonstrated its own willingness to exploit the latest technology with last year’s launch of KWorld, an online messaging, collaboration, and knowledge sharing platform based on Microsoft products. KWorld enables its employees to better serve customers regardless of their particular practices or geography.

Now KPMG is taking the powerful business logic of KWorld to the next level with KClient, a secure extranet designed to revolutionize the way KPMG does business with its clients. KPMG expects KClient to set a new standard in communicating and sharing real-time knowledge on projects with customers – around the clock and around the world. To support its collaboration space, KPMG is working with Microsoft in finding the most effective way to use Microsoft Exchange 2000 Server, leveraging such features as the Web Storage System, powerful search and indexing functions, and security options.
“By integrating project activities and products within a globally accessible environment, KClient delivers a powerful and innovative solution for creating team-wide participation, relevant knowledge sharing, and relationship building with our clients,” says Mike Turillo, the chief knowledge officer for KPMG International who is responsible for the deployment of both KClient and KWorld. “We want to create a very powerful collaboration space that allows for interaction in a secure environment. Exchange 2000 Server provides the foundational tools that allow us to rapidly build this capability in an enterprise-wide, scalable environment.” 
Collaborating Instead of Publishing

The Exchange 2000-based version of KClient is the latest evolution of a product suite that had its first iteration in early 1999. Using the tools available at the time, including prior versions of Exchange Server, the initial versions of KClient were introduced by KPMG to create more efficient and effective ways of communicating with clients and within globally deployed engagement teams.

“The early versions of KClient helped us share information and collaborate internally on very large projects. We also were able to publish information to clients rapidly and efficiently with this version of KClient,” says Simon Catley, a KClient project manager in Great Britain. “The problem is that we were publishing to the client, not collaborating with them. It was a starting point for enhancing our relationships with clients, but we wanted technology that would take this further by really drawing us closer into client relationships through true collaboration.”

To illustrate what KPMG was trying to achieve, Catley cites a typical scenario: an engagement that is being conducted for a global corporation with many dispersed divisions. In the “publishing” model, KPMG can get information faster and more efficiently to the client management, but it has been difficult with the current technology to engage with the many individuals at the client who need to be consulted about findings prior to sending reports to headquarters.

“One of the key drivers behind the creation of KClient is that it gives us a tool to communicate faster, more efficiently, and in more detail with more parts of an organization,” Catley says. “We want to enable true discussions and collaboration that, in the long term, mean better service for our customers.”

Exchange 2000 Enables Key Functions

KPMG’s Exchange 2000 Server version of KClient uses many new and enhanced features enabled key facets of a secure, smoothly functioning extranet.  The requirements for KClient to become an effective customer relationship tool included:
Gathering and organizing large amounts of different information from disparate sources in one location: “Having a single, secure repository for all types of information is our Holy Grail,” says Paula Paul, lead developer and architect on the KClient project. “Exchange 2000 gives us a way to organize and find information in one place very quickly.” For this functionality, KPMG is relying on the centerpiece of Exchange 2000 Server’s collaboration functionality – the Web Storage System. The Web Storage System creates a central, Web-based location for storing and managing e-mail, documents such as Word articles or Excel spreadsheets, Web content, and applications.


The Web Storage System, which supports offline access, remote client access, and a range of APIs, provides the tools to build Web-based collaboration applications. This will help the company access data across the enterprise, including information contained in KWorld knowledge sharing, currently a SQL Server 7.0-based intranet that includes catalog and meta-data information and documents stored in an NTFS file system. The Web Storage System provides the optimal, integrated and secure solution for accessing all types of information. “Our goal with the Web Storage System is to create a place for sharing knowledge and discussions both internally and, with their permission, our clients,” Paul says. “This will be a very powerful tool, and we hope to make it even better by tailoring content to the particular needs of the end users.”

Enabling efficient workflow: Exchange 2000 Server has new and enhanced features that allow the creation of efficient workflows to manage complex projects and to communicate between different offices and clients. These include integration with Windows 2000 Internet Information Services (IIS) and Active Server Pages (ASP) for creating business logic and workflow functions, and CDO Workflow Objects that can be used for creating simultaneous and synchronized events for high-performance workflow and tracking.

“We relied on the Exchange 5.5 Event Service and Scripting Agent for our workflow processes in previous versions of KClient,” says Charles Festel, senior developer and project lead in KPMG’s Global Knowledge Exchange. “As we tried to scale the application, we soon had thousands of agents on a single server, backing up in the single-threaded Event Service process. The Web Store and the workflow engine of Exchange 2000 will make it much easier to create and manage workflow processes – for example, getting approval from a manager when an employee finishes a particular project will be much faster and more efficient.”

Enhanced searching and indexing: Exchange 2000 provides built-in indexing and search capabilities, enabling high-speed and accurate full-text searches across the diverse information types used by KPMG. “Performing searches in previous versions of KClient was quite difficult,” says Festel. “Exchange 2000 will allow us to tag documents with meta data and custom properties that will not only let employees and customers find information more quickly, but it will also enable applications that will work with documents with specific properties, such as geography or company.”

Security for sensitive information: Festel says Exchange 2000’s new and enhanced security features are critical for the viability of an extranet application containing sensitive customer information. “Exchange 5.5 only had folder-level security, which was a problem when we had to restrict access on certain documents within the folder to just one or two people,” Festel says.  “We had to duplicate content between multiple folders to apply different levels of security to a single document, which resulted in a predicament we call ‘folder madness’. We ended up with thousands and thousands of nested public folders to accommodate our security requirements. Now, Exchange 2000’s item-level security allows the application of security settings to any documents that need it within a folder.” Exchange 2000 is also integrated with the Access Control Lists in Windows 2000, providing easy central management of security to Exchange-based information. Exchange 2000 also includes other security features such as S/MIME with digital certificates, public-key encryption, and integration with general Windows 2000 security measures, such as user group permissions. 
XML and Future Projects

As the KClient deployment moves forward, the KPMG team is also looking at the use of other features and technologies supported by Exchange 2000 Server, such as XML.  

“We’re very excited about the strong integration of XML with the native capabilities of Exchange 2000. We can use XML and WebDAV to manipulate Web Store objects programmatically,” says Dr. Mark Post, Director of Application Development for KPMG’s Global Knowledge Exchange. “By putting content into XML format, we will be able to re-purpose documents across our intranet, extranet and internet sites. As XML becomes adopted more widely throughout our industry, the benefits will become even greater on the content end, and the tight integration of Exchange 2000 and XML will make for a very powerful tool.”

That is one of the many ways, Turillo adds, in which KPMG will be able to remain competitive in the years to come. 

“The conditions of rapid growth and intense competition for talents have pushed us to create a process that can accelerate innovation and allow us to work smarter, better, and faster,” Turillo says. “Using the Exchange 2000 Server platform, we can provide the solution that will deal with the marketplace demands we face: collaborating among ourselves and with our clients in a secure fashion, which gives us a significant competitive advantage in the professional services industry.”
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