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He_al't)are Insurance
orrespondence

Transforming the!claims process
to maximize customer service

INSIDE

Case Study: Major US Healthcare Provider streamlines its claims operations

» Migrating legacy host claims letter generation systems DCF/ASF, Napersoft and
Xerox DJDE.

» Eliminating manual processes

> Applying new logic and layouts, changes for logos and branding in record time



Major US Healthcare Provider
streamlines its claims operations

Recognizing a need:

- The mainframe system was hard to maintain and caused numerous errors
- Changing logos and branding required a better way to apply new logic
- Too much time and money was being wasted on manual processes

Three different transition processes were needed:

@ Claims Entry: Batch letters
@ Claims Processing: Online letters

® Customer Service: User interactive letters

@ Claims Entry: Batch letters

This is a batch mainframe process where let-
ters were merged with different images and
bar-coded for automated mailings.

M Prior to Papyrus

« The letter process took 3 days from data entry to mailing

- Expensive preprinted letterhead was used

« Required manual process of merging letters and claim
images

+ Required manual sorting of letters for enveloping and
mailing

PAPYRUS PRODUCTS n use

WYSIWYG dynamic document design

High speed document formatting engine

Document resource management

Image merging and barcode processing

Interfacing with messaging system

Interactive, ad-hoc letter generation

® The claims entry process:

In case there is not enough information on the form to pro-
cess the claim, the data entry person enters a code represent-
ing the missing information. The codes are then translated to
paragraphs for a cover letter that explains what is missing.

® The printing:
Prior to Papyrus the codes and data were gathered and sent
in a file to the mainframe for merging. Letters were printed
on preprinted letterhead with one logo, address and phone
number. Then the letters were hand carried to the service
area for sorting.

® Image Processing:
The images were retrieved separately from an image server
and sent to a network printer. 2000 to 3000 images per day
were printed on an HP laser printer onto letters in the order
they were requested.

® Merging letters and Images:

This was done manually and matched to the balancing re-
port. This process took an entire day to complete. 1800 let-
ters a day were processed.

® Sorting:

Letters were manually sorted by number of pages. Any combi-
nation over 6 pages were hand inserted into large envelopes
which were individually addressed and mailed. Letters under
6 pages were carried by hand back to the mail room.

® Enveloping and Metering:

Stacks were fed into an envelope folder/inserter and each
stack was handled separately, 2, 3, 4, 5 and 6 page combina-
tions of letters and images. Letters were metered and mailed
3 days after the letter codes were entered.



l How they improved the process

The graphical Papyrus Designer tools are used to define
logic for the letterhead giving better accuracy and enabling
printing on plain paper. Indexes are defined and AFP out-
put is sent to an existing printing and archiving system. The
Papyrus PrintPool and Postprocessing functions on z/OS are
used to merge images with letters and apply barcodes.

Papyrus Designer
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Images are retrieved and sent by MQ Series to the server and
then to the mainframe VSAM file for merging. Data is sent
to the Papyrus DocEXEC formatter on z/OS where letters are
formatted and merged with the images. The letters are then
printed on plain paper with the already merged images and
barcodes for automatic enveloping.

The DocEXEC generated letters are sorted using Papyrus
Postprocessing functions and the output is split into sepa-
rate files by logo and number of pages. Folding and insert-
ing of letters into envelopes is done on one machine and in-
stead of taking 3 days, letters are ready for mailing less than
24 hours after data entry.

Papyrus Papyrus
DocEXEC

DocEXEC

PrintPool
formatted
AFP.ps pages
B * Pool Management:
Letters are merged with
-‘ Papyrus ) images and splitinto
B separate files by logo
W DocEXEC and number of pages.
Pages are bundled into print
- files and barcodes are added.

Gains achieved

- Letter process time was reduced from 3 days to 24 hours
+ Huge savings by eliminating preprinted forms

« Manual merging of letters with images was automated

@ Claims Processing: Online letters

This is a batch mainframe online process
where replication of text was eliminated and
bar-coding was added.

M Letter creation prior to Papyrus

+ 3000 letters and 850 letterheads had to be maintained

« There was no flexibility for adding logic

+ No online viewing

« All changes and tests required printing

+ All logos and signatures needed to be loaded to the print-
ers on cartridges and were difficult to align with text

® Test shells & Letterhead

There were 3000 different letter shells and text had to be re-
peated over multiple letters because of letterhead and signa-
ture placements. There were over 850 different letterheads in
DJDE code and because each letterhead had some difference
such as PO Box, Phone number or placement of the signature
individual forms had to be loaded onto a cartridge and into
the printers to be called at print time. Forms were only view-
able by printing and often signatures were not aligned with
the text.

M How they improved the process

Conditional logic was used to reuse text elements, which re-
duced the number of text blocks from 2900 to 125. Variables

were used to make sure the signature was always aligned
with the text and fonts were updated with cleaner, more
aesthetically pleasing character sets. Printer independence
was achieved by eliminating DJDE code and AFP output
was added to the existing printing and archive system they
were already using. Postprocessing functions were used to
bundle letters to one recipient in one envelope.

Document Composition from Re-usable Elements
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Gains achieved

« Text blocks were reduced from 2900 to 125 by reusing ele-
ments

« Eliminating Xerox DJDE controls provided printer inde-
pendence

« Bundling of all letters to one receipt in one envelope




(® Customer Service: User interactive letters

A client/server based system where improve-
ments were made in speed, accuracy and
aesthetics.

M Letter creation prior to Papyrus

« They were using a mainframe CICS system with Napersoft
as a text system

« The PF key invoked the letter system

« Mainframe printer ID and shell document name was lim-
ited to 10 characters and had to be known

- Formatting was not consistent and there was no choice of
fonts nor any ability to view the whole letter

+ Any format changes were difficult to achieve

« No logo could be applied and expensive preprinted let-
terhead was required

- Variables needed to be typed over and very limited search
capabilities where available

« Since there was no online quality control or print preview-
ing all letters were printed

« All printed letters were saved to history and on average
they were printed twice per letter sent

- There were no levels for supervisor, administrator or con-
trols for accessing letter shells

« Neither were there restrictions for printing or editing

M How they improved the process

They implemented Papyrus Objects as a Client/Server ap-
plication using Papyrus Client and Desktop and the Papyrus
WebRepository. The delivered object oriented correspon-
dence framework was customized to meet the customers
requirements on document processes. Standard network
printers and plain paper is used for printing all letters and
AFP output was added to the already existing print and ar-
chive system.

® Nodes were created for:
The Domain Controller, printers, developers, administrators,
users and the MQ receiver

Domain
Controller Production Domain MQ Receiver
Node Node
User
Printer Node Developer Admin Node Department
Node Node

® Each department (group) created:
- Distribution queue

+ Inboxes & inbox control

- Completed queue

+ Quality Control Queue

- Error queue

= Agents and queues were defined for moving tasks
Agents move tasks when a letter is put into a certain state by
the user’s actions.

Business Process Control

PrintPool Check-In
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Adapter/Agent
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® Papyrus Adapter interfaces with the MQ messaging system
Data is received from the mainframe by MQ queues:

- Each user’s inbox is referenced in the MQ Receiver

- Each inbox is matched to their Windows Logon

- The task always goes to the person who requested it

® Built methods
Determined what actions would be required and allowed
for each object used.

= User Authorization

Roles were built for users to manage access, abilities and

some variables used in letters:

- Introduced three levels of users

- References their inbox

- Contains variables that help determine addressee and re-
turn address

« Allows updates by group administrators

Repository
User Authorization
Certificate Store
Role/Policy

Audit logs stored

\

B | etter templates are built using the Papyrus Client and
Desktop

- Letter templates contain objects corresponding to in-
cludes in the document definition

- Designed to use drop down menus

« Description field is used to preview text

- Variables are checked to verify if a prompt is needed
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Papyrus Client/Desktop - modern graphical user interface




Over 3,000 users from 35 departments create an average of 3000 on-demand letters per day
and almost 2,000,000 documents will be produced using Papyrus software in 2006.

® Papyrus Designer is used to build logic elements and the
data interface

« Logic is imbedded into includes for addressee, return ad-
dress, etc.

- AFP Designer is used to design overlays to apply logos
and attachments
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Papyrus Client/Desktop ‘Text Prompt’

M User experience

The user double clicks an icon on their desktop to start the
kernel and Papyrus Desktop. This displays the Inbox and let-
ter folder and allows for the use of macros to drop tasks into
the inquiry or claims inbox they are working on. The user then
selects a letter template to merge the data with by dragging
and dropping the template onto the MQ data.

—
Inbox | Supervisor PrintPool
— Agent — Agent —| Agent
l ]
g e — Client -

Workflow Definitions, Sign-Off, PrintPool

Then the Client plug-in launches and prompts users for miss-
ing information. This allows for text to be edited just like in
Word with spell checking and hyphenation. When the user
then clicks ‘generate; Client closes and a‘Send to Quality Con-
trol’ button appears. Once clicked, the letter leaves the inbox
and the Supervisor or Administrator can see it in the Quality
Control Queue and review the letter for sign-off.

B Employee satisfaction, productivity and
accuracy

Even though some of the employees were initially skeptical,
everyone has really enjoyed the transition. The software is
not only efficient it is also accurate. Among the benefits is
the fact that Papyrus guides the user through the process
and prompts the user for missing information. The system
manages the employee workflow and tracks all of the steps
and compliance dates.

M Usage

An average of 1800 front-end letters are sent per day that
are merged with 2000 images along with an average of 2000
claims letters that are generated. Over 3,000 users from 35
departments create an average of 3000 on-demand letters
per day and almost 2,000,000 documents will be produced
using Papyrus software in 2006.

M Leverage Software for additional
applications

Papyrus was chosen as the letter writing system for a new pa-
tientcaretrackingsysteminthefirstquarterof2006 withmany
new requirements. The ISIS AFP Designer will be used to con-
vertold PMF formsto PPFA to allow for development offshore.

Gains achieved

« Substantial cost savings by eliminating preprinted forms
and by printing all letters only once

« Faster completion of letters and greater user satisfaction
due to superb WYSIWYG functionality

« Rigorous document control due to sign off processes

« Security requirements can be achieved by restricting print-
ing and editing

MOTIVATIONS for INNOVATIONS

Wasting time and money due to inflex-
ibility and manual processes

Transforming the legacy mainframe sys-
tem with a Client/Server based System
gaining speed, accuracy and aesthetics

Papyrus became the generic Enterprise
Application Integration solution for
batch, online and user interactive claims
documents



TEGHNOLOGY SUMMARY

Correspondence:

The ability to communicate with insureds swiftly
and accurately plays a key role in closing more
claims in a shorter amount of time. In this report
you will learn how insurers are successfully auto-
mating this process for reduced risk and better re-
sults using Papyrus’ end-to-end integrated docu-
ment solution for communications

with their clients.

B Papyrus Document Integration
Papyrus Objects was designed for
managing business documents and
their business data links in a distrib-
uted corporate environment. Because
most such documents are the car-
rier of the corporate business process,
they are also mapped to the lifeblood
of IT, the business data. Papyrus is a ge-
neric system that makes the linking of
documents to business data simple, whilst
also enabling the management of the related
business process.

M Interfacing with legacy Systems

The developer can define true business objects such as cus-
tomer, address, warehouse, account, item, account transac-
tion, phone call, fax, incoming mail, insurance offer, policy,
claim, claim settlement and so on. An adapter or type man-
ager supplied by ISIS is used to define how data from an ex-
isting database is mapped into the attributes of a business
object.

Adapters linked to messaging systems such as MQ-Series
interface with e-mail and workflow systems and have defini-
tions that react to these events. In many applications, it is
necessary to call the letter generator
from the host application manually.
The adapter, however, is a message
translator that waits for events to
take place.

Administrator
B Document Process Integration Papyrus Client
The adapter and Typemanager in-
terfaces with the core claims system

then the business case-type selects

Repository
and Library

Communication

The Opportunity In Speeding Claims to Closure

B Document Process Management by Business Rules.

Examples:

« WHEN CUSTOMER AGE is greater than T8 THEN INSERT ‘Car
Brochure’in ENVELOPE ‘Monthly Statement’

« WHEN PARAGRAPH‘A’USED THEN ALSO USE ‘B’

« WHEN STATE EQUALS ‘error' THEN MOVE to ErrorQueue

_ Document
Formatter

Business Process
Collaboration-Portal
Cont?t-Man er

Outbound
Communication

Inbound
X

B ‘Professional Strength’ Correspondence Systems

« Enables the free definition of letter elements (Document
Framework)

« Implements the data, user and process control interfaces

- Defines user authorization with roles and privileges (i.e.
LDAP)

« Provides the infrastructure for resource distribution in the
network

- Defines the letter process

- Enables the infrastructure for printing, faxing, e-mailing
and archiving

_*_ E =3l Papyrus
- S| DocEXEC Application
“ ‘l %l Formatter Request
I

Papyrus
Designer

Papyrus
PrintPool
and Archive

TCP/IP

the process and data is passed to
the document. Additional data is re-
loaded on demand and control infor-
mation along with a document ID is
returned.

y

‘ Papyrus Client
and Web Users FAX
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Print Server
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USER INTERFACE

Papyrus WebPortal

The Papyrus WebPortal is a part of Repository’s
functionality that offers Web-based CRM appli-
cations to streamline your business. All infor-
mation related to the web user, business data
and document type and layout are stored in the

WebRepository.

The Web browser functions are a multipurpose GUI that
enables the customer or end user to view and interact with
the business’ communication of virtually any type or format.
Each end user’s experience is tailored to his or her role, en-
abling extensive flexibility either through the viewing of
documents or interacting with them by filling in text and
data. Document security, versioning and reconciling differ-
ent taxonomies is taken care of by WebRepository.

Business Data
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More than just a pretty user interface.

B Document Framework Development

Graphical design of document resources. All resources, class-
es, versions, variants, jobs, etc. are stored in a central Reposi-
tory. An integrated authorization system based on roles and
policies eliminates unauthorized access and offers change
management for document flow and sign-off. Features such
as version and variant control, along with audit trailing, mon-
itors changes in the document and keeps track of letters pro-
duced by a variety of users.

M Business Application Data

The business application data can be directly read by Papyrus
in any format, such as XML, ASCIl and EBCDIC. Papyrus of-
fers several standard data interfaces: Flat files, SQL queries,
Adapters (i.e. MQ Series), HTTP, TypeManagers for DB/2 and
Oracle. Data preparation or data tagging is not required.

Production Server
« Formatting
« PDF Generation
« up-and-running

Document
Framework
Development

WebRepository!|

tasks.

The Agent:
An automatic
user executes
the defined

DocEXEC

Printpool

Print
Server

HTTP

v Adapter

Internet/Intranet

Webarchive

Configuration_

Process

_Bundiing_
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Setting up a Papyrus WebPortal is easier than you think. The
portal roles you create for one user can be applied to other
users across the company, cutting down on implementation
time and costs. Papyrus also delivers HTTPs server functions
and integrates with third party HTTP servers. The full Papyrus
Client text editing functions are available as a plug-in in the
browser and all document formatting is performed centrally
on the fly and are shown in PDF format in the browser.

Benefits/Gains to be achieved

« A unified document interface and a single point of entry

« Java coding not required

« Seamlessly integrated Web-based e-document solution
where data, documents and applications interact within
the portal process definition

B Process Link

The process link is used to request documents from the
server, which then manages the completely independent
document process. Upon completion, a status is returned.

M The Central Production Server

A central PC or UNIX server receives data from Web users via
HTTP. It interfaces with data from the business application and
collects document resources and layout definitions from the
central Repository. The e-document is generated on the fly and
sent to the user in PDF format for viewing and local printing.

M Central Server Printing, Pooling and Archiving

All Web-generated documents can be automatically archived,
viewed, searched, and printed locally or centrally from virtually
any platform and printer. Pages retain their original look and
feel, complete with text, graphics, photos, and color and docu-
ments remain available for as long as they serve a useful pur-
pose or legal requirement. These rules also govern the removal
of documents when they have outlived their usefulness.




acomprehensive and scalable solution for centralized
management of document applications, print and output operations that
span web, client/server and host environments.

Archive Papyrus Document Frameworks
® Automated Document Factory
® Enterprise Application Integration

‘ZY:.T?“" s @ IR PO AFP ® Enterprise Output Management
® Enterprise Content Management

WebPortaI i
® Business Process Management
A ® Portal and Web Applications
HTTP POP3,
SMTP, SMS, FAX, PDF ° Change Management
e Correspondence
s Paper ® Campaign Management
ﬁ“’ .
® Print Management
s \) i ° i
oL o, P |PDs rcts.ps, Capture/Classify/Extract
CICS/IMS/DB2 1JPDS, Xerox ) E_mall FaX

Organizations can define, measure, and manage output
management across complex heterogeneous environments from
centralized control points.

Papyrus Capture Papyrus Designer Suite
Scan - Capture « Classify « Ema|| Fax Forms « Fonts « Logos « Pagemode Formatting

Papyrus Client Papyrus Objects Papyrus

View & Print - Repository « Library « Distribution - DocExec

Texteditor Authorization - Business Objects (data) Text and Page
Desktop MQ « XML Interface « ProcessSupport Document Formatter

PrintPool & Archlve Papyrus Host & Server
Indexing - Sorting - Bundling « Distribution AFP - Printing & Spooling « Print Transforms
\\‘ IPDS
Papyrus Components 2 4
R L

Healthcare uses Papyrus

Aachener Miinchner Versicherung Germany « Achmea The Netherlands
Allianz Versicherung Stuttgart Germany « Almindelig Brand Denmark « ATP
Huset Hillerod Denmark « AXA Germany « AXA Assicurazioni Italy « AXA
Insurance Ltd. UK« AXA Non Life Insurance Japan « AXA Royal Belge Belgium

« (atalana Occidente Barcelona Spain « Chaucer Insurance UK « Churchill UK «
~ A Cornhill Insurance UK « CSC South Africa » (SC UK « Daiwa Insurance Japan
DAS Rechtshijstand The Netherlands « Der Anker Austria « Direct Assurance
France « E.A. Generali Versicherung Vienna Austria « Empire Health Choice USA « Friends Provident UK « Generali The Netherlands
« Gerling Konzern Germany - Grazer Wechselseitige Versicherung Austria « Great West Life Canada « Hamburg Mannheimer
Versicherung Germany « Helvetia Patria Versicherung Switzerland « Hibernian Insurance Ireland « Hong Kong Securities Clearing
(o. Ltd. Hong Kong « HUK Coburg Germany « Jasuda Life Insurance Japan  Korea Life Insurance Korea « La Luxembourgeoise
Luxembourg - Legal and General Insurance Darthworth UK  Lloyd Adriatico Trieste Italy « Mutualité Chrétienne Belgium « NFU
Mutual Insurance UK « Nichidan Insurance Tokyo Japan « Norwich Union UK « Parion Konzern Germany « Providencia Insurance
Budapest Hungary « Provinzial Versicherung Germany « Reale Mutua di Assicurazioni Italy « Rheinland Versicherung Germany
S.A.l. Societa Assicurazioni Torino Italy « Sampo Insurance Finland « Sanitas Switzerland « Societa’ Assicurazioni Industriali Italy «
Sparkassen Versicherung Germany « Sun Life Canada « SUVA Switzerland « Thrivent Financial for Lutherans USA « Toro Assicurazioni
Torino Italy  Tryg-Baltica Forsikring Denmark « Versicherungskammer Bayern Germany « Victoria Volksbanken Versicherung
Austria « Wiener Allianz Versicherungs AG Austria « Winterthur Versicherungen Switzerland « Winterthur Versicherungen Austria
« Winterthur Europe Belgium « Ziirich Agrippina Gruppe Germany « Zurich Insurance Hong Kong

ISIS [ ocations

ISIS Information Systems GmbH
ISIS Marketing Service GmbH
ISIS Knowledge Systems GmbH
Alter Wienerweg 12

A-2344 Maria Enzersdorf

T: +43-2236-27551-0
F: +43-2236-21081
E-mail: info@isis-papyrus.com

ISIS Papyrus America, Inc.
301 Bank St.
Southlake, TX 76092

T:817-416-2345
F:817-416-1223

ISIS Papyrus Asia Pacific Ltd
9 Temasek Blvd.

#15-03 Suntec City Tower 2
Singapore 038989

T: +65-6339-8719
F: +65-6336-6933

ISIS Papyrus UK Ltd.
Watership Barn
Kingsclere Business Park
Union Lane, Kingsclere
Hants, RG20 4SW

T: +44-1635-299849
F: +44-1635-297594

ISIS Papyrus Deutschland GmbH
Heerdter Lohweg 81
40549 Diisseldorf

T: +43-2236-27551-0
F: +43-2236-21081

ISIS Papyrus Benelux

Braine I’Alleud Parc de |"Alliance
9, Boulevard de France, bat A
1420 Braine |"Alleud

T: +32-2-352-8720
F: +32-2-352-8802

ISIS Papyrus Italy Srl
via Monte Navale 11
10015 lvrea (TO)

T: +39-0125-6455-00
F: +39-0125-6455-150

ISIS Papyrus France SARL
La Grande Arche Paroi Nord
92044 Paris La Défense

T: +33-1-40903510
F: +33-1-40903501

ISIS Thot SL.

Sainz de la Calleja, 14
28023 Madrid

T: +34-91-307-78-41
F: +34-91-307-75-08



