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Do .
Retain customers with
better communications.

J

“Clear communication is key in the health
insurance industry. Our services enable
you to maximize the effectiveness of your
welcome kits, enrollment kits, statements
and forms by helping you organize and
convey information more effectively—
all while helping you realize new
efficiencies in their production.”

John B. Jones
VP Healthcare/Health Insurance
Xerox Global Services

According to a joint Xerox and AHIP
(formerly HIAA) study, almost 60 percent
of member companies either have developed
a communication strategy or have one
under development. The top four objectives
of these strategies clearly show health
insurance companies’ recognition of the
impact of communications on the quality
of consumer relationships. Their goals are to:

1. Improve customer satisfaction.

2. Improve overall relationships
with consumers.

3. Create a more positive company image.

4. Improve customer retention.

With 90 percent of your communications
still in documents, any steps you can take
to make your documents more effective
is a worthwhile investment. Chances

are good that your enrollment materials,
Explanations of Benefits (EOBs) and
other member forms need to be clearer

and harder working to drive the intend-
ed response from your members.

THE RIGHT SOLUTION

FOR YOUR CHALLENGE.

Challenge: Retaining customers

and increasing member satisfaction.
Our proven document engineering
produces collateral that communicates
targeted messages quickly, improving
overall customer relationships by
streamlining the flow of relevant
information to members.

Challenge: Surges in call center
volume whenever information is
sent to members.

We use focus groups and other
customer test groups to ensure that
the materials you deliver communicate
clearly and concisely, which in turn
minimizes the influx of questions
fielded by your call centers.

Challenge: Delivering enrollment
materials in a timely fashion.
With our powerful digital printing
capabilities backed by decades of
experience, we can introduce new
efficiencies to your company that
will enable you to produce collateral
with greater impact in less time.

There’s a new way to look at it®




For information on the services and solutions
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that Xerox Global Services can provide, visit
www.xerox.com/healthinsurance

Our Approach

Xerox has perfected the process of
communications reengineering to
redesign confusing documents for

the purpose of improving customer
satisfaction and reducing call volume
to your customer service reps. Such
documents may include EOBs, renewal
letters, bills and statements, and agent
commission statements.

To accomplish this, Xerox uses focus
groups, behavioral psychologists,
graphic designers and customer test
groups to engineer a document that
evokes predictable, desired responses
from your various target audiences.

As a proven methodology, Xerox most
commonly applies communications engin-
eering to transactional communications,
which are used to acquire, welcome and
service customers. This solution includes
design and development components

that exploit state-of-the-art database
publishing technologies, including web
requisitioning, high-speed digital printing
and intelligent insertion.

Xerox communication engineering

has four main components:

1. Enrollment Kit Engineering

2. Welcome Kit Statement Engineering
3. Statement Engineering

4.Forms Engineering

Results

Engineered document processes can
eliminate warehousing, allow rapid
product changes, increase sales product-
ivity and reduce overall costs. More
effective documents also can improve
brand awareness, customer acquisition,
satisfaction and retention.

Other typical results include the following:

¢ Increased document understanding

e Lowered number of calls
to the call center

e Increased customer satisfaction

* Forms filled out correctly and
sent in on time

* More timely delivery of enrollment
materials to the sales force

e Fewer enrollment errors and less
document obsolescence

* Reduced risk of regulatory
noncompliance

* Greater broker/agent satisfaction,
productivity and sales
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The Xerox Health Insurance team has
years of experience and is uniquely
positioned to help health insurance
providers improve the way they handle
documents to make them as efficient
and effective as possible. We would

like to do the same for you.




<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /All
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /SyntheticBoldness 1.00
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveEPSInfo true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputCondition ()
  /PDFXRegistryName (http://www.color.org)
  /PDFXTrapped /Unknown

  /Description <<
    /FRA <>
    /ENU (Use these settings to create PDF documents with higher image resolution for improved printing quality. The PDF documents can be opened with Acrobat and Reader 5.0 and later.)
    /JPN <FEFF3053306e8a2d5b9a306f30019ad889e350cf5ea6753b50cf3092542b308000200050004400460020658766f830924f5c62103059308b3068304d306b4f7f75283057307e30593002537052376642306e753b8cea3092670059279650306b4fdd306430533068304c3067304d307e305930023053306e8a2d5b9a30674f5c62103057305f00200050004400460020658766f8306f0020004100630072006f0062006100740020304a30883073002000520065006100640065007200200035002e003000204ee5964d30678868793a3067304d307e30593002>
    /DEU <>
    /PTB <>
    /DAN <>
    /NLD <>
    /ESP <>
    /SUO <>
    /ITA <>
    /NOR <>
    /SVE <>
  >>
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


