INDUSTRY Insurance

AT A GLANCE

Agis is one of the five largest
specialized healthcare insurers in
the Netherlands with 1.2 million
customers, and enhanced its market
presence by merging with three
regional insurers.

Challenge

To improve customer satisfaction and
enhance revenues by consolidating,
standardizing, and personalizing
customer communications for the
entire company.

StreamServe Financial enables newly
merged units within Agis to produce
and distribute personalized customer
communications that maintain the
company’s brand and style.

StreamServe Financial provides
significant savings for processing
corporate correspondence, and
improved document quality results in
improved sales and fewer call center
issues.

StreamServe® enables insurer Agis
to realize healthy returns

The Netherlands’ healthcare system has undergone a sea change, moving from
a public to private model, putting immense pressure on insurers to become even
more competitive in their pricing, quality, and service.

Healthcare insurer Agis responded to the changing landscape by merging with
three regional healthcare insurers to leverage economies of scale. As a result, Agis
has 1.2 million customers and 2,000 staff, which makes it one of the five largest
specialized healthcare insurers in the Netherlands.

“This is a position we are eager to maintain and improve upon,” says
Bertjan Teunissen, project leader at Agis. “To do that we knew we needed to
improve our processes, work more efficiently, and take a service-driven and
customer-friendly approach.

“StreamServe Financial” has certainly helped us to do that.

“While the cost savings alone justify our investment, the greatest value
StreamServe Financial delivers is that it enables us to provide better customer
service, which results in enhanced satisfaction and sales growth.”

Getting personal with customers

The Agis merger presented challenges. The newly united companies were using
different systems and filing habits, and had limited options for information output.
This made it impossible to find information quickly, and processes were laborious
and time-consuming.

“The goal was to reinforce our competitive position by approaching our customers
in a personal manner, by offering efficiency and consistency in the correspondence
process, and by achieving cost savings,” said Mr. Teunissen. “We also wanted to
provide uniform processing of our correspondence and recording systems, and to
understand the amount of correspondence we were sending.”

After conducting a thorough evaluation of several products, StreamServe

Financial was chosen to handle the job. Agis uses StreamServe Financial to
generate seven to eight million enterprise documents a year from its mainframe
environment, including letters, invoices, policies, and settlement specifications
from the administrative systems. StreamServe Financial lays out the document in
conformance with the corporate style and processes it in a variety of file formats to
distribute via printer, fax or e-mail, depending on the customer’s wishes.




While the cost

savings alone justify
our investment,

the greatest value
StreamServe Financial
delivers is that it
enables us to provide
better customer
service, which results in
enhanced satisfaction
and sales growth.”

Bertjan Teunissen,
Project Leader,
Agis Zorgverzekeringen

The first challenge for Agis under the new scenario was to merge the systems for
customers with private insurance and customers insured under the national health

service.

“"We took that opportunity to make adjustments using StreamServe,” said
Mr. Teunissen.

Unexpected benefit

The results have been impressive.

“Clearly, we have been able to increase the efficiency of our correspondence
processes and are able to help our clients better and faster,” said Mr. Teunissen.
“We also make fewer mistakes.”

“The call center staff immediately experienced the advantages of
StreamServe Financial. For example, the software ensures that all outgoing
correspondence is automatically stored in the customer file.

This provides staff with an up-to-date image of the customer’s situation at all
times. The trusted folder that used to store all correspondence with the client is
back, but in digital form. Moreover, file management has been simplified, because
we can now process all information from one central application.

"With StreamServe Financial, we have seen considerable cost benefits, which

we hadn’t planned on. For example, this year alone we have already saved two
hundred thousand euros in printing costs. Due to the uniformity of the outgoing
correspondence, it has become much simpler to contract out large amounts of
printing. We also have a better insight into the numbers, which allows us to
manage our supplies better.”

Agis will continue to expand its StreamServe application. They will slowly change
from physical output to a portal-like environment and e-mail for collections.

“"With the StreamServe Financial solution, we are prepared for new
developments,” said Mr. Teunissen. "It provides us with a solid basis from which we
can expand.”
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