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INDUSTRY Insurance

AT A GLANCE

Zorgverzekeraar DSW is a Dutch health
insurance company with 400,000
customers.

Challenge

Due to the competitive nature of the
health insurance industry,

DSW decided to implement an
electronic customer communications
strategy to achieve market
differentiation. And to demonstrate its
commitment to serving its customer
base, DSW further recognized the
need to personalize and tailor these
communications to the specific needs
of its customers.

DSW can now compose more then 250
customized documents to suit specific
customer needs, while significantly
reducing development time. Back
office employees can make most
changes on their own, without system
developer assistance which further
improves customer service delivery
times, as does the archival system
which allows customer service 24/7
access to correct documents.
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DSW Prepares for Increasing
Electronic Communication

Zorgverzekeraar DSW, a Dutch insurance company, has 400,000 customers and 450
employees, who all take pride in offering top-notch customer service. Over the last
seven years DSW was named the best health insurance company in the Netherlands
by the largest Dutch consumer organization. Striving to uphold this position,
external and internal communications are business critical.

When looking for a new communication solution, one of DSW's primary objectives
was to make all customer documents available on the Internet. The number of
customers preferring Internet access and receipt of communications electronically
continues to rise every year. While many documents continue to be managed in
paper format, e.g., contracts, customers claim forms, and cost-overview reports,
the challenge for DSW was to find a solution to meet both its current needs and
future objectives.

Quick Implementation

Implementation of StreamServe started in May 2006 and ended in
September the same year.

“After a reference visit with one of the customers from StreamServe, DSW quickly
realized the potential of the solution,” says Marianne Smit, process innovation
consultant at DSW. “We used to have many tools, which contributed to an
inefficient and unreliable customer contact process.

End-to-End Control

By choosing StreamServe, DSW gained an end-to-end document processing
solution for its customer. DSW employees can now track a document from initial
contact with the back office (e.g., an insurance application), to document creation
in the internal system, to electronic document archiving, and through to the
mailing process. Customers can now expect world-class service due to increased
end-to-end process management that ensures updated, accurate customer
information.

Continuous Additions

In one day, DSW might process from 1,000 to 10,000 documents. These volumes
are now managed more efficiently because StreamServe integrates existing DSW
systems: a Unisys mainframe solution, Lotus Notes, several net solutions and an
XML-based solution. All systems now exchange data via StreamServe.



StreamServe solutions
make it possible to
archive our documents,
making them easily
accessible to our
clients via our secure
Internet environment.
As electronic
communications
become even more
critical, StreamServe
solutions will have even
greater contributions
and value to our
customer service
function.”

Marianne Smit
Process Innovation Consultant
Zorgverzekeraar DSW

To further enhance opportunities and services, DSW will add additional forms and
documents into the system. Smit sees several advantages:

“The interfaces have improved significantly with StreamServe. In addition, DSW,
values StreamServe’s reliability. Prior to the implementation, when one thousand
documents were sent from the back office, one thousand documents did not get
processed through the printer. With StreamServe, the print operator’s performance
has vastly improved, enabling manual laborers and employees responsible for
technical development to work more efficiently.”

Web Access

Another benefit of StreamServe includes the ability to enable DSW to display
all documents on the web, which meet customer requests for electronic
communication.

“\We are very pleased to have achieved one of our primary goals based on
customer demand - to displaying customer documents on our web site,” says Smit.

As a result of the StreamServe implementation, our customer experience has
improved significantly—thanks to more adequate information and increased
opportunities to communicate electronically, as well as our ability to deliver more
personalized customer documents.

Going Forward

In the future, DSW intends to primarily use e-documents via the integrated
interface rather than printed statements to improve the call centers ability to
access all customer information. DSW also has about 2,500 insurance agents
associated with the company. In order for DSW to provide better service and
interoperability with its insurance agents, print-on-demand is another

future project.

“We'll continue to learn more about StreamServe—to more extensively leverage
the solution to a greater extent. This is why we became a member of the
StreamServe User Group in Benelux. There are so many opportunities and much to
learn from other users about other possibilities,” concludes Marianne Smit.
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