
HORIZON HEALTHCARE

Horizon Healthcare Services, Inc. has more than 2.9 million members

and over $ 5 billion in revenues representing more than a 30% market

share in New Jersey. Based in Newark, the company has 4,500

employees, and delivers a range of insurance products. 

A MONUMENTAL CHALLENGE

Until 2003, Horizon relied on manual processes for accessing, retrieving

and generating documents. According to Pranav Mehta, Program

Manager, various internal users could not gain easy access to the

documents. 

Horizon was faced with reissuing 46,000 small group contracts

following a state mandate on contract language. "That drove our

strategic decision for a document services solution," says Mehta. "It

was a matter of reducing the cost of doing business."

After examining several options, Horizon selected InSystems Calligo

Doc Services to manage the retrieval, assembly, rendering, delivery and

storage of contracts. 

The first phase of the project implementation, completed in the spring

of 2004, encompassed Small Group Medical Contract Issuance. Phase

2, which included Large Group Medical and Dental contracts and benefit

booklets, went live in the summer of that same year. 

Overall implementation was completed within 10 months.

WHAT'S OLD IS NEW

Before the implementation of InSystems Calligo Doc Services, Mehta

says that contract documents were literally "walked" between

departments. After a sale was finalized and paperwork was sent to

Enrollment for input, an associate would hand deliver the paperwork to

Contract Issuance for generation. Once issued, the contracts - which

could be 130 pages or more - were printed, manually assembled,

scanned and mailed. 

"We definitely needed to look at automation," Mehta explained.  "Yet

in reforming the process, we wanted to balance our 'need for speed'

with a structured implementation path." 

When Horizon Healthcare Services, Inc.

(Horizon) was faced with having to reissue

over 46,000 contracts, New Jersey's largest

health insurer decided to enhance its

contract issuing functions. 

By transitioning manual processes to

InSystems Calligo Doc Services in 2004,

Horizon was able to reduce contract

issuance time in half, realize over $1 million

in staff and administrative savings within

the first year of implementation, and lay the

groundwork for a projected ROI.
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THE INSYSTEMS CALLIGO DOC SERVICES ADVANTAGE

Mehta says that InSystems Calligo Doc Services has

delivered a number of benefits to the Sales Support

department. For one, contracts can now be generated based

on data from source systems, which reduces errors and

improves accuracy. This helped lower costs as well as

improve turnaround times on documents.

Document storage and retrieval is also simplified, allowing

for online viewing and emailing of documents in pdf format.

Currently Horizon can generate policies at a rate of 2 1/2 per

minute. The InSystems Calligo Doc Services solution also

allows for easier maintenance of contract templates, and

has enhanced Horizon's archival capabilities. 

To date, Horizon has been able to enjoy a number of cost

savings to deliver a solid return on investment. For just the

first phase with Small Group Medical Contract Issuance

these include: 

Average print/postage savings of 34%:

Print cost reduced from $7.92 to $5.13 per 

contract (35%)

Mailing cost reduction from $3.95 to $2.67 per

contract (32%)

First year administrative savings of $675,000 

Annualized full time employee savings of $525,000

Projected net annualized savings of $200,000

In addition to these amounts, Horizon expects to realize a

number of other cost reductions that have yet to be

factored into its overall ROI projections. These include

savings on current costs for contract copy requests, as well

as savings from Large Group Dental. "We have only

analyzed cost savings for one group," says Mehta. "These

numbers will be much higher when we factor in the cost

savings for all groups."

ON THE PATH TO PRODUCTIVITY

Horizon plans to migrate additional products and lines of

business to the system as usage evolves. In addition, it is

exploring additional opportunities to leverage the robust,

flexible Document Management System portion of the

InSystems solution to achieve further efficiencies. 

"We see lots of additional areas where we can utilize

InSystems Calligo Doc Services capabilities to better serve

our customers and reduce costs," says Mehta. "We're

looking at exploring DMS capabilities for other

applications."

Now that InSystems Calligo Doc Services has been

implemented, Sales simply sends the relevant data to the

system for assembly, printing and mailing, bypassing a

number of time-consuming steps along the way. 

This process has allowed Horizon to reduce the time for

contract issuance from up to seven days to just three. In

addition, the contract is untouched by human hands until

the mailing stage to reduce chances of error and

eliminate redundancy of effort.

"We selected InSystems Calligo Doc Services because it

is a user friendly tool that utilizes Microsoft Word-based

authoring," says Mehta. "Anything else we looked at

required more programming. Also, the robust DMS

(document management system) infrastructure and

architecture is easy to navigate and customize for

different groups and levels within the organization."

UNDERSTANDING THE PROCESS

Mehta says that transitioning to an automated document

generation service represented more than just a

technology change for Horizon. "Focusing on business

processes is critical to success," he continues. "That

takes strong sponsorship from management and

executives, and a project management methodology that

factors in all business requirements." 

The process included, among other things, having teams

representing various business processes within the

organization. InSystems also played a significant role

here.  "The technology is great," says Mehta.  "However,

a key component to success is a keen understanding of

insurance business processes. InSystems and its

consultants have this expertise."

April 2005


