Cedilla case study: Health Shield

Customer: Health Shield

Industry: Mutual Cash Plan Organisation
Solution: Microsoft® Business Solutions Navision
Scenario: Health Shield were undergoing considerable changesto theirbusness.

They realised that they would need a system that would have the
flexibility to change and develop with them.
Company Health Shield isa successful non-profit organisation offering cash
Profile: benefit healthcare schemesto individual and group scheme members.
Health Shield isa not-for-profit organisation which existssolely for the
benefit of members.

Benefits: The implementation of Microsoft Navison hasbeen able to support
Health Shield’sgrowth plansand increase the efficiency of routine
busnessesprocesses.

Software The software implemented at Health Shield isbuilt on Microsoft®

Used: Business Solutions—Navision, with some specific customisations.

Summary of the Project and Benefits

Health Shield is one of the UK's leading cash benefits health care schemes. The
company offer cash back to members for a wide variety of healthcare treatments,
including dental, optical, physiotherapy and complimentary therapies.

Health Shield benefit schemesare used by tensof thousands of group and individual
members throughout the UK. Corporate clients include Virgin Megastores, Gala
Clubs, Hygiene Products and Coca Cola, all of which have implemented the
healthcare scheme aspart of theiremployee benefit packages.

Health Shield paysbackto itsmembersover 80% of itscontribution income in the form
of benefit claims - one of the highest percentagesin the industry. Health Shield seek
to provide a high level of service to customers, processing member claims quickly
and efficiently.

In 2003, Health Shield reviewed itsbusinesscritical IT systems. They identified a number
of areas where they might benefit from the implementation of a single solution.
Cedilla Systems designed and implemented the system, built on Microsoft® Business
Solutions Navison, in March 2004. Snce then, Health Shield has witnessed
consderable time savings and benefits across the organisation. Some of these key
benefitsinclude:

Automated handling of Group Scheme Policies. This has increased
administrative efficiency dramatically. It now takes the company a
significantly reduced time to record financial transactions for all group
policies. The time savings have allowed them to successfully deploy resource
to other areasof the organisation.

Quicker processing of claims. By making claims information readily available
to the clerks who process payments, the Microsoft Navison solution hasbeen
able to save Health Shield an estimated 2 days per month in administrative
efficiencies.
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“We felt that Cedilla clearly understood our business needs
and responded to them in a timely and appropriate manner”

Jonathan Burton, Chief Executive, Health Shield

More streamlined business processes. As Health Shield had operated
separate Accounts and Claims processing systems, the company had to
manually input data between systems (e.g. re-keying postingsto the General
ledger from a claim which had been paid). By smplifying these and other
processes, Health Shield have estimated a further four days savings per
month.

Increased efficiency throughout the business from effectively re-deploying
resourcesmade available from the implementation of Microsoft Navision.

Searching for an Efective, Integrated Solution

Before implementing Microsoft Navison, Health Shield were using three different
software solutions (separate contact management, accounts and claimsprocessng
systems). A single integrated system hasreduced the duplication of both data and
effort.

With increasing change and competition in the industry, Health Shield are likely to
face rapid changesto their working practisesin the future. They wanted a software
solution which could adapt to their changing needs, which could provide the
flexibility to develop with them and which could allow them to reach their full
potential. More specifically, Health Shield wanted their chosen software solution to:

Ensure that the company’sprocesseswere protected through a fully supported
system

Provide flexibility for future changes

Allow them to respond rapidly to customer queries.

Improve accesswithin the company to relevant businessinformation

Ensure easy and efficient data entry

Provide a single database with all and more of the software functionality
contained in their previousindividual systems.

Create consderable time savings, and minimise the possbility of error from the
manual re-keying of financial data.

Health Shield had looked at a number of options. They had talked to a local systems
design specialist, and an independent desgner able to modify their existing system.
Fnally, they opted for a Microsoft Navision system implemented by Cedilla. As a
leading independent Microsoft Navison Solution Centre, Cedilla Sysstemshasa strong
reputation for delivering innovative solutions. This, combined with extensive
experience with cash-plan companies like Health Shield, made them the clear
choice to carmy out the project.

Continuousimprovement in customer service

Health Shield look to dispatch a large majority of claimants chequesthe day after
the claim hasbeen received. “Thisisone area where we seek to gain a competitive
advantage” explained Keith Sandbach, ITManager at Health Shield. “As a business,
we face the challenge of maintaining ourresponse timesasourcustomerbase grows
and asthe volume of claimsincrease. Microsoft Navison has helped usto preserve
and even exceed ourlevelsof customer service”.

Microsoft Navision hasbeen able to help Health Shield improve the efficiency of the
claims payment process. Previoudy, users would input the details of a claim on
receipt and then have to re-input this information if paid out. “We estimate that we
have been able to save around two days per month of administrative time in this
efficiency alone”.
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“Microsoft Navision has helped usto ... exceed our levels of
customer service”
Keith Sandbach, ITManager, Health Shield

The Microsoft Navison system hasalso provided staff at Health Shield with quick and
easy access to information such as account balances or outstanding claims. This
allowsthem to provide more timely responsesto member queries.

Improving administrative processes

Health Shield also use Navision to help them manage its Health Declaration Process.
Allnew membersare required to complete a standard form to declare their state of
health at the time of taking a policy. Thisisimportant information to Health Shield as
the detailsfrom the memberform basisforthe policy coverthat can be offered.

“We were finding it increasingly difficult to track the stage we were at in collecting
Health Declaration forms from members’, explained Peter McAndrew Sales &
marketing Manager at Health Shield. “We required a quick and efficient method of
issuing reminder lettersto prospective memberswho had not confirmed their state of
health or sent in a Health Declaration form. We also wanted a reporting procedure to
monitorthe progressof form completion, once they had been dispatched”.

Prior to the implementation of Microsoft Navision, staff would spend considerable
time tracking and chasing individual member forms to complete the Health
Declaration Process. “Now, we can report on how long a customer'sform hasbeen
outstanding and produce automatic reminder letters after a specified number of
lapsed days. Thishasincreased efficiency significantly”.

Reassurance

Many of Health Shield’s previousITsystems (e.g. the Members, Claimsor Contributions
systems) had been supported intemally. This had been adequate for their needs
when their IT infrastructure was less complex. As the company continued to grow,
and as the number of members and transactions increased, concems were
expressed about the stability of their IT support service. The management team
recognised that a broader, more dedicated support service wasrequired.

Cedilla provide a dedicated support offering, which includes a live support desk
during working hours and a account manager to help with individual customer's
specific queries. Health Shield also wanted reassurance that their software solution
would continue to be developed and supported in the future. Microsoft Business
Solutions are one of the few ERP (Enterprise Resource Planning) vendors on the
market today who were able to offer Health Shield that reassurance. Microsoft invests
over $2.5 bn annually in the Research & Development of its solutions. Microsoft has
also pledged to develop the Microsoft Navison product with a clearly defined
product roadmap. “Cedilla were able to reassure us that Microsoft Navision is a
future-proof and stable software solution”.

Greater efficiency

Health Shield wanted to enable the usersof itscomputer system to respond quickly to
customer queries. Previoudy, it had taken administrative staff more time than was
necessary to navigate in and out of Health Shield’s various systems. Accessing sales
ledger entries for a specific customer, for example, was often needlessdy complex. A
member may have called to enquire about a claim, and staff would have to look
through the entire claimsrecord to find the claim information in one system and then
move into a separate system to find the member spersonal details.

One of the main advantages of Microsoft Navision is its user friendly interface.
Navision’s look up, dril-down functions and key board short-cuts make navigation
through all areas of the system quick and easy. Now if a member makes a claim
enquiry the member of staff dealing with it can move easly from a table showing
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“Since the implementation of Microsoft Navision, the handling of
group schemesisnow fully automated”

Maxine Wilson, Account Director, Health Shield

memberspersonal detailsinto a table showing all of their claim information with just
a few key strokes.

Health Shield also manage a number of corporate customer policies. Health Shield
would receive one cheque from an employer to cover all the individual policies of
their many employees. A vast amount of time was spent reconciling the monies
received against individual members.

Smilarly much time was spent processing individual Direct Debit and standing order
payments. Whilst Health Shield had automated some of this process, it had been
estimated that at least one full-time person was required to carry out thistask - time
that could have been more profitably spent elsewhere.

“Snce the implementation of Microsoft Navision, the handling of group schemes is
fully automated” explained Maxine Wilson, Accounts Director for Health Shield.
“When payment for a group policy is made it can be applied to the relevant
individualsautomatically”.

Better access to information

The introduction of the Microsoft Navison CRM module at Health Shield hasprovided
staff with all the information they need on members, when they need it. Users can
access relevant benefits or claims information at the touch of a button, along with
detailed ledger entries for claims processed and contributions collected. Customer-
facing staff can answer almost any typical query that a member may have for them.
This has helped to save time and enhance Health Shield’'s reputation in the
marketplace asan efficient provider of quality cash-plan services.

The right partner

Health Shield chose Cedilla for their ability to handle the complex requirements of a
number of their policies. Cedilla have extensive experience within the industry, and
were able to understand Health Shield’srequirementsclearly.

Cedilla built a strong working partnership with Health Shield that enabled them to
work well together. As Jonathan Burton, Chief Executive of Health Shield, explains
“We felt that Cedilla clearly understood our businessneedsand responded to them in
a timely and appropriate manner. Their experienced consultants had a professonal
attitude to the project and guided us from the initial meeting through to the system
go-live date.”

“We are confident that we made the right choice to invest in both Cedilla and
Microsoft Navision. We believe we will continue to see a return on our investment as
we develop both ouruse of the system and ourworking relationship with Cedilla.”

Snce the initial implementation took place Cedilla hasalready done additional work
with Health Shield. Frstly through providing a solution to manage major changesin
their membership schemes. More recently Cedilla have been working on plans to
introduce the fixed assetsmodule of Microsoft Navison at Health Shield.
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