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Çedilla  c ase study: Health Shield  
 
Customer: Health Shield   
Industry: 
 

Mutua l Cash Plan Organisa tion  

Solution: Mic rosoft® Business Solutions Navision 
Sc enario: Health Shield  were undergoing c onsiderab le c hanges to  their business. 

They rea lised tha t they would  need a  system tha t would have the 
flexib ility to c hange and develop with them. 

Company 
Profile: 

Health Shield  is a  suc c essful non-p rofit organisa tion offering c ash 
benefit hea lthc a re schemes to ind ividua l and group sc heme members. 
Health Shield  is a  not-for-p rofit organisa tion whic h exists solely for the 
benefit of members. 

Benefits: The imp lementa tion of Mic rosoft Navision has been ab le to support 
Health Shield ’s g rowth p lans and  inc rease the effic ienc y of routine 
businesses p roc esses.  

Software 
Used: 

The softwa re implemented  a t Hea lth Shield  is built on Mic rosoft® 
Business Solutions –Navision, with some spec ific  customisa tions.  
 

 
Summary of the Projec t and Benefits 
Hea lth Shield  is one of the UK’ s leading c ash benefits hea lth c a re sc hemes.  The 
c ompany offer c ash bac k to members for a  wide va rie ty of hea lthc a re trea tments, 
inc lud ing  denta l, op tic a l, physio therapy and  c omplimenta ry therap ies.  
 
Hea lth Shield  benefit sc hemes a re used  by tens of thousands of g roup  and ind ividual 
members throughout the UK. Corpora te c lients inc lude Virg in Megastores, Ga la 
Clubs, Hygiene Produc ts and Coc a  Cola , a ll of whic h have implemented  the 
healthc a re sc heme as part of their employee benefit pac kages. 
 
Hea lth Shield  pays bac k to its members over 80% of its c ontribution inc ome in the form 
of benefit c la ims - one of the highest perc entages in the industry.  Hea lth Shield  seek 
to p rovide a  high level of servic e to c ustomers, p roc essing member c la ims quic kly 
and effic iently.  
 
In 2003, Health Shield  reviewed its business c ritic a l IT systems. They identified  a  number 
of a reas where they might benefit from the implementa tion of a  sing le solution. 
Çedilla  Systems designed  and  imp lemented  the system, built on Mic rosoft® Business 
Solutions Navision, in March 2004. Sinc e then, Hea lth Shield  has witnessed  
c onsiderab le time savings and  benefits ac ross the organisa tion. Some of these key 
benefits inc lude: 
 

·  Automated handling of Group Sc heme Polic ies. This has inc reased 
administra tive effic ienc y d ramatic a lly. It now takes the c ompany a 
signific antly reduc ed  time to  rec ord  financ ia l transac tions for a ll g roup  
polic ies. The time savings have a llowed  them to  suc cessfully dep loy resourc e 
to other a reas of the organisa tion.  

·  Quic ker proc essing of c laims. By making c la ims informa tion read ily ava ilab le 
to the c lerks who p roc ess payments, the Mic rosoft Navision solution has been 
ab le to save Health Shield  an estimated  2 days per month in administra tive 
effic ienc ies.  
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·  More streamlined business proc esses. As Health Shield  had  opera ted  

separa te Ac c ounts and  Cla ims p roc essing systems, the c ompany had to 
manua lly input da ta between systems (e.g . re-keying postings to the Genera l 
ledger from a c la im whic h had been pa id ). By simp lifying these and other 
p roc esses, Hea lth Shield  have estima ted a  further four days savings per 
month.  

·  Inc reased effic ienc y throughout the business from effec tively re-dep loying 
resources made ava ilab le from the imp lementa tion of Mic rosoft Navision. 

 
Searc hing for an Effec tive, Integrated Solution 
Before implementing Mic rosoft Navision, Hea lth Shield  were using three d ifferent 
softwa re solutions (sepa ra te c ontac t management, ac c ounts and  c la ims p roc essing 
systems). A sing le integra ted  system has reduc ed  the dup lic a tion of both da ta  and 
effort.  
 
With inc reasing c hange and  c ompetition in the industry, Hea lth Shield  a re likely to 
fac e rap id  c hanges to their working p rac tises in the future. They wanted a  softwa re 
solution whic h c ould  adap t to their c hanging  needs, whic h c ould  p rovide the 
flexib ility to develop  with them and whic h could  a llow them to reac h their full 
potentia l. More spec ific a lly, Hea lth Shield  wanted  their c hosen softwa re solution to : 
  

·  Ensure tha t the c ompany’s p roc esses were p rotec ted  through a  fully supported 
system 

·  Provide flexib ility for future c hanges 
·  Allow them to respond rap id ly to c ustomer queries. 
·  Improve ac c ess within the c ompany to relevant business information  
·  Ensure easy and  effic ient da ta entry 
·  Provide a  single da tabase with a ll and  more of the softwa re func tiona lity 

c onta ined  in their p revious ind ividual systems.  
·  Crea te c onsiderab le time savings, and  minimise the possib ility of error from the 

manua l re-keying  of financ ia l da ta .  
 
Hea lth Shield  had  looked a t a  number of op tions. They had ta lked to a  loc a l systems 
design spec ia list, and  an independent designer ab le to mod ify their existing system. 
Fina lly, they op ted for a  Mic rosoft Navision system imp lemented  by Çedilla . As a 
lead ing  independent Mic rosoft Navision Solution Centre , Çedilla  Systems has a  strong 
reputa tion for delivering innova tive solutions. This, c ombined with extensive 
experienc e with c ash-p lan c ompanies like Health Shield , made them the c lea r 
c hoice to c a rry out the p rojec t.  
 
Continuous improvement in customer service 
Hea lth Shield  look to d ispa tc h a  la rge ma jority o f c la imants’  c heques the day after 
the c la im has been rec eived .  “ This is one a rea where we seek to ga in a  c ompetitive 
advantage”  exp la ined  Keith Sandbac h, IT Manager a t Health Shield . “ As a  business, 
we fac e the cha llenge of mainta ining  our response times as our c ustomer base grows 
and  as the volume of c la ims inc rease. Mic rosoft Navision has helped  us to p reserve 
and  even exc eed  our levels of c ustomer servic e” .  
 
Mic rosoft Navision has been ab le to help  Health Shield  imp rove the effic iency of the 
c la ims payment p rocess. Previously, users would  input the deta ils of a  c la im on 
rec eip t and  then have to re-input this information if pa id  out. “ We estimate tha t we 
have been ab le to save a round two days per month of administra tive time in this 
effic ienc y a lone” . 
 

“ We felt that Çedilla c learly understood our business needs  
and responded to them in a  timely and appropria te manner”  

Jonathan Burton, Chief Executive, Health Shield  
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The Mic rosoft Navision system has a lso p rovided  sta ff a t Health Shield  with quic k and 
easy ac cess to informa tion suc h as ac c ount ba lances or outstand ing c la ims. This 
a llows them to p rovide more timely responses to member queries. 
  
Improving administra tive proc esses 
Hea lth Shield  a lso use Navision to help  them manage its Hea lth Dec la ra tion Proc ess. 
All new members a re required  to c omplete a  standa rd  form to dec la re their sta te  of 
health a t the time of taking a  policy. This is important informa tion to Health Shield  as 
the deta ils from the member form basis for the polic y c over tha t c an be offered .  
 
“ We were find ing it inc reasingly d iffic ult to trac k the stage we were a t in c ollec ting 
Hea lth Dec la ra tion forms from members” , exp la ined  Peter Mc Andrew Sa les & 
marketing Manager a t Health Shield . “ We required a  quic k and  effic ient method  of 
issuing reminder le tters to  p rospec tive members who had  not c onfirmed their sta te of 
health or sent in a  Hea lth Dec la ra tion form. We a lso wanted  a  reporting  p roc edure to 
monitor the p rogress of form completion, once they had  been d ispa tc hed” . 
 
Prior to the implementa tion of Mic rosoft Navision, sta ff would spend  c onsiderab le 
time trac king and  c hasing ind ividua l member forms to c omplete the Hea lth 
Dec la ra tion Proc ess. “ Now, we c an report on how long a c ustomer’s form has been 
outstand ing and  p roduc e automa tic  reminder letters a fter a  spec ified  number of 
lapsed  days. This has inc reased  effic ienc y signific antly” . 
  
Reassuranc e  
Many of Hea lth Shield ’s p revious IT systems (e.g . the Members, Cla ims or Contributions 
systems) had  been supported interna lly. This had  been adequa te for their needs 
when their IT infrastruc ture was less c omplex. As the c ompany continued  to g row, 
and as the number o f members and transac tions inc reased , c onc erns were 
exp ressed  about the stab ility of their IT support servic e. The management team 
rec ognised  tha t a  b roader, more ded ic a ted  support servic e was required . 
 
Çedilla  p rovide a  ded ic a ted  support offering , which inc ludes a  live support desk 
during working hours and a ac c ount manager to help  with ind ividual c ustomer’ s 
spec ific  queries. Hea lth Shield  a lso wanted  reassuranc e tha t their softwa re solution 
would c ontinue to be developed and  supported in the future. Mic rosoft Business 
Solutions a re one of the few ERP (Enterp rise Resource Planning) vendors on the 
market today who were ab le to offer Health Shield  tha t reassuranc e. Mic rosoft invests 
over $2.5 bn annua lly in the Researc h & Development of its solutions. Mic rosoft has 
a lso p ledged to develop  the Mic rosoft Navision p roduc t with a  c learly defined 
p roduc t roadmap . “ Çedilla  were ab le to reassure us tha t Mic rosoft Navision is a  
future-p roof and  stab le softwa re solution” .  
 
Greater effic ienc y 
Hea lth Shield  wanted to enable the users of its c omputer system to respond  quic kly to 
c ustomer queries. Previously, it had  taken administra tive sta ff more time than was 
nec essa ry to naviga te in and  out of Health Shield ’ s va rious systems. Ac c essing  sa les 
ledger entries for a  spec ific  c ustomer, for example, was often need lessly c omplex. A 
member may have c a lled to enquire about a  c la im, and  sta ff would have to look 
through the entire c la ims rec ord  to find  the c la im informa tion in one system and  then 
move into  a  separa te system to  find the member’ s persona l deta ils.  
 
One of the main advantages of Mic rosoft Navision is its user friend ly interfac e. 
Navision’s look up , d rill-down func tions and  key board  short-c uts make naviga tion 
through a ll a reas of the system quic k and  easy. Now if a  member makes a  c la im 
enquiry the member of sta ff dealing with it c an move easily from a tab le showing 

“ Mic rosoft Navision has helped us to … exceed our levels of 
c ustomer service”  
Keith Sandbach, IT Manager, Health Shield   
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member’ s persona l deta ils into a  tab le showing a ll of their c la im information with just 
a  few key strokes.   
 
Hea lth Shield  a lso manage a number o f c orpora te c ustomer polic ies.  Health Shield  
would  rec eive one c heque from an emp loyer to c over a ll the ind ividua l polic ies of 
their many emp loyees.  A vast amount of time was spent reconc iling the monies 
rec eived  aga inst ind ividua l members.   
 
Simila rly much time was spent p roc essing ind ividual Direc t Deb it and  stand ing order 
payments.  Whilst Health Shield  had  automa ted  some of this p roc ess, it had  been 
estima ted  tha t a t least one full-time person was required  to c a rry out this task - time 
tha t c ould  have been more p rofitab ly spent elsewhere.  
 
“ Sinc e the implementa tion of Mic rosoft Navision, the handling of group  sc hemes is 
fully automa ted”  exp la ined  Maxine Wilson, Ac counts Direc tor for Hea lth Shield . 
“ When payment for a  group  polic y is made it c an be app lied to the relevant 
ind ividua ls automatic a lly” .  
 
Better ac c ess to information 
The introduc tion of the Mic rosoft Navision CRM module a t Health Shield  has p rovided  
sta ff with a ll the informa tion they need  on members, when they need it. Users c an 
ac c ess relevant benefits or c la ims informa tion a t the touc h of a  button, a long with 
deta iled  ledger entries for c la ims p roc essed and  c ontributions c ollec ted . Customer-
fac ing sta ff c an answer a lmost any typ ic a l query tha t a  member may have for them. 
This has helped  to save time and  enhanc e Hea lth Shield ’ s reputa tion in the 
ma rketp lac e as an effic ient p rovider of quality c ash-p lan servic es. 
  
The right partner 
Hea lth Shield  c hose Çed illa  for their ab ility to hand le the c omplex requirements of a  
number of their polic ies. Çedilla  have extensive experience within the industry, and  
were ab le to understand  Hea lth Shield ’s requirements c learly.  
 
Çedilla  built a  strong working partnership  with Health Shield  tha t enabled  them to 
work well together.  As Jona than Burton, Chief Exec utive of Hea lth Shie ld , exp la ins 
“ We felt tha t Çedilla  c lea rly understood  our business needs and  responded to  them in 
a  timely and  appropria te manner. Their experienc ed c onsultants had a  p rofessional 
a ttitude to  the p rojec t and guided  us from the initia l meeting through to the system 
go-live da te.”  
 
“ We a re c onfident tha t we made the right c hoice to invest in both Çedilla  and 
Mic rosoft Navision. We believe we will c ontinue to see a  re turn on our investment as 
we develop  both our use of the system and  our working rela tionship  with Çed illa .”  

 
Since the initia l imp lementa tion took p lac e Çed illa  has a lready done add itiona l work 
with Hea lth Shield . Firstly through p rovid ing a  solution to manage ma jor c hanges in 
their membership  schemes. More recently Çed illa  have been working  on p lans to 
introduc e the fixed assets module o f Mic rosoft Navision a t Health Shield .  
 
 
 
 
 
 
 
 

“ Since the implementation of Mic rosoft Navision, the hand ling of 
group sc hemes is now fully automated”  

Maxine Wilson, Account Direc tor, Health Shield  


