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Housekeeping

Check in to 
this session!

Rate the 
session!

Post on the 
app! 

Open the mobile app and 
navigate to your session to 

check in.

Plus, give your feedback with 
the Session Eval Survey on the 

app.

Post a comment, photo or the best tip 
in the Activity Feed with 

#DSF22Chicago.



What Is Forms Modernization?
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Customer Maturity Progression

4

Digital Experience Creation

Paper-based solution

• Paper or static PDF 
forms

• Slow creation and 
updates

• Ink signatures, manual 
processing and 
duplicate data entry

Basic digital forms

• Fillable, signable PDFs 
and self-serve web 
forms

• Ad-hoc signature 
workflows

• Identify verification
• Accessibility
• Secure archiving with 

audit trail
• Less overhead and 

form errors
• More secure signatures

Automated processes

• Mobile-responsive 
forms & documents

• Business user 
authorizing

• Centralized content 
management

• Advanced workflow 
automation, document 
generation & 
deployment flexibility

• Better customer 
experience

• Less burden on IT 
resources, faster time 
to market

Optimized across
channels

• Cross-channel 
enrollment, save & 
resume across devices

• Targeted personalized 
experiences across 
channels

• Continuous 
improvement via data 
insights

• Improved digital 
conversion rates

• Opportunity for cross-
sell and/or upsell

Intelligent 

• Contextually relevant 
experiences

• Automated form & 
content modernization

• Recommended 
improvements via 
machine learning

• High operational 
efficiency

• Digital transformation 
at scale

29 March 2022©2022 Four Point Solutions Ltd 



Then and Now
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THEN NOW



What The User Expects
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WHAT THE USER GETS WHAT THE USER EXPECTS



• Many organizations use out-dated, unsupported 
systems for Forms

• Many organizations use substitute formats
• Many organizations have no single standard 
• Few organizations have an effective forms 

architecture

Legacy Formats And System
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Step One:
Understand your situation



• Accessibility
• Mandated changes required, but can be difficult, costly 

and time-consuming

• Privacy (e.g. GDPR)
• The form is a record and is covered under privacy laws
• Can you destroy all information?

• Industry Specific
• Healthcare, financial and consumer

Regulatory Changes
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Step Two:
Understand your compliance



• Organizations want to change how the operate
• Take advantage of new platforms
• Expand automation across the organization
• Become more flexible and adaptive
• Faster response to marketing and industry 

changes

Digital Transformation
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Step Three:
Understand your needs



• Customers expect a “Consumer” experience 
from all organizations

• Mobile Support is a Requirement
• Improving Customer Experience is Good 

Business

Customer Experience
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Step Four:
Understand your customers



Key Benefits
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Reduce Risk

A common, enterprise forms architecture:
• Reduces security risks
• Ensures compliance
• Makes compliance visible
• Makes costs more predictable
• Improves standardization
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Reduce Costs

A common, enterprise forms architecture:
• Reduces maintenance costs and time
• Reduces Total Cost of Ownership
• Gets new products and services to market faster
• Eliminates “rogue” forms

29 March 202213©2022 Four Point Solutions Ltd 



Increase Efficiency

A common, enterprise forms architecture:
• Allows for automated workflows
• Allows you to connect data and forms
• Eliminates manual data entry, for you and the 

customer
• Improves customer service and response times
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Improve Customer Experience

A common, enterprise forms architecture:
• Puts your forms on all devices
• Let’s your customer do everything online
• Ensures a consistent brand presentation
• Ensures a consistent customer experience
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Digital Signatures

• A common, enterprise forms architecture allows 
you to use digital signatures

• Digital Signatures are accepted for all business 
and consumer documents

• Implementing digital signatures will
• Save you money (an average of $6 per transaction)
• Increase your productivity (an average of 66%)
• Reduce abandonment rates (an average of 20%)
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Statistics from IDC and Forrester



Financial Institution
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Challenge

• Forms were in multiple different “source” formats
• Legacy systems no longer supported
• Word and Excel
• Custom built “PDF generation” solutions

• Original request: “We need 23 forms made accessible 
and available online for a new online banking group”

• Poor customer experience
• Paper documents and physical signatures
• No pre-population of known data
• Too many manual steps
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Solution

• Migration of 200 forms from legacy system and formats
• Integration with back-end systems
• Elimination of custom-built document generation
• On-demand form generation in branch added
• Data pre-population of data added to in branch generation
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Results

• The bank reduced the risk that the legacy output product 
represented by moving to Digital Forms

• All existing document generation processes were 
supported on Digital Forms

• Fully functional branch-based document solution on a 
scalable and maintainable platform
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Insurance
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Challenge

• Tens of thousands of forms
• Multiple formats and applications
• Each department or division “doing their own thing”
• No brand consistency
• No integration or automation
• Old, paper document styling
• Cluttered, overloaded and confusing

29 March 202222©2022 Four Point Solutions Ltd 



Solution

• Organizational change to consolidate all forms and 
document into one group

• Implemented enterprise-wide form and document 
generation application

• Broke all forms up into modular, re-usable elements
• Combining multiple fields into a common object, such as an 

Address Block
• Allows for re-use – one object on multiple forms

• Complete re-design of all form styling
• Consistent layout across all forms
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Results

• Group supports over 19,000 form and document 
templates

• Generates over 30 million documents per year
• Clean, modern, consistent styling

• Easy for customer to use
• Fewer errors
• Improved brand consistency

• Modularization reduces maintenance costs and speeds 
development of new forms

• Now planning for increased use of online data capture 
with document merge

• Allowing for use of digital signatures
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Invoice Presentation
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Challenge

• Manufacturer generates over 4 million invoices per 
year

• Integrated with AR system
• Over 400 templates
• Developed as monolithic, fixed field layouts
• Migrating to cloud AR system

• Expanding to 70 countries, 21 languages
• 10 invoice types
• 20 customer preferences that affect invoice appearance

• PDF and online presentation to allow for customer 
self-service
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Solution

• Modular and dynamic layouts based on a small number of 
layouts

• All invoice generated on demand from source data
• Highly data-driven

• Which sections to include
• What elements to show
• Localization of fields, dates and amounts

• Online view added to customer portal and support portal
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Results

• Customers can use online portal to view, search, dispute and 
pay invoices

• PDF versions distributed automatically and available on 
demand from the portal

• Support teams have access to exactly the same data and views 
as the customer

• And more options to change the layout to address customer requests

• Reduced maintenance costs
• Small number of templates and modules that are used in multiple 

layouts
• Country and language changes are easier
• New data can be automatically added with minor template changes
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Bonus Use Case
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CSU Fullerton

• Key Topics:
• Digitizing paper-based processes 

(onboarding, enrollment, ID 
applications)

• Linking digital forms and digital 
signatures

• Cost and time savings – for the 
organization and for the students

• Eliminating paper
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https://business.adobe.com/customer-success-stories/cal-state-fullerton-case-study.html

https://business.adobe.com/customer-success-stories/cal-state-fullerton-case-study.html


Key Takeaways

• Legacy formats, old styles, static forms cost 
you time and money

• Customer expect (and are demanding) 
more

• Form modernization affects
• Brand
• Experience
• Cost

• Modernization is more than new tools and 
new fonts

• It is a new way of integrating forms into all 
your operations
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Thank You

Questions?

Eric Stevens
eric.stevens@4point.com
Vice President of Strategic Engagement
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