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Check in to
this session!

Open the mobile app and
navigate to your session to
check in.

Housekeeping
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Rate the
session!

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

app.
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Post on the
app!

Post a comment, photo or the best tip
in the Activity Feed with
#DSF22Chicago.
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What Is Forms Modernization?




Customer Maturity Progression

(7

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

|dentify 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

Digital Experience Creation

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

%R

Intelligent

Contextually relevant
experiences
Automated form &
content modernization
Recommended
improvements via
machine learning
High operational
efficiency

Digital transformation
at scale
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Then

and Now

THEN

PUBLIC SERVICE
HEALTH CARE PLAN

CLAIM FORM
. . PAGE 1
Out-of-Country Claims -- Comprehensive Coverage
Meamber Information
Contract Numbar 55555 Cartificrie Mumber Pato of Rirth Pay  Month  Yeor
last Neme Given Name
Street Adcres Apt. Mumber
City Provinastete Country BosteliZip Code

Daytime Tel. Mumbar (ind. Country Code) Evening Tel Number (incl. Couniry Code) Mate of Empicyes Posting

Are you covered for any of thase sxparses uncer sny other medicsi pian? Mo (] Yes [] W If yes, please indicatic
s an employee | orpensiorer (] and complete the felowing: o
Contract Mumber: Cartificrie Muvber

Complete if Spouse or Common-Law Spouse Covered by this Claim
If comman lew spause, has this relstionship een In effest for o1 beast one yesr? o [ wes [

Fusll Nema Dota of irth ~ Day | Manih
I3 the sbave pamon envarsd for sny of thess sxpanms undar snothar medses] plan or contract other than the PSHEM Ne [ Yes [ mb 1f yes,
you should submit the debm 1o this person’s plen fint.

Complete if Children Covered by this Claim

"‘"W‘ bt Date of Birth 1 o s 11 enal owar, check whothor child is
Hare son | Doughewe] Oy | Morah | oar Ohabled ful- o Student

“Are your ehldvess cversd for sny of these expenses under you spouse or comman lta oue's medil plen or contrect?
No[T Yes [] b i yos, what is the momth snd day of this pamon’s birtiday? | wonth:  Day | Claim expenses fer childran under
the plan of the with the serllest birthday (menth and In the alendr

Are tia axpensas the resuit of sn scddant?  Ne [ Yes[] mb- i yes, compheta the ollowing:
Vehare did the secdant oour? Work L] wome ] other [ When did the scddent aarud
Are any expenses the result of a condftion aovered by Worker's Compangation? MD sz

Day  Menth

- Pleass complete Fege 2 on the reverss of this form. BB

I IMPORTANT: Si vous prefe votre correspand; en frangais, veuillez cocher ici[_] }

THE 003483 07 58 V204572 (US-10-1998) WMOSIIF { Yersion francaise ci-jointe )

NOW

Public Service Health Care Plan (PSHCP)
Claim Form

PROTECTED onge completed. Ce formulaire est disponible en francais. Contract rumber
Please read all instructions and information; make sure that all sections are complete and accurate 055555

‘or this daim will be returned to you.

[ ] Member information —_———————  —

Last name First name ‘ Certificate number
Date of birth {yyyy-mm-dd) Language preference Gender ‘Home telephone number

O english [ French | [] male [ Female
Permanent address (street number and name) “Apartment o suite.
City | Province Teritary Postal code

n Coordination of benefits

Your daim will be adjudicated Is your spouse 2 mermber of the PSHCP or ancther plan administered by
based on the coordination
of benefits information you [lves [0 Mo Ifyes. provide details below.
provided about yourself and
voureligible dependants
during positive enrolment.
Any discrepancies could result e
in a delay in pavment. Spousel o fumber
If your spouse is a member of

Does your spose 2ulfiarze us 0 proces this caim under s/ fier
certificate number?

[0 ves [0 Mo ifyes provide details below.
Gender
[0 male [ Female

Last name of spowse.

‘Spouse’s certificate numer

another group health care Signature of spouse
plan, he/she must submit X

his/her expenses under that

plan first.

n Complete if c ing expenses for your spouse or dependant children

First rame Last name Date of birth fyyyy-mm-dd) | Relationship to you
(] Spouse  [] Daughter
O sen O other
[ spouse  [] Daughter
O san O other
(] spouse [ Daughter
O sen [ other
O spouse [ Daughter
O sen [ other
n Information about your claim
Ensure ‘h-“fljh': ;“'m“;‘)"tznd Are any of the expenses the result of a work injury? O Yes [ No
amount are dearly ma; —— i
on each receipt We will If yes, enclose your worker's compensation statement.
convert the eligible expenses Are any of the expenses the result of a motor vehicle accident? O ves O No
1o Canadian dollars. If yes, enclose your automobile insurance plan stalement.
A‘g‘d‘ DﬁEiﬂ:__']FFE;dPB for Are any of the expenses incurred outside your province/territory of residence? OvYes [ No
each expense claimed. If yes, provide the date of departure from your home province/territory
‘Were you on government business travel? O vYes O No

s claim N

Total amount submitted for

Pagelof 2
EHC-55555-E-07-16 (G3589-E)
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What The User Expects

WHAT THE USER GETS WHAT THE USER EXPECTS

[—

THEATH e
Public Service Health Care Plan (PSHCP) v .
Claim Form “y

PROTECTED ance completed. Ce formulaire est disponible en francais. Contract number HEALTH i I = o
Please read all instructions and information; make sure that all sections are complete and accurate 055555 " e B o N
or this claim will be returned to you. -

n Member information

i

somatizn >
Last name: First name ‘ Certificate number
Date of birth ryyy-mm-ad) Cengage preference | Gender Hame telephone mumber
DCoengisn [ rench | male [ Female [r— e
Permanant address (et numbar and Fame] “Rpartment of ste —— T
Tty ‘ Province, temitory Postal code. e ™
Coordination of benefits EEHEﬂ LTH - fia
Your claim will be adjudicated [T y0ur spouse a member of the FSHCP o anginer Dossyour - hi ke
based on the coordination certificate marber iy
of benefits information you [CIves CIMo  tFyes, provide detaits below. 1 ves [ Mo ifyes provide detais below. " ¥ s
provided about yourself and e - 5 il [
your eligible dependants spowse Gende
during positive enrolment. O Male [ remale v EﬂHEMTH = PR =
ay di 1d msult = - £ -
et Spouses contract number | Spouses certficate nuTher - 2
1 your spouse is a member of S —
another group health care Sigrature of spovse ELRILLL i
plan, he/she must submit X -
e that - 1Dk =
plan first. -y
[ 3 | Complete if claiming expenses for your spouse or dependant child Providar Appl 2 Ermrcr ]
Roskioney st it -
Frstrame. Last name Date of birth ryyy mm-39) | Reltionship o you . » 2
O spose [ Daughter o ) ) .
Dsen D other D s i enchusivaty wil
O spouse [ Daughter s Ho
Cson [ other
Tpeont ¢ s
O spause [ Daughter
Oson [ other -
O spose O Daughter , Juicatioes
Oson O other 3 ity
n Information about your claim
y Apphdtion pratessing tim
E mmhstéhrgmn;l;nd Are any of the expenses the result of a work injury? OYes O No daps. Upload youl - Staea
amount are dearly ma -
on each receipt, We will Ifyes, enclose your worker's COmpensation statement.
convert the eligible expenses Are any of the expenses the result of a motor vehicle accident? Oves O No
o Canadian dollars. If yes, enclose your automobile insusance plan statement.
Arnch erighnal eeripm for Are any of the expenses incurred outside your province/territory of residence? Oves ONo Cont i
cachexpense daimed. If yes, provide the date of departure from your home provinge/territory
o
Were you on government business travel? Oves ONo

G
Total amount submitted for this cl Emall s

Pagalof 2
EHC-55555-E-07-16 (G3589-E)
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Legacy Formats And System

* 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

Step One:
Understand your situation

©2022 Four Point Solutions Ltd 7 29 March 2022



Regulatory Changes
N N

* 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

Step Two:
Understand your compliance

©2022 Four Point Solutions Ltd 8 30 March 2022
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Digital Transformation

* 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

Step Three:
Understand your needs

©2022 Four Point Solutions Ltd 9 30 March 2022
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Customer Experience

* Customers expect a“Consumer” experience
from all organizations

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

Business EXPERIENCE

YOL R %ELN ESS

Step Four: S |
Understand your customers \ |

©2022 Four Point Solutions Ltd 10 30 March 2022



Key Benefits




Reduce Risk

A common, enterprise forms architecture:
* Reduces security risks

* Ensures compliance

* Makes compliance visible

* Makes costs more predictable

* Improves standardization

©2022 Four Point Solutions Ltd 12 29 March 2022



o N
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

©2022 Four Point Solutions Ltd 13 29 March 2022



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

©2022 Four Point Solutions Ltd 14

29 March 2022
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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

©2022 Four Point Solutions Ltd 15 29 March 2022



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%)
e Reduce abandonment rates (an average of 20%)

Statistics from IDC and Forrester

©2022 Four Point Solutions Ltd 16 29 March 2022



Financial Institution




Challenge

* Forms were in multiple different“source” formats

* Legacy systems no longer supported
* Word and Excel
e 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

©2022 Four Point Solutions Ltd 18 29 March 2022



o N
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

©2022 Four Point Solutions Ltd 19 29 March 2022



Results
I N

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

A

* All existing document generation processes were
supported on Digital Forms

* Fully functional branch-based document solution on a
scalable and maintainable platform

©2022 Four Point Solutions Ltd 20 29 March 2022



Insurance




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

©2022 Four Point Solutions Ltd 22 29 March 2022



o N
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

e 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

©2022 Four Point Solutions Ltd 23 29 March 2022
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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

©2022 Four Point Solutions Ltd 24 29 March 2022



Invoice Presentation




Challenge
I N

* 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

©2022 Four Point Solutions Ltd 26 29 March 2022



o N
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

©2022 Four Point Solutions Ltd 27 29 March 2022



Results
I N

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

A

* 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

©2022 Four Point Solutions Ltd 28 29 March 2022



Bonus Use Case




CSU Fullerton 3 R e T
ALIFORNIA STATE UNIVERSI 1)

FULLERTON

* Key Topics: z | _
* Digitizing paper-based processes "l_ Ny v " i |
(onboarding, enrollment, ID | S '
applications)

* Linking digital forms and digital
signatures

 Cost and time savings — for the
organization and for the students

 Eliminating paper

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

©2022 Four Point Solutions Ltd 30 29 March 2022
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Key Takeaways

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

* Customer expect (and are demanding)
more

* Form modernization affects
* Brand
* Experience
e Cost

* Modernization is more than new tools and - L
new fonts \

* Itis a new way of integrating forms into all
your operations

©2022 Four Point Solutions Ltd 31 29 March 2022
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Thank You

' Questions?

\
\
\

Eric Stevens

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

32 29 March 2022
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