
EXECUTIVE SUMMARY

Siemens-Betriebskrankenkasse (SBK) is Germany’s 
largest company health insurance fund and one of 
the country’s 15 overall largest health insurance 
providers. SBK, which operates across the en-
tire country, has around 115 offices and 1,300 
employees looking after more than one million 
people. The business has now digitised and 
consolidated its incoming mail systems in order 
to process incoming documents more efficiently.

The system now automatically captures and 
classifies documents, then hands them over to 
the appropriate department. Meanwhile, the 
documents and their current status can be viewed 
at any time by any staff member. This speeds up case 
management overall, easing the administrative 
burden for the company’s employees.

inovoo was responsible for analysis, proof of 
concept, implementation and training during the 
project. An experienced provider of efficient input 
management solutions, inovoo also provided 
the software solution NOVO Mail. In future, all 
incoming mail channels will be integrated into the 
new system.
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Germany’s largest company health insurance fund automates its incoming 
mail systems with NOVO Mail, considerably speeding up case management.



Siemens-Betriebskrankenkasse receives around 10 
million documents containing a total of 25 million pa-
ges every year. The vast majority of these documents 
are paper-based, but email is also becoming an
increasingly important factor. The documents 
processed include invoices for medical care, cures 
and rehabilitation, doctors’ notes, insurance status 
questionnaires and others. Quickly and efficiently 
capturing and indexing these documents, then 
assigning them to the correct document category 
and passing them on to the appropriate department 
for processing, used to be an arduous and expensive 
process. 
Administrative staff had to manually register and 
classify documents themselves, as well as add details 
if anything were missing or incorrect. The existing 
scanning solution only provided information to 
customer service representatives at SBK’s 115 offices, 
confirming that a transaction had been registered 
and was being processed. It hardly met the potential 
normally offered by a scanning system that could 
automatically hand over digital documents to the 
appropriate department.

DIGITISING INCOMING MAIL

The goal, then, was to develop a professional input 
management system which would digitise and 
automate the incoming mail system, allowing 
centralised access to documents and the current sta-
te of processing. This would take the administrative 
load off SBK’s employees, improve customers’ access 
to information and guarantee compliance with legal 
requirements for long-term archiving.

CLASSIFIED AND FORWARDED 
IN UNDER TWO MINUTES

Working closely with inovoo, a specialist in input 
management, SBK analysed its existing processes and 
developed a plan for automating its incoming mail 
systems. inovoo was chosen because of its proven 
expertise in business process optimisation.  

Ralf Bayer, head of IT Services and Project Manage-
ment at SBK, said, “We were convinced by a combina-
tion of product-independent advice and well-grounded 
technological knowhow. inovoo was a highly competent 
partner from start to finish, including analysing existing 
processes, developing a proof of concept, starting up the 
new solution and training staff.”

AUTOMATION WITH NOVO MAIL

The technological core here is inovoo’s software 
solution NOVO Mail. All incoming documents are 
now scanned and automatically handed over to the 
new system which classifies them and forwards them 
on to downstream administrative departments. The 
whole process, from scanning to export to the target 
system, takes no more than two minutes. 
Scanning and correction – for incorrect addresses, 
say, or missing source data – are done by a third 
party provider. This means SBK staff have more 
resources free for actual processing work. Staff only 
need to manually intervene when the system fails to 
definitively identify a document’s category.

All in all, the automation rate is now 70 percent – an 
excellent level, considering the 500 document types 
SBK works with.
Within the next two years, all daily mail – including 
digital documents – should be processed in this way. 
Expansion operations are now under way to include 
email, thanks to NOVO Mail, a software package for 
automatically processing incoming email and reliably 
handing it over to archiving systems.
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VIEW CURRENT STATUS EASILY

The advantages of the new system are particularly 
clear to see when considering billing, notices of inabili-
ty to work, or updates to family details.

Example: Billing

There are 80 different document types to deal with 
here: they include bills for cures and hospital stays, re-
habilitation, or ultrasound screenings, to name just a 
few. Documents are first scanned in colour, then clas-
sified by the system and handed over to administra-
tors. To that end, the software reads out the data and 
assigns it to the corresponding insurance policy num-
ber. Employees used to have to read out a document’s 
mailroom before they could set up a transaction. This 
meant creating a cover page and scanning it, along 
with the corresponding documents, in order to then 
store the entire transaction in the archive. After all 
that, it was no longer available for further processing.

Now, though, it’s all different: any employee with the 
appropriate rights can call up a digital copy of a tran-
saction and see its current state of processing. This 
feature is available both to the central accounting de-
partment in Leipzig and to on-site advisors. Long gone 
are the days when even scanned documents only arri-
ved in paper format on an administrator’s desk.

Example: Proof of inability to work

These documents are first scanned in batches of 200 
to 400 pages each and handed over to the system 
in digital format. Using automatic recognition results 
and/or manual verification, the software sorts the 
documents and exports them in batches of 25 do-
cuments each. Administrative staff then performs 
post-processing while the document is stored in the 
customer’s electronic file.

MULTIPLE BENEFITS FOR SBK

SBK receives a number of benefits overall:

• Unified processing of incoming mail for paper, 
 fax and email

• Faster processing

• All documents are available in digital format, in 
 colour, including their current processing status

• Significantly improved access to information 
 for employees

• Employees have less administrative work to do

• Freedom to concentrate on the core business

“We were convinced by a combination of product-indepen-
dent advice and well-grounded technological knowhow. 
inovoo was a highly competent partner throughout this 
demanding project, from analysing existing processes, to 
developing a proof of concept, then starting up the new 
solution and training staff.” 

RALF BAYER
Head of IT Services and Project Management
Siemens-Betriebskrankenkasse
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LEADING BUSINESSES
TRUST INOVOO

• The world’s largest shipping line

• Europe’s largest direct bank

• Germany’s largest health insurance fund

www.inovoo.com

WANT TO LEARN MORE 
ABOUT OUR SOLUTIONS?

Just give us a call on +44 1793 852100 or email  

info@inovoo.com. We‘ll be happy to tell you in 

person about all the advantages of our solution.

UK: inovoo, Oban House, Rope Yard, Royal Wootton Bassett, Wiltshire, UK. SN4 7BW, Phone +44 1793 852100, Fax +44 1793 238252 
GERMANY: inovoo GmbH, Billerberg 11, 82266 Inning am Ammersee, Phone +49 8143 999 57 0, Fax +49 8143 999 57 29
info@inovoo.com

inovoo is a highly specialized partner in the fields of 

multi-channel management (customer dialog, cus-

tomer correspondence), customer communications 

and process automation in the B2C environment. We 

provide products and solutions for SMEs and large 

enterprises, covering the entire spectrum of input 

management, output management, and everything 

in between – and all from one source.

• 100% integrated solutions

 → No more isolated applications!

• Integrate all communications channels

 → Traditional mails and faxes, email and web, 

 and even mobile devices!

• Holistic processing

 → One system covering input, process and output 

 management!

siemens-betriebskrankenkasse

the OptimizatiOn Of business prOcesses 

starts with the peOple!


