
Menzis is one of the most important 
players in the healthcare insurance 
industry in the Netherlands. Besides a 
range of healthcare insurance policies 
and reimbursements the company also 
offers ‘second opinions’ and consultancy 
for seniority care, pregnancy, etc.

1.800 employees take care of the 
needs of 2,1 million insured people 
and as Menzis’ customer population 
involves all ages they need to be 
able to communicate in different 
ways and through different channels. 
They also need to take into account 
an annual volume of almost 13 
million communications and a few 
communication peaks per year. Menzis 
handled its invoicing completely on 
paper until they started their Digital 
Output via Scriptura project. 

Digital Output via Scriptura (DOS)

Menzis’ goal was to digitize its 
invoicing processes and to enable 
communications that go with it as well 
integration with other systems. Invoices 
were still on paper. Printing and mailing 
costs were too high, mailing delivery 
speed was rather low and in general 
customer payments came in rather 
slowly. There was a need for a stable 
platform that not only could manage 
invoice creation but also establish an 
environment for complete (future) 
digital output, communication and 
interaction. And so the project Digital 
Output via Scriptura was born.

A platform as a fundamental base

Each project deserves a well-considered, 
objective approach and it is only 
normal that all stakeholders within 
an organization can pronounce 
their preferences. An alternative was 
outsourcing but other parties were 
not able to offer all functionalities as 
in the DOS proposal. Finally, after a 
successful POC, Menzis chose DOS with 
Scriptura Engage as the central base. 
The multichannel platform manages 
invoice creation, document flow and 
bouncing ruling and enables print or 
email as delivery points. It also feeds 
MyMenzis, the customer services portal, 
with statements, policies and other 
documents and sends email notifications 
to the customers when new uploads 
have been made to their account. Finally, 
the environment has a complete delivery 
management user interface that can 
monitor any communication digitally. In 
other words, DOS is an extended digital 
platform.

Open architecture, a joy for 
integration

The digital project could not have been 
successful without the integration 
capability of Scriptura Engage. The 
platform is developed in open standards 
and was perfectly integrated with 
five other systems. Scriptura Engage 
is a platform that enables bounce 
monitoring and ruling. An example:  
When an email isn’t delivered at 
a customer, the email address is 

automatically being removed from 
the database and the email preference 
status overruled. The bounce rule then 
triggers the postal mailing of the same 
message. This way Menzis is sure its 
message will reach its customer. At the 
same time, the back office receives the 
communication that has bounced and 
can make the necessary steps.

Worktime and cost reduction

Menzis was able to reduce worktime 
thanks to the introduction of electronic 
forms and centralized printing and 
thanks to the output digitization. 
In one year’s time about 90% of the 
cost coming from printing and postal 
sending was taken away. And there is a 
small increase to be noted in the output 
management worktime. In general, 
Menzis invested in a project that has 
taken the digital wave, that is more ready 
for the future and that reduced costs as 
well as worktime. Mission accomplished.

Batch and on demand

The first part of the digital transition was 
kicked off for all output that is sent in 
high volumes, such as invoices. It was the 
‘easiest’ part and had the biggest impact 
at the same time. The output on demand 
is being printed centrally. 256 templates 
have been designed to get across 
specific, personalized communications. 
On the long term Menzis will also send 
these communications digitally, with no 
need to change the templates created 
today.
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• Digital transformation of 
invoicing and communication

• Speed up customer payments
• Monitor and report processing 

jobs

• Bounce monitoring and ruling
•  Interaction with other systems

• Future-proof integration 
capability, incl. bounce ruling

• Multichannel platform
• Controlled processing of 

output batches with fallback


