














eCopy and EMC InputAccel, the two life-cycle processes can be merged to create a single
policy, which reduces cost, increases productivity, and significantly enhances security.

Remote

. Indexing via @
Remote Capture , Direct- — Web Client
Server - attached
Scan scanner via = %
and Index Web Client s” B

offline) @& ==

(offline) Remote Scan and

Indexing via direct
connection to

/20
3

Direct- _— InputAccel server
attached E——
scanner via
Web Client £ e Remote
Indexing
via Citrix

Network- ‘/_'
attached % N
MFP T

InputAccel
server

In addition to supporting MFP devices for remote capture, the Captiva capture
architecture offers a complete distributed capture solution that addresses the

various remote scanning and indexing requirements that organizations have today.

BUSINESS PROCESS IMPROVEMENT OPPORTUNITIES
Insurance Industry

Process Overview

Most insurance companies employ a large pool of in-the-field insurance agents that vary in
number depending on the size of the organization and its geographical footprint. Any time
a customer experiences an extraordinary event such as an auto accident, house fire, or
storm damage, they contact their insurance provider to initiate a claim. While claims
processing differs in each insurance company, it usually includes a customer visit conducted
by an in-the-field agent who puts together the initial file which can include photos, notes,
and associated claims documents. After putting together the preliminary file, an agent
submits the documents to a centralized office where back office employees continue the
claims processing activities. After all information has been received from field agents and
processed by back office employees, payments are made to the claimant for necessary

repairs. This payment is necessary before work on damaged property begins or before
return of property can take place.
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Insurance claims processing is a good example for illustrating how a distributed capture
strategy can improve efficiencies and reduce costs in an organization with an in-the-field
workforce.

When agents use paper documents for claims, there is an immediate need to send the files
to a centralized office for processing. Agents will frequently ship paper documents and
electronic items such as digital photos overnight, resulting in high operations costs for the
insurance company and a potential for lost or mishandled documents. While the method
by which each insurance company handles these situations is different, it is certain that
delays in processing occur, shipping costs are realized, and multi-touch-points create
greater opportunity for error.

Claimants often have high expectations for the customer service their insurance company
will provide, anticipating their claim will be processed quickly. They further expect that
when they follow up on the claim, the person they speak with will have full knowledge of
their case, even if it is not the field agent. A lost or incomplete file prevents the insurance
provider from meeting or exceeding client expectations, thereby jeopardizing the client
relationship in the future.

Benefits of Distributed Capture

Every insurance company has specific needs when it comes to adopting new technology.
Insurance companies that implement a distributed capture solution experience several key
benefits, significant across the industry.

The distributed capture solution available from EMC Captiva speeds up processing and
turnaround time of property and casualty claims. Remote workers are able to quickly scan
paper documents associated with a claim, add key indexing information, attach electronic
files such as digital photos, and submit for processing — immediately reducing or eliminating
the need for transactional shipping and associated costs. Additionally, insurance companies
utilizing this type of solution are likely to have higher customer satisfaction since they are
prepared to handle client inquiries in a timely fashion. Files in electronic format can be
immediately accessed by back office staff, which allows claims to be resolved more rapidly.
Finally, paper-based content is merged with electronically-based content, allowing for a
single cohesive content management policy and procedure.

The eCopy solution integrates with the EMC Captiva capture solution, enabling any
installed base of multi-functional peripherals and scanners to become scanning and
document capture devices. This reduces capital expenditures commonly associated with
rolling out distributed capture solutions and gives in-the-field knowledge workers an
intuitive scanning interface from the MFP. This combined solution results in workers
utilizing their current equipment better and removes the need to train them on yet another
technology solution.
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Financial Services Industry

Process Overview

In the financial services industry, loan processing is one of the most common business
processes that can be used to highlight how financial institutions can benefit from the
adoption of a distributed capture strategy. The process begins with the completion of an
application that collects personal information such as date of birth, social security number,
home address, and employment and salary figures.

Each year millions of loan applications are processed by financial institutions. These
applications can be for anything from signature loans and credit cards to automobile and
home mortgage financing. Each loan application contains distinctly different personal
information for the applicant, but the way in which it is processed is almost universal.
Currently the majority of loan applications have a paper-based component during the
processing and/or issuing stages and all are subject to varying degrees of local, state, and
federal compliance and regulatory statutes. These two issues have a direct impact on the
operational expenses of the organization since paper-based files need to be collected,
managed, stored, and occasionally retrieved for compliance reviews for up to seven years.
Costs associated with loan processing and compliance include shipping expenses, human
resources needed for physical document management, as well as real estate costs for on-
or offsite property used to store the documents. By reviewing these two processes, even
at a high level, it is no surprise that financial services organizations are usually first-mover
adopters of technology designed to help reduce costs and mitigate risks.

Benefits of Distributed Capture

While this business process example focuses on loan processing, the underlying business
challenges are the same for nearly all physical documents in this industry, such as check and
payment processing, new account opening, and securities transactions. Because of this,
distributed capture solutions, including those developed by EMC Captiva, can be utilized in
several ways across varying process cycles within almost any financial institution.

In the financial services industry, most business transactions are initiated at local branches,
but certified and/or processed in central locations. The fundamental benefit of utilizing the
easy-to-use eCopy ShareScan interface connected into the EMC Captiva capture platform
is a complete distributed capture framework that takes full advantage of multi-functional
peripherals already in place.

Captiva’s intelligent document recognition solutions further enable organizations to take
what is captured from remote locations and automatically identify documents, extract all
the necessary information, and employ validation rules to ensure the completeness and
accuracy of the data, all before delivering it to other business systems.
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Healthcare Industry

Process Overview

Managing patient records is a common type of business process in the healthcare industry.
The process begins when a patient visits a healthcare provider for the first time and has to
create a file through the pre-registration process. The paperwork associated with providing
service to a patient is significant. This process includes gathering a patient’s personal
information, individual and family medical history, insurance provider information, and
consent on medical liability and record sharing disclosures. After a visit has taken place, a
patient’s records go into a back office setting where insurance claims processing, patient
billing, records retention, and other processes occur.

As any employee in the industry can attest, providing patient care and services in healthcare
are not easy tasks. Countless outside influences affect the way care and services are
delivered. One of the greatest challenges posed to nurses, physicians, and operations staff
is in the ability to share and view information at any time when providing service to a
patient. Compounding this are the significant risks associated with the unauthorized access
of documents in the file, since HIPPA and other mandates stipulate who can access the
records.

Benefits of Distributed Capture

Adopting a distributed capture solution can help reduce costs and mitigate risks often
found in the healthcare industry.

As is the case across all industries, the EMC Captiva distributed capture solution and
eCopy’s ability to provide an intuitive scanning interface for installed multi-function
peripherals means employees can take on the responsibility to convert paper-based
documents into electronic format. Electronic documents are advantageous because access
can be restricted to only those members of the hospital staff who have a need or are
authorized to see the patient’s file. By using electronic files in place of physical documents,
healthcare organizations can mitigate the risk of violating compliance statutes such as
HIPPA.

Another benefit of having electronic files revolves around their availability. In today’s
environment, patients are more likely to go to multiple offices to receive medical care,
whether they are on the same campus or in different areas. This means that patient files
need to be transported more frequently than ever before. By switching from paper-based
files to electronic formats, a healthcare provider is able to remove operational expenses
associated with locating, retrieving, and viewing these documents.
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CONCLUSION

Organizations with dispersed workforces and business processes should employ distributed
capture solutions for multiple strategic reasons. In the three aforementioned industry
overviews, Frost & Sullivan highlighted the most pertinent benefits of the distributed
capture solution. While these benefits were related to particular industries, it is important
to note that they are valid for businesses in any sector.

For highly distributed businesses in all industries, the EMC Captiva intelligent document
capture solution is ideal for enabling remote transactional paper-based processes to be
integrated into centralized back office processes. Furthermore, by leveraging eCopy with
the EMC Captiva capture solution, existing MFPs can be leveraged across the organization
to provide an easy-to-use remote scanning interface for capturing documents at the source.
In addition, eCopy'’s solution increases the useful lifespan of previous capital investments by
enhancing their functionality. This helps justify marginal costs and ROI calculations
associated with adopting end-to-end distributed capture solutions.

Further, Frost & Sullivan feels EMC Captiva contributes significantly to the business case for
adopting distributed capture technology. Captiva’'s ability to not only capture documents
from remote sites, but also automatically classify documents, extract and validate data, and
deliver the documents and data to central content repositories and business applications
provides further cost savings, streamlined processes, and improved employee productivity.
At the same time, distributed capture allows companies to reduce operational expenses
associated with transporting, storing, retrieving, and managing paper-based files.

EMC Captiva and eCopy are at the forefront of the distributed capture marketplace. The
comprehensive integration of both solutions and their ability to help organizations that
want to implement distributed capture technology with constrained capital resources is
exceptional.
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