
9/21/2017

1

Copyright ©2017 Mark Fallon
mmf@berkshire-company.com
The Berkshire Company

Workflow Management
and

Process Mapping

Operational Excellence in Insurance Summit 

Mark M. Fallon
The Berkshire Company
www.berkshire-company.com

About The 
Berkshire Company
An independent management consulting firm, The Berkshire Company specializes in improving 
your business process, including analyzing your operation, developing and selecting solutions, 
and providing project management.

The Berkshire Company has helped more than 75 organizations improve their operations with:

Process Evaluations & Improvements

Strategy Development

Project Management

Outsource vs. Insource

Mail Center Security

New Technology

Learn more at: www.berkshire‐company.com

www.markfallon.com
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What is “workflow management”?

What is “process mapping”?
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Thinking outside the box and 
inside  the loop.

Messaging

Data File Print File FinishPrint Post
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MESSAGING Outbound

Customer

Inbound

Company

Who do you need to involve?
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What information you need?

How do you get the information you need?
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Ask the right questions:

‐ What?
‐ Who?
‐ When?
‐ How?
‐ Where?

The wrong question:

Why?
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A really good question:

What if?
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How do you map out the process?



9/21/2017

9

Copyright ©2017 Mark Fallon
mmf@berkshire-company.com
The Berkshire Company

MESSAGING Outbound

Customer

Inbound

Company

Application

Print

Insert

Presort

Deliver 
to USPSSort

Deliver to
Customer

Customer 
Response

USPS / 
Web

Receive



9/21/2017

10

Copyright ©2017 Mark Fallon
mmf@berkshire-company.com
The Berkshire Company

Examples: Definitions of Shapes

Overnight
Carrier
Delivery

This shape means a predefined process.

Carrier Scan? This shape means a decision point.

This shape means a process.

This shape means a preparation.

Scan into
PacTrac

Payoff
Bucket

Deliver to
Payments This shape means a manual operation.

This shape means a document.
Log time &
# of packs

Cause and Effect Flowchart
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Cross‐Functional Flowchart
(Swim Lane)

<Process Name>
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Basic Flowchart

Run Comparison 
Against Facets

EDI File 
From 
Group

FACETS
Address

Match Facets?

Create New 
Address and 
Append to 

Member File

Yes

No 
Change

No

Run CASS
&

NCOALink

Updated 
File 

Exceptions 
& Moves

Return Moves and 
Errors to Group
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Examples

Examples
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Examples

Examples
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What do you do next?

What Next?
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What Next?

What Next?

Remit Svcs 
FTP and 

Tape

Tape 
Readable?

Batch Jobs 
Read in 
Cash

Job Run 
Successful?

App Change 
Complete?

Billing 
Batch Jobs

Batch Jobs 
Read Meter 

Data

Mainframe 
Available?

Mainframe 
Available?

Network 
Available?

Rate Case 
Complete?

Job run 
successful?

SAC fix?

Print File 
Created

CSCLPRT

IT Operations / SAC / Bill Factory Process

SAC fix?

Meter 
Data

Enter 
incident 
report

Enter 
incident 
report

Hold for 
testing

Hold for 
testing

Restart job

On-call 
programmer 

Restart job

On-call 
programmer 

N

Y

N

Y

N

Y

Enter 
incident 
report

Y

Y

Y Y

N

N N

N N N

N

Y Y

Y

Job Run 
Successful?

SAC fix?Restart job

On-call 
programmer 

N

Y

Y

N
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What Next?

Critical Factors for Success
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Cross‐Functional Flowchart
(Swim Lane)

<Process Name>
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Critical Factors for Success

Critical Factors for Success

Probably not 
completed same 

day

Job 1 
finished?

Insert Bills 
(5,000 bph)

Printer 
Available?

After 
2400hrs?

Change 
Printer?

Inserter 
Available?

Look for 
Print File 

CSCLPRT

Greater than 
65k?

Print job on 
IBM 4000
(12,500 

bph)

Stock 
Available?

Problem 
Fixed?

Shop Prep 
Completed?

At vendor?

In CDS?

Stock 
Condition 

Good?

Can stock 
be used?

Causes overtime 
after 1.5 hrs

Corporate Document Services Process - Print and Insert
Y N N

Y

Y Y YProcess 
Print Job

Call SAC

Call SAC

Y

N

N

N

N

N

N

N

N

N

N

Call IBM 
Repair

Y

Conduct 
PM & Key 

Op

Pitney 
Bowes fix

N

Y

Y

Locate 
Stock in 

CDS

Call Vendor

Have Stock 
Delivered 

ASAP

Move stock 
to machine

Call Manager 
for  

authorization

N

Y

Y

Y

Insert Bills 
(slow 

machine)

Y

Completed 
Bills

Y

Release 
job?

N

Y

Communication during the process.
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Communication

Critical Factors for Success

Probably not 
completed same 

day

Job 1 
finished?

Insert Bills 
(5,000 bph)

Printer 
Available?

After 
2400hrs?

Change 
Printer?

Inserter 
Available?

Look for 
Print File 

CSCLPRT

Greater than 
65k?

Print job on 
IBM 4000
(12,500 

bph)

Stock 
Available?

Problem 
Fixed?

Shop Prep 
Completed?

At vendor?

In CDS?

Stock 
Condition 

Good?

Can stock 
be used?

Causes overtime 
after 1.5 hrs

Corporate Document Services Process - Print and Insert
Y N N

Y

Y Y YProcess 
Print Job

Call SAC

Call SAC

Y

N

N

N

N

N

N

N

N

N

N

Call IBM 
Repair

Y

Conduct 
PM & Key 

Op

Pitney 
Bowes fix

N

Y

Y

Locate 
Stock in 

CDS

Call Vendor

Have Stock 
Delivered 

ASAP

Move stock 
to machine

Call Manager 
for  

authorization

N

Y

Y

Y

Insert Bills 
(slow 

machine)

Y

Completed 
Bills

Y

Release 
job?

N

Y

Why?

Client Data 
Arrive

ID Cards Processing – New Group

Run 
C8000
TK1

ID Cards

Metacode 
w/DJDE

Powerlist 
Queue 

(by class)

DP 100 
avail?

Print on 
DP 100

(Merge w/
forms lib)

Print on 
DP 90

(Merge w/
forms lib)

Process on 
Solimar
Server

Move to Mail 
Ops

Output Table

Pull Collateral
(PPL, 

Lens123, 
SPDs)

Collateral 
required?

Auto-Insert on 
machine

High 
Volume?

Auto-Insert on 
machine

Manual 
Insert

Manual 
Verify

Meter at
$0.39

Before 
Noon?

Same Day

Meter at 
$0.308

Send to 
Presort House

CCS

US Postal 
Service

Deliver to 
Member

Good 
Address?

Return to 
Company

Internal 
Deliver to Call 

Center

Note return on 
record, 

change mail 
code to #2

Y

N

Y

N

Y

N

Y

N

Y

N
Y

N Y

N

Mock Up ID 
Cards in 
Quark

Client 
Approval?

Load Form in 
Xerox

Update DJDE

Hold

Receive 
Instruction Sheet 

from 
Documentation

Bulk
Ship?

Pack & Ship 
Via UPS

Y

N

Y

N
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Why?

Why?
Provider List – Non-Personalized

Run DVR 
job

Provider 
List

Metacode 
w/DJDE

Powerlist 
Queue 

(by class)
DP 90 avail?

Print on 
DP 100

Print on 
DP 90

(Staple)

Process on 
Solimar
Server

Manual 
Staple

Y

N

Stapled?
Move to Mail 

Ops
Output Table

Pack & Ship 
Via UPS

Receive 
Instruction Sheet 

from 
Documentation

Receive 
Request from 

BA or AE

Y

N

Move to Mail 
Ops

Output Table
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Why?
New Client?

Daily 
Eligibility 

Feed

Document Process

Group 
Member 

Info

Compuvision 
File

Nightly 
Batch 
Cycle
(MUP)

ID Cards

Metacode 
w/DJDE

Powerlist 
Queue 

(by class)

DP 100 
avail?

Print on 
DP 100

(Merge w/
forms lib)

Print on 
DP 90

(Merge w/
forms lib)

Process on 
Solimar
Server

Move to Mail 
Ops

Center Output 
Table

Mail Center 
Splits by 
Group

Review 
Compuvision 

Screen for 
Collateral

Pull Collateral
(PPL, 

Lens123, 
SPDs)

Collateral 
required?

Auto-Insert on 
machine

High 
Volume?

Auto-Insert on 
machine

Manual 
Insert

Manual 
Verify

Meter at 
$0.39

Before 
Noon?

Same Day

Meter at 
$0.308

Send to 
Presort House

CCS

US Postal 
Service

Deliver to 
Member

Good 
Address?

Return to 
Company

Internal 
Deliver to Call 

Center

Note return on 
record, 

change mail 
code to #2

Y

N Y

N

Y

N

Y

N

Y

N Y

N Y

N

New 
Client 

Process

Client Data 
Arrive

Run 
C8000

TK1

ID Cards

Metacode 
w/DJDE

Powerlist 
Queue 

(by class)

DP 100 
avail?

Print on 
DP 100

(Merge w/
forms lib)

Print on 
DP 90

(Merge w/
forms lib)

Process on 
Solimar
Server

Move to Mail 
Ops

Output Table

Y

N

Y

N

Mock Up ID 
Cards in 
Quark

Client 
Approval?

Load Form in 
Xerox

Update DJDE

Hold

Receive 
Instruction Sheet 

from 
Documentation

Bulk
Ship?

Pack & Ship 
Via UPS

Y

N

Y

N

ID Cards?

Y

N

Process 
on Planet 

Press
Server

Denial 
Letters and 
Write Backs

PostScript 
File

Print on 
DP 100

Move to Mail 
Ops

Center Output 
Table

Mail Ops 
Splits by 

Group and  
Denial Code

Deliver to 
Claims QA

Pull Collateral
(Insert, BRE)

Return to Mail 
Ops

High 
Volume?

Auto-Insert on 
machine

Manual 
Insert

Y

NNightly 
Batch 
Cycle
(PVI)

Claims QA 
Process

(may be more 
than 1 Day)

Daily PDF Images

Write Back 
or Denial?

Y

N

Nightly 
Batch 
Cycle

& Ad Hoc

PPLs

Metacode 
w/DJDE

Powerlist 
Queue 

(by class)

DP 100 
avail?

Print on 
DP 100

(Merge w/
forms lib)

Print on 
DP 90

(Merge w/
forms lib)

Process on 
Solimar
Server

Move to Mail 
Ops

Center Output 
Table

Mail Center 
Splits by 
Group

Pull Collateral
(Lens123, 

SPDs)

New
Hire?

Auto-Insert on 
machine

High 
Volume?

Auto-Insert on 
machine

Manual 
Insert

Manual 
Verify

Y

N
Y

N Y

N

Ad Hoc?

Move to Mail 
Ops

Output Table

Receive 
Instruction Sheet 

from 
Documentation

Y

N

PPL?

Y

N

Run DVR 
job

Provider 
List

Metacode 
w/DJDE

Powerlist 
Queue 

(by class)
DP 90 avail?

Print on 
DP 100

Print on 
DP 90

(Staple)

Process on 
Solimar
Server

Manual 
Staple

Y

N

Stapled?
Move to Mail 

Ops
Output Table

Pack & Ship 
Via UPS

Receive 
Instruction Sheet 

from 
Documentation

Receive 
Request from 

BA or AE

Y

N

Move to Mail 
Ops

Output Table

Provider List 
(Non-Pers)

Y

N

Move to Mail 
Ops

Output Table

Pack & Ship 
Via UPS

Receive 
Instruction Sheet 

from 
Documentation

Mock Up SPD 
in Quark

Client 
Approval?

N

Documentation 
Receive Print 

Request
New Client?

Y

N

Y
Load onto 

SPD Server

Print to 
DP100/90 as 

network printer
DV14?

Y

N

Autoselect 
SL14 Tray

Autoselect 
DV14 tray

SPD

Match with ID 
Cards or other 

collateral

New Hire?

Y

N
Fold on 
machine

SPD?

Y

N

Run 
C8000PPM

Job
(Cover Letter)

Cover letters 
and 

attachments

Metacode 
w/DJDE

Powerlist 
Queue 

(by class)

DP 100 
avail?

Print on 
DP 100

(Merge w/
forms lib)

Print on 
DP 90

(Merge w/
forms lib)

Process on 
Solimar
Server

Move to Mail 
Ops

Output Table

Documentation 
sets up mailing

>5 Inserts

Auto-Insert on 
machine

Manual 
Insert

Meter at 
$0.39

Before 
Noon?

Same Day

Meter at 
$0.308

Send to 
Presort House

CCS

US Postal 
Service

Deliver to 
Provider

Good 
Address?

Return to 
Company

Internal 
Deliver to 
Provider 

Recruiting

Y

N

Y

N

Y

NY

N

Y

N

Receive 
Instruction Sheet 

from 
Documentation

Documentation 
Receives request 

from BA w/
attachments

Print attachments 
to DP100/90 as 
network printer

Nightly 
Batch 
Cycle

EOBs

Metacode 
w/DJDE

Powerlist 
Queue 

(by class)

DP 100 
avail?

Print on 
DP 100

(Merge w/
forms lib)

Print on 
DP 90

(Merge w/
forms lib)

Process on 
Solimar
Server

Move to Mail 
Ops

Center Output 
Table

Hand Count 
EOBs

(Batches of 100)

Auto-Insert on 
machine

Manual 
Verify

Y

N Deliver to 
Mail Center?

Count Match 
Report (minus 

pulls?)

Y

N

Y

N

Claims 
Pickup

Mail Center 
Picks Up

Y

N

Claims

HIPAA pull?

Deliver to Privacy 
Office

N

Y
Daily Index EOB 

Images

EOB w/o 
check?

Y

N

Th/Fr/Mid or 
EOM Month 
Batch Cycle

Checks

Metacode 
w/DJDE

Powerlist 
Queue 

(by class)

Operator 
selects 

DP100?

Print on 
DP 100

(Merge w/
forms lib)

Print on 
DP 90

(Merge w/
forms lib)

Process on 
Solimar
Server

Move to Mail 
Ops

Center Output 
Table

Hand Count 
Checks

(Batches of 50)

Auto-Insert on 
machine

(Batches of 50)

Manual 
Verify

Meter at 
$0.39

Before 
Noon?

Same Day

Meter at 
$0.308

Send to 
Presort House

CCS

US Postal 
Service

Deliver to 
Member

Good 
Address?

Return to 
Company

Create Log
Deliver 

Checks and 
Log to Billing

Y

N

Y

N

Y

N

Y

N

Count Match 
Report?

Y

N

Billing Deliver 
to Mail Center

Manual 
Verify

Manual 
Verify

Pull Check 
Stock and 

Record 
Control #s

Pull Check 
Stock and 

Record 
Control #s

Archive and Index 
Check Images

EOB?

Y

N

Manual 
match & 

insert

Record 
Control #s

Billing Picks 
up Checks

Billing QC and 
Pulls

Add batch 
header from 

Privacy Ofc and 
adj. counts

Monthly 
Batch 
Cycle

Surveys

Metacode 
w/DJDE

Powerlist 
Queue 

(by class)

DP 100 
avail?

Print on 
DP 100

(Merge w/
forms lib)

Print on 
DP 90

(Merge w/
forms lib)

Process on 
Solimar
Server

Move to Mail 
Ops

Center Output 
Table (End)

Insert with BRE 
and meter as 
Standard Mail

$0.214, no date

CIR
Pull?

Deliver to 
Privacy Office

Send to 
Presort House

CCS

US Postal 
Service

Deliver to 
Member

Good 
Address?

Return to 
Company

Internal 
Deliver to Call 

Center

Note return on 
record, 

change mail 
code to #2

Y

N

Y

N

Y

N Create Batches
 of 60k – 70k envelopes
(may take up to 4 wks)

Return to 
Company
16%-19%

Sort by 
Category

Scan
Fujitsu Scanner

Teleform 9.1 
Software

Populate 
FoxPro 

Database

Further 
Review?

Y

N

Deliver to 
Claims Billing

Destroy

Service 
Records

Print on 
DP 90

Move to Mail 
Ops

Output Table

Instruction Sheet 
from 

Documentation

Documentation 
Receives request 

from Providers and 
MSRs

Print Service 
Records to DP100/

90 as network 
printer

Request Label
Print Address 

Labels

Pack & Ship 
Via UPS

Weekly
Mid/EOM

Batch 
Jobs

FTP to CV2 
Server

Merger 
Files and 
Create 

Bills

Billing Dept 
Reviews

Billing Emails 
Comp Ops 

Permission to Print

Bills

Comp Ops 
Runs Print 

Job

DP 100 
avail?

Print on 
DP 100

(Merge w/
forms lib)

Print on 
DP 90

(Merge w/
forms lib)

Process on 
Solimar
Server

Y

N Billing Dept 
Pick up

Manual 
Verify & 
Insert

Deliver 
Envelopes to 
Mail Center

Bills?

Y

N

Check?
Y

N

Survey?
Y

N

Provider 
Mailing?

Y

N

Service 
Records?

Y

N

Phone 
Book?

Y

N

Reports?
Y

N

Note Pad?

Y

N

Nightly 
Batch 
Cycle

Reports

Metacode 
w/DJDE

Powerlist 
Queue 

(by class)
Class R

Print on 
DP 100

Print on 
DP 90

Process on 
Solimar
Server

Y

N

Process on 
Solimar
Server

PDF of 
Report

Dept Pick Up

DP 100 
avail?

N

Y

Phone Books Deliver to Mail 
Services

PDF Sent to Print 
Services

Print PDF to 
DP100/90 as 

network printer

Deliver to 
Associates

HR Creates PDF of 
Phone Directory

Manual 
Staple

Print on 
DP 90/100 

Note PadsPrint on 
DP 90/100 

External 
Vendor for 

Binding

Deliver to Mail 
Services

Documentation Adds 
Associate Name to 

File

Print Note Pads to 
DP100/90 as 

network printer

Deliver to 
Associate

Documentation 
Receives request 

from HR

Ad Hoc Print 
and Mail 
Requests

Print and Mail Workflow

Overcoming Barriers to Success
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What Now?

Workflow

‐ Outside the box and inside the loop.

‐ Ask the right questions to the right people.

‐ Why?

‐ What if?

‐ Critical factors for Success.

‐ Communication during the process.
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Questions?

Mark Fallon
The Berkshire Company
mmf@berkshire-company.com

www.berkshire-company.com

www.markfallon.com

Twitter: @MarkMFallon 

Practical Exercise

You and a companion live together. The two of you have just returned to 
Atlanta from San Francisco, finishing a 10-day trip that involved both 
business and vacation travel. You arrive home Friday night at 10:00pm, 
and get a message that the two of you have 2 days to prepare for a 
similar trip. You’re scheduled to be on a flight leaving Atlanta on Monday 
morning at 6:00am to fly to Ljubljana, Slovenia for a week visiting 
clients and enjoying touring along the river.

Map out your process from unpacking to repacking your luggage.


