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Aflac Improves Address Quality,
Gains Visibility Of Mail Stream

Aflac’s Address Standardization Pro-
ject was initiated to find a new address
validation software system to stream-

line processes, continue the company’s re-
cord of being USPS compliant, retain
current postage discounts, and to mitigate
any potential fines due to poor address
quality. GrayHair Software, as a trusted
partner, developed a comprehensive cus-
tomized system to serve Aflac’s needs to-
day and tomorrow.

“Aflac is always looking to be proactive
instead of reactive when it comes to en-
suring our customers receive their mail,”
said Gillian Seguin, manager of Print and
Mail Services and the person who initi-
ated and led the search for a new system.
“Aflac takes pride in being there for our
policyholders in a time of need.”

People know Aflac Insurance from its
funny commercials featuring the Aflac
Duck, but what the company does is no
laughing matter. Aflac is the number one
provider of guaranteed-renewable insur-
ance in the United States. It helps people
be prepared for whatever life may bring
and its customers rely on the company’s
benefits when they are needed most, such
as after a life-interrupting medical situa-
tion occurs.

This means that customers rely on re-
ceiving mail from Aflac. When Aflac
wanted to improve its address quality,
lower mail costs and identify as many
postage discounts as possible from the
Postal Service, it turned to GrayHair.

Aflac started a project called Address
Standardization. Its main mission was to
enable the company to remain USPS
compliant in order to retain current post-
age discounts and to mitigate potential
fines due to poor address quality.

The company had been using an address
validation software system for years but
realized that the system was not giving
them exactly what they needed after no-
ticing that the USPS was increasing its
emphasis on address quality. While Aflac
was in compliance, it was concerned be-
cause it did not have a streamlined pro-
cess. “We were not positioning ourselves
well for the USPS changes that were com-

ing,” said Mike Thomas, Vice President
of Support Services who did not want the
company’s mail costs to increase because
of address quality. Improving address
quality would enable Aflac to lower
mailing costs.

The search for a new system was driven
by Aflac’s desire to improve address
quality. However, Aflac did not have an
address quality problem. In fact, the com-
pany’s Undeliverable as Addressed rate
was a mere 2%. Said Mike Thomas, who
owned the project, “We were among the
industry leaders.” However, he added,
“Two percent wasn’t good enough for
Aflac.”

The Print and Mail Services group, a
part of Aflac’s Support Services, handles
all the transactional printing for Aflac
U.S. Aflac mails 2.6 million pieces per
month throughout the United States,
Puerto Rico and other locations. Types of
mail range from Group communications
(typically businesses with 50 employees
or less); Claims communications such as
checks; Individual Policy communica-
tions such as letters, privacy notices and
policy-related information; and commu-
nications to any of the company’s agents.

A Leading Solution
GrayHair Software, a leader in provid-

ing services that improve the management
of business mail, responded to Aflac’s
need.

GrayHair’s approach was “very consul-
tative” said Thomas, who said that Aflac
had considered updating the address qual-
ity system it already had it place. “We did-
n’t see the innovation elsewhere that we
saw with GrayHair,” he added.

Aflac decided to implement GrayHair’s
SelectSolutions platform, a cloud plat-
form that provides a single-source solu-
tion tailored to fit Aflac’s mailing
operations. SelectSolutions provides ad-
dress quality services, industry-leading
mail tracking, reports, and more.

Today, GrayHair is already dramati-
cally improving Aflac’s address quality,
which will help the company reduce mail-
ing costs by enabling it to protect postage
discounts.

Before GrayHair, Aflac had a 97.5% de-
livery rate. Now, it has seen a “signifi-
cant” drop in the amount of returned mail,
said Frank Butler, Senior Manager for
Support Services.

Previously, Aflac would pull addresses
on a monthly basis and run them through
the old address quality system. Today, the
company sends all of its addresses to
GrayHair every 60 days. In fact, the first
time Aflac sent addresses to GrayHair, it
received over 700,000 address standard-
ization updates. Today, as a result of
choosing GrayHair, the delivery rate has
increased to 98.5%, said Butler.

In addition, through the help of
GrayHair’s patent pending business rules
engine, Aflac is now able to keep known
bad addresses from going into print.

“We are able to verify addresses before
printing and the product goes out the
door,” said Jim Jackson, Senior Project
Manager, PMO-IT Internal Operations of
Aflac. “This is a functionality we didn’t
have.”

With GrayHair, incorrect address infor-
mation is identified real-time, with the op-
portunity to be fixed and the piece mailed
out the same day. In the past, this process
would have taken up to 10 business days
to be returned.

GrayHair Software was awarded Aflac’s 2015
Partners of the Year due to the success of the
VerifyAQ project.
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The resulting drop in returned mail is
being measured through the reports being
generated by GrayHair’s reporting en-
gine. GrayHair also built several custom
reports that assist Aflac’s business owners
with address lookup and address quality,
said Seguin.

GrayHair helped Aflac by customizing
the system to fit Aflac’s needs. Said Jack-
son, “We wanted a way to get an error
code if there were issues with an address
when keyed in and GrayHair built an API
integration that serves this function.”
Aflac’s ultimate goal is for an address be-
ing entered for the first time to be a
“high-quality” address.

Mail Tracking
Improving address quality was Aflac’s

main objective. Adam Collinson,
GrayHair’s Director of Research and De-
velopment, has extensive experience with
the National Change of Address system
and gave Aflac a comfort level with
GrayHair that they did not have with other
vendors.

GrayHair’s business rules engine en-
ables mailers to verify bad addresses be-
fore going to print. “That was a big win
for us,” Jackson said.

GrayHair utilized its VerifyAQ™,
which provides users with a detailed de-
scription of potential issues with a bad ad-
dress. This information helps Aflac
determine what steps to take next. For ex-
ample, if VerifyAQ indicates that a busi-
ness address has an incorrect suite
number, the user can easily obtain the
suite number and update the address. An
additional benefit is that VerifyAQ helps
Aflac lower mail cost. Before, other simi-
lar services charged Aflac a per query fee,
whereas GrayHair’s pricing is for
unlimited use.

For mail tracking, Aflac is using
GrayHair’s MailTrak Select (MTSelect),
which can generate and encode the Intelli-
gent Mail barcode (IMb) onto mailpieces.
These IMbs comply with the mandated
45-day uniqueness rule. Assignment of
the IMb on mailpieces is one of the key re-
quirements needed to qualify for USPS
Full Service automation pricing.

Another benefit Aflac received from
choosing GrayHair is insight into USPS
reports such as the USPS Mailer Score-
card. “I like the Scorecard and knowing
that the mail we send out every day is
reaching our customers,” said Seguin.

AccuDocs Stops Inserting,
Now Inveloping
Print-Mail Operation Eliminates Preprinted Stock, Makes Envelopes
On The Fly With Inveloper Finishing Systems

AccuDocs offers its healthcare clients the ability to create unique customer com-
munications — but does this without preprinted paper and no envelopes stock.

The company works with 25 healthcare systems across the U.S. that make up
about 150 hospitals and about 3,000 physician practices.

One of the biggest challenges it faces when printing and processing statements
for healthcare industry customers is accuracy and mailpiece integrity. Add to that

the handling of more than 3
million pieces of mail a
month, and any operation
can quickly find itself over-
whelmed.

“Each of our clients is
unique in how they want
their communication to their
patient and we don’t have
any parameters around what
they can and cannot do,” said
Robb Cass, President,
AccuDoc Solutions.

“Basically if they can give
us the information we can

display it back on the bill exactly like they
want.”

This meant keeping large inventories of
preprinted paper and preprinted envelopes,
which would be printed and inserted in tradi-
tional fashion. But now AccuDocs has elimi-
nated preprinted stock and envelopes and
instead relies on just one paper and one enve-
lope input roll with the Inveloper Finishing
System from Bell and Howell.

“The more customers you have, the more var-
ied your stock has to be. It can quickly turn into
an inventory nightmare,” said Mark Freeze,
General Manager, AccuDocs Solutions. “We
were very intrigued with the fact that this ma-

chine made its own envelopes and basically wraps the envelope around the bills in-
stead of inserting them.”

The Inveloper has been a gamechanger. Mail is printed and processed more rap-
idly and changeover in print and graphics is the fastest in the industry. Printing on
both sides of the roll is possible.

At 30,000 pieces an hour, the Inveloper has realized a 400% gain over the previ-
ous system. it handles not only AccuDoc’s volume requirements but also reduces
cost and waste, and improves efficiency.

Most importantly, the mailpiece is of better quality.
“We had great quality before, but this is just more enhanced,” said Cass. “It is a

much better quality piece of material that’s coming out at the end.”

AccuDocs General Manager Mark Freeze (left) and
Robb Cass (right) watch the Inveloper system perform
with Bell and Howell’s Pete Jones.

AccuDocs President Robb Cass
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