
C A S E  S T U D Y :
C O M B I N I N G  D O C U M E N T  R E - E N G I N E E R I N G  A N D  C R E A T I O N  T O

O P T I M I S E  P R O C E S S I N G  S P E E D  F O R  T H E  E N D  C U S T O M E R .

" F R O M  T H E  O U T S E T ,  S E F A S  A N D
S E R E S  H A V E  S H O W N  C O M M I T M E N T  T O

T H E  S U C C E S S  O F  O U R  S T R A T E G I C
V I S I O N .  T H E  M E E T I N G  O F  T H E S E

T W O  E X P E R T S  W I T H I N  T H E  
D O C A P O S T E  G R O U P  I S  R I C H  I N

I N N O V A T I O N "

M A I F



" T H E  D O C U M E N T  I S
A N  E S S E N T I A L

E L E M E N T  O F  T H E
C U S T O M E R

R E L A T I O N S H I P "

OVERV I EW
For over 10 years, MAIF, one of France's

largest mutual insurance companies uses  

Sefas's Harmonie Communication Suite

(HCS) software for its Customer

Communications Management (CCM)

requirements and Docupost, a Seres

solution for the digitisation of its inbound

communication. 

In partnership with these two Docaposte

subsidiaries, MAIF continues to improve

their relationship with its' customers

through innovative approaches to  improve

document creation and management.

With over 145 branches in France and 12

Claims Management contact centres, MAIF

provides; more than 6.5 million insurance

policies across vehicle, home and life

businesses. In terms of document

management, MAIF seeks to be one of the

most advanced and intuitive insurers in the

market. 

“We started this adventure in the 90's with

the objective of improving not only our

productivity but also the document

quality for our customers”, states Didier

Menay, Director of Information at MAIF.

MAIF faced issues with the creation of their

document templates, the management of

their content repositories and the  

consistency of their corporate branding.

They also sought to improve the despatch

process to ensure that multiple documents

issued to the same client were collated

into a single envelope ready for postage,

reducing costs.

MAIF selected Sefas's Harmonie

Communication Suite because of its

unsurpassed processing speed and

scalability as well as the  strong

professional services team supporting the

project.
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T H E  
I S S U E
MAIF faced issues in controlling consistency of design

of their customer communication estate across over

150+ locations. Additionally, all incoming documents

processed manually, inputting claims handling

processes often too lengthy due to the volume of

incoming requests and existing processing capacity.

T H E
S O L U T I O N
“The important thing for us is to always know where

we are going. We didn't want a solution that was

overtly complex. It needed to adapt and grow with our

strategic plan. We favoured Sefas as they were able to

engage and to move forward with us”, states Didier

Menay, Director of Information at MAIF. The criteria of

proven competence and adaptability were also key in

the choice of Seres, sister company of Sefas.

Outgoing customer communication has been

harmonised - a central repository ensures brand and

content consistency, whilst the Sefas solution also

ensures that communications can be delivered via the

channel of choice.

MAIF receives over 12,000 incoming letters daily. These

incoming letters are now digitised immediately and

uploaded to the Electronic Document Management

(EDM) platform. This incoming flow is centralised on

the Niort site and is accessible from all MAIF locations.

This, this restructured approach has guaranteed agility,

allowing them to cope with new claims or other

information requests faster and more accurately. In the

event of a natural disaster, the teams who are not

directly affected by the incident can immediately help

those team members who are responsible for dealing

with the cases directly, thanks to the EDM. This ensures

that MAIF responds to its customers almost

immediately.
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C R E A T E D  I N  1 9 3 4 ,
M A I F  I S  A  M U T U A L
I N S U R A N C E
P R O V I D E R  T H A T
P L A C E S  C L I E N T
S A T I S F A C T I O N  A T
T H E  F O R E F R O N T  O F
I T S  B U S I N E S S ;  T H E
G R O U P  I S  R A N K E D  # 1
I N  F R A N C E  F O R
C L I E N T
S A T I S F A C T I O N  F O R
I N S U R E R S  O V E R  T H E
L A S T  9  Y E A R S .

M A I F  P R O V I D E S
I N S U R A N C E  S E R V I C E S
F O R  M O R E  T H A N  3
M I L L I O N  M E M B E R S
( I N S U R A N C E
O F  G O O D S ,
P R O V I D E N T ,  H E A L T H ,
A S S I S T A N C E ,
S A V I N G S ,  C R E D I T ,
E T C . ) .  T H E  M U T U A L
C O M P A N Y  M A N A G E S
A N  A S S E T  O F  1 2 . 8
B I L L I O N  E U R O S  A N D
1 . 6  B I L L I O N
E U R O S  O F  E Q U I T Y .
 C U S T O M E R  B A C K G R O U N D



T H E  R E S U L T S
From digitised documents to recreating

existing content, HCS and Docupost have

allowed MAIF to redefine their digital

journey.

“In our document architecture, Sefas takes

care of outgoing mail, Seres takes care of

incoming mail. For us, the synergies

between these two areas are obvious”,

affirms Didier Menay. 

MAIF has extended the solution to deliver

the automated processing of incoming

requests. Sefas and Seres providing the

expertise to manage the dematerialisation

and document convergence, to transform

content from images to relevant and

reusable content. 

Today, inbound documents are scanned as

an image and associated with a file

number in the EDM, saving time and

resource.

Sefas's HCS solution, optimises the forms  

to facilitate their automatic reading and

data mining. This development allows

MAIF to further reduce document

processing times, for the benefit of better

relationships with its customers and

members.

Sefas, a Messagepoint company, helps organisations produce personalised, omni-channel

customer communications that enhance customer experiences. From document

composition to production management and digital delivery, SEFAS solutions enable

organisations manage customer communications across print and digital channels. Visit us

at www.sefas.com to learn more.

Messagepoint is a leading provider of customer communications management software.

Only Messagepoint harnesses AI-powered Content Intelligence to automate and simplify

the process of migrating, optimizing, authoring and managing complex customer

communications for non-technical (business) users. Customers rely on its award-winning

platform to consistently deliver exceptional, highly personalized customer communications

across all platforms and channels. For more information, visit www.messagepoint.com.

D I S C O V E R  M O R E  W I T H
S E F A S

Contact: Sefas Innovation Ltd - Whitefriars - Lewins Mead - Bristol - BS1 2NT

T: +44 (0) 117 906 9920 E: contactuk@sefas.com

For more information about our products and services, please visit www.sefas.co.uk

https://www.sefas.com/
https://www.messagepoint.com/
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