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Need

Solution

Insurance Sector
Registry of proof and certifi cation of the whole communication 
process

 Need
Our client, market leader in the health and medical insurance fi eld, required legal backing for a vast number of communications that it 
regularly is generating to its policy-holders. Hence there were two requirements that had to be met in relation to their communication:

• Certify the communication sending process through various channels, some being off -line (printing), while others are on-line 
(email and SMS).

• Certiy the attached contents, establishing proof in relation to the sending of the documents in case of any possible claim.
Additionally, the client needs to have a log of proof and an irrefutable traceability, based upon a timeseal with all of the communication’s 
relevant data, in the case that some legal authority, such as the DGSFP, were to require it. This log or registry that will be used as evidence in 
a court of law in case of litigation, will be generated by a qualifi ed trusted service provider.

 Solution
The technologicl communication solution that we off ered fulfi lls the following functionalities:

• Produces the notice document in the proper format in each and every case: HTML for email and a letter for postal delivery, 
including both the sending and notice certifi cation for SMS’s.

• Distributes the notices through the appropriate channel: postal, email, SMS; providing the option of an immediate reaction in case 
the notice were rejected, assigning an alternative channel to re-send the notice.

• A PDF fi le is generated for each sending that is stored in a repository, thus being available to be consulted y Customer Care agents 
and contact center.

• Tracking is done from the notice’s point of origin until it reaches the addressee, providing legally binding poof of the contents and 
the exact time that it was delivered.

The certifi cate for the entire sending process that it generates is electronically signed to further ensure its integrity. The certfi cate includes 
the fi llowing information: an activity registry (also called log) with a time seal issued by a recognized certifying entity such as Camerfi rma; an 
algorithmic code (hash) for the communication content.

In this manner, Customer Comms is acting as a “Trusted Third Party” betwen the insurance company and its policy holde, custodying the 
communications and the proof registry (log) for a minimum period of fi ve years, thus being a a clear deterrent in any confl ict with the client 
and is also a legally binding piece of evidence being able to generate it if it is so required by a court of law or any other legal body.

 Result
• Registry of 400,000 notices, certifying the entire process with the existing option of issueing an individualized certifícate with proof 

that ensures its full integrity.
• Access during a period of fi ve years to the certifi cates that are stored in a safe on demand repository.
• The segurity of using a Trusted Third Party that will provide proof in response to any legal request from a court of law.agencies 

and their norms.

Implementation period: One month
Service Initiated: Since May 2015

To have a registry of proof and traceability of their client communications, covering both the process 
itself and the contents, that could be presented in a legal court of law in case of litigation.

Implementation of a technological module that fully and integrally certifi es the entire multichannel 
communication process from its point of origin all the way through to its delivery, registering the 
activity in its time and content.

End Result

200.000€Cost savings exceeding
certifi cation of individualized documents.
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