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MANULIFE FINANCIAL MOVES TO ON-DEMAND 
ENROLLMENT KIT FULFILLMENT  

VERTICAL MARKET:   Insurance 

BUSINESS APPLICATION: Collateral Management 

BUSINESS OBJECTIVES 
Manulife Affinity Markets plays a unique role within Manulife Financial’s 

family of business units. Affinity Markets is a business unit forming part of 

the Canadian Division, providing a broad range of life, health, travel and 

creditor insurance products to professional and alumni associations, retiree 

organizations, financial institutions, retailers and other specialty distribution 

channels. 

Manulife Financial mails an enrollment kit to prospects who have visited 

their website or contacted them by telephone in response to a marketing or 

advertising campaign. Traditionally, these kits were a standard format with 

approximately 10 pre-printed components and very limited personalization. 

Manulife markets their products through affinity groups and has more than 

1,500 kits and 2,500 component SKUs in total, which made the fulfillment of 

these kits very complex and time consuming. 

Manulife Financial needed an on-demand fulfillment solution that would: 

� Reduce costs by eliminating pre-printed inventory and by 

substantially reducing the labor associated with managing print 

inventory 

� Significantly reduce the risk of fulfillment error by eliminating 

physical kit collation and assembly activities 

� Eliminate problems associated with the backorder rate of 10% for 

enrollment kits. Fulfillment of backorders could take 5 to 10 business 

days 

� Increase enrollments through the delivery of personalized and 

relevant kits 

� Reduce the amount of time required for adjustments or updates to 

the kit, such as rate changes  
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RESULTS 
Distributech worked with Manulife Financial to convert their standard kits to 

digital kits. All kit components were converted into PDFs and every kit order 

is processed through a composition tool that builds a highly personalized 

kit containing all necessary components. The kit itself became a much 

higher quality document with increased levels of personalization and 

relevant content. 

� Overall cost reduction of $21,000, representing a decrease of 22%. 

Savings came from reduced labor and inventory management costs 

� Print and order fulfillment is executed on the same day that orders 

are received 

� Backorders and inventory management issues have been 

eliminated which results in kits being delivered faster  

� Updates to enrollment kits are easily managed 

Another important benefit of this conversion is that kits can now be 

delivered through multiple channels – a printed and mailed kit or an 

electronically delivered PDF. 

PREVIOUS PROCESS 
Every day requests for product information were placed via websites and 

through multiple call centers for Manulife's affinity group partners. The 

requests for information were related to insurance products offered through 

the members' affinity groups and underwritten by Manulife. The requests 

(or orders) were collected and batched at Manulife and then forwarded to 

their service provider overnight.  

The orders were imported into an ERP system which produced assembly 

instructions for each kit, a summary of all kits ordered that day and a 

personalized cover letter. The kits included a brochure with the insurance 

product information, a rate sheet, legal notices, a plan detail, and an 

application. The cover letters were printed and delivered to assembly where 

they were inserted along with the brochure and its components into an 

envelope and mailed. While the order generation and letter printing was 

fully automated, the kit assembly was completely manual. 
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NEW ON-DEMAND WORKFLOW 
Requests for information are still received 

and batched by Manulife as described 

above. But now when an order for a kit is 

received its components are digitally 

assembled on-demand. The output is a 

high-quality saddle-stitched document that 

contains all the relevant kit components. 

The completed kit is then inserted into a 9” 

x 12” envelope with a window displaying 

the address from the digital kit. This new 

process virtually eliminates the manual 

labor and the opportunity for quality 

errors. 

The new kits are more relevant to the 

recipient with several variable 

components: 

� Personalized letter which is used to 

display addressing information 

through a carrier window envelope  

� Name personalization throughout 

� Logos to support the specific 

affinity group  co-branding 

requirements 

� Text that varies based on the 

recipient’s province and association 

� Overlaid data displaying variable 

content throughout the integrated 

package, including the application 

form 

� Rate sheets that vary based on the 

recipient’s province 

� English and French language versions 

Personalized cover letter 

Interior page with name personalization 
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Premiums based on province 

In addition to the benefits described 

already, by storing the components of the 

kit in electronic form the cost of updating 

the materials is now significantly reduced. 

In the previous workflow Manulife 

purchased a reorder quantity (i.e. 1500) 

for a kit component. If they discovered an 

error in the document or required an 

update for any reason, Manulife had to 

pay for reprinting and for inventory 

obsolescence.  

With the on-demand workflow the 

document only exists electronically, 

eliminating these inventory challenges. 

There is no limitation to the frequency of 

any required changes that may take place 

and there is no delay or impact to be considered on daily production 

processing. Plus, with no physical pieces sitting in a warehouse this new 

workflow reduces the carbon footprint of enrollment kit fulfillment. 

REASONS FOR SUCCESS 
Manulife has been very pleased with the new on-demand fulfillment and 

there are plans to continue to convert additional affinities to the digital kit 

model. Best practices learned from this solution are: 

� Save money with on-demand fulfillment. As illustrated by this 

solution there are numerous areas where an on-demand fulfillment 

workflow can save money, including reducing inventory & 

warehousing costs, labor costs associated with fulfillment, and labor 

costs associated with updating or changing documents. 

� Use digital kits to make communications more relevant. By 

moving to digital kit components Manulife is able to provide 

individuals with information that is specific to their affinity group and 

the province they reside in. Plus they can ensure that all regulatory 

requirements with regards to insurance communications, which may 

vary by province, are followed.  

This solution won PODi’s Best Practices Award, Work Automation category. 



 

© 2013 W. Caslon & Company.  All rights reserved Page 5 
 

C L I E N T  Manulife Financial Affinity Markets 

www1.manulife.com/can/affinity/affinity.nsf/Public/Homepage   

Affinity Markets is a business unit of The Manufacturers Life 

Insurance Company (Manulife Financial). They serve more than 

500,000 professional association members, university and 

college alumni, financial institution customers and retail 

cardholders, bringing creative solutions to their financial needs. 

P R I N T  S E R V I C E  

P R O V I D E R  

Distributech Inc. 

www.distributech.ca  

Distributech is a multi-channel direct marketing partner 

providing high quality outsourced production for organizations 

in financial services, healthcare, retail and technology 

industries. Their goal is to provide 100% Data-to-Output 

integrity, and to ensure the most cost-effective and 

technologically sound solutions for customers. 

C R E A T I V E  

A G E N C Y  

Manulife Affinity Markets, Creative Services 

www.manulife.ca  

The Creative Services team consists of copywriters, designers, 

production consultants, proofreaders and business associates. 

This team is responsible for recommending, developing and 

producing over 2000 marketing print projects and 300+ e/web 

programs annually. Most are across all media vehicles with 

consistency of integration of both Manulife and the Association 

or Retail partners' brands. 

H A R D W A R E  HP Indigo 3500 

Xerox iGen4 

S O F T W A R E  Objectif Lune Planet Press 

F I N I S H I N G  Horizon SPF-20A Stitcher 

T A R G E T  

A U D I E N C E  

Individual members of the various groups within the Affinity 

Markets. These members include students of universities and 

colleges, professional members of industry associations and 

other club members. 

D I S T R I B U T I O N  Enrollment kits are produced on a daily basis with 

approximately 10,000 being made each year 

D A T E  Launched June 2010, on-going 
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