Management Strategies

Health plans
and their print
service provid-
ers (PSPs) be-
gan scrambling
to  implement
the automation
and workflows
necessary  to
make this sig-
nificant change,
especially with
the annual en-
rollment period
beginning shortly after the effective date, on October 15. PSPs that
handle healthcare documents for their enterprise clients face sev-
eral challenges in meeting the requirements of this mandate within
such a short timeframe.

There was also concern that not meeting these requirements had
significant ramifications for future funding that could be gained via
the CMS STARS program, a ratings system that allows Medicare
consumers to compare the quality of Medicare health and drug
plans being offered. CMS STARS allows consumers to rate plans
on customer service, member complaints and experience, prob-
lems getting services, drug pricing and patient safety. Plans that
garner high ratings (4 stars and above) receive financial bonuses
from CMS, which can be used to enhance plan benefits. Con-
versely, plans with consistently low ratings (below 3 stars) can face
penalties, including potential removal from the Medicare program.

Understanding Document Accessibility Requirements

Document accessibility involves providing accommodations to
print/mail and digital documents that allow access to content.
This means having the ability to offer inclusive documents to in-
dividuals that are blind, partially sighted, have cognitive disabili-
ties or have limited English proficiency. To meet these individu-
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Implementing High-Volume
Accessible Document Automation

The groundbreaking Medicare Advantage and Part D Final Rule
for Calendar Year 2024, published by the Centers for Medicare
& Medicaid Services (CMS) in April 2023 significantly ex-
panded the requirements for Medicare Advantage and Part D
plans. The ruling, which went into effect on October 1, 2023,
just six months after it was published, required health plans to
ensure that customer communications related to Medicare and
Medicaid plan enrollment and maintenance are made available
in accessible formats to individuals with disabilities and those
with limited English proficiency.

als’ needs, PSPs must produce the required healthcare docu-
ments in a variety of accessible formats that include braille,
large print, e-Text or audio formats made available online or
produced on a CD.

The need for establishing proper security is also in the mix of
necessary requirements. Since healthcare documents contain
sensitive patient information protected under the Health Insur-
ance Portability and Accountability Act (HIPAA), the accessible
formats must maintain the same level of privacy and security as
standard formats. This includes securely managing braille or
large print versions of documents, which may require specialized
handling and storage processes.

Making a Game Plan

Because the CMS rule was introduced so close to the annual en-
rollment period for Medicare, PSPs with healthcare clients were
pressed for time if they needed to update their processes and tech-
nology. What traditionally were small requests that amounted to
a few hundred pages for accommodation suddenly mushroomed
into millions of pages of health enrollment and member docu-
ments with alternate formats requiring digital and physical acces-
sibility. In addition, translation into member languages for the top
5% of populations in each geographical area was required. De-
veloping complex healthcare communications in additional lan-
guages loomed as one more time-consuming and resource-inten-
sive process.

While challenging, the CMS accessibility mandate pushed for-
ward-thinking PSPs into creating a game plan for investing in solu-
tions to expand their core competencies. To meet CMS’ new re-
quirements would require replacing cumbersome, slow, manual
processes with an automated solution that gave them the ability to
meet the document accessibility needs of organizations of all sizes.

What to Look for

Choosing to automate the document accessibility process

would enable an organization to make documents accessible in
CONTINUED ON PAGE 64
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seconds instead of days or weeks. Another significant advantage
of automation is the ability to receive PDFs built from multiple
systems and make a document accessible on the fly. Having this
capability can significantly reduce document archiving costs,
which, in some instances, can be more than 30 times higher when
stored in accessible formats.

Additionally, an automated approach can be easily modified to
support evolving industry standards, as templates or rules can be
updated to support the new versions. On the other hand, if docu-
ments were created or stored using older guidelines, they all may
have to be updated individually to support the new standard,
which can be cost prohibitive.

There are many tools and resources available to aid organiza-
tions in delivering accessible documents. Selecting the appropri-
ate solution hinges on understanding the essential features re-
quired. Here are some fundamental requirements:

-- Ensure the solution supports various accessible formats, in-
cluding print/mail, digital and alternate formats.

-- Consider future needs and document volume, delivering
scalability.

-- Confirm that the solution integrates with existing workflows
and document management systems to minimize disruption.

-- Consider a solution which provides automatic accessibility
validation to ensure compliance.

-- Verify compliance with digital accessibility standards such as
WCAG, PDF/UA and/or Health and Human Services (HHS).

- Consider a single, robust solution capable of delivering all your
document accessibility needs, rather than numerous point solutions.

-- As language regulations evolve (as with the recent CMS Final
Rule), seek a solution that delivers document accessibility along-
side automated language translations.

While an initial investment in a solution is necessary, once auto-
mation systems are in place, a company can look forward to a sig-
nificant reduction in long-term labor costs associated with manual
remediation of documents, greater accuracy and meeting accessi-
bility requirements more cost-effectively.

Ultimately, It’s Just Good Business

Having the ability to produce accessible documents goes be-
yond increased efficiency, easier management of large mailing
volumes and adherence to standard regulations. The paramount
goal is to ensure documents not only are compliant but are also us-
able, facilitating easy navigation and information absorption for
customers and employees. Accessible documents are vital for cre-
ating a truly inclusive society. Prioritizing accessibility as a busi-
ness ensures that everyone, regardless of ability, has equal access
to critical information, ultimately driving engagement and trust.
Achieving accessibility is about breaking down communication
barriers for an exceptional customer experience for all.

(About the author: A digital document industry pioneer, Ernie
Crawford is one of only a small number of people worldwide with
M-EDP (Master Electronic Document Professional) designation.
He has more than 30 years of management experience in the
high-volume digital printing market.)
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most qualified individuals can be derailed by the damaging ef-
fects of workplace gossip.

The Role of the Manager

As a manager, your response to gossip is more important than
you might realize. Silence is not neutrality—it’s tacit approval.
When managers allow gossip to persist without intervention, they
indirectly send the message that such behavior is acceptable. This
is especially problematic when high-performing individuals en-
gage in gossip, as their actions may go unchecked, signaling to
others that they, too, can participate without consequence.

Failure to address gossip damages a manager's credibility. It
sends a message that leadership is weak, certain employees are
above reproach, and harmful behaviors are tolerated. This under-
mines team morale and fosters an atmosphere of distrust and divi-
sion. Addressing gossip is not just about correcting a small issue;
it’s about setting the tone and demonstrating that toxic behaviors
will not be allowed to flourish.

But the emotional impact of ignoring gossip is just as damaging.
When employees feel that leadership doesn’t care about their
emotional well-being, trust in the workplace erodes. The harm
goes beyond performance metrics—it affects the core of what
makes teams work: mutual respect and empathy.

The Cost of Ignoring Gossip

Neglecting to address workplace gossip affects more than just
morale; it directly impacts productivity. When employees focus
more on rumors than their work, their performance naturally suf-
fers. Consider the frustration of a team member whose hard work
is overshadowed by petty rumors. It’s disheartening to feel that
your contributions are undervalued or that your efforts are being
undermined by invisible negativity.

Moreover, gossip destroys psychological safety, a crucial foun-
dation for any productive team. Without this safety, employees
are less likely to contribute innovative ideas, raise concerns, or
work collaboratively. When employees feel they are in a hostile
environment, they retreat, disengage, and withdraw from tasks
they once enjoyed. Over time, talented individuals will seek
healthier work environments, leaving behind those who are disen-
gaged and disillusioned. This deepens the cycle of negativity and
dysfunction.

Think about the toll this cycle takes on an individual: the uncer-
tainty of being judged or misunderstood, the stress of walking on
eggshells, and the sadness of watching a thriving team fragment
into factions. These experiences can leave lasting emotional scars.

How to Address Workplace Gossip Effectively

1. Foster a Transparent Culture Promote open and honest com-
munication as the norm. Encourage employees to address con-
cerns directly with the appropriate channels, rather than venting
through gossip. Transparency fosters trust and helps prevent mis-
understandings from escalating.

2. Lead by Example Your actions as a manager speak louder
than any policy. Demonstrate professionalism, discretion, and
fairness in all interactions. By modeling the behavior you expect
from your team, you set the standard for workplace conduct.
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