Order Entry (up to 48 hours)

Customer Service (3 -4 Weeks)“

Production and Billing (2 — 3 Days)

Keais’ View

Step 1
Order Received from
Customer (email, fax
or pickup)

v

Step 2a
Order Assurance
Checkpoint

Step 2b

Service Rep. For
Customer
Follow-up

Send to Customer

v

Step 2c
Customer
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Order Clarification

Order
Ready for

Processing
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Does Order
Require
Clarification?

Step 3
Order Researched

Step 4
Profile Reviewed
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Step 5
Order Entered into
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System
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Document Printed
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Step 7a
Form Review
Checkpoint

Perform Required
Follow-up Actions

Step 12b
Wait for 20-Day
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Records Received
and Usable?

Step 12a
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Reviewed by GM for:
- Missing Information
- Special Handling Requirements
- Deadlines
- Case Information:
+ Style and Case #
+ Parties
+ Date
+ Court and Cause #

Research each Location:
- Phone #
- Address
- Contacts
- Pre-pay Requirements
- Facility-specific Information
- Doctor's Names
Research Each Attorney involved in case:
- Proper Address
- Fax Number
- Attorney’s State Bar Number
Resources Used:
- Web
- Keais’ Proprietary Lookup System
-1411-US
- Directory Assistance
- Phone Books

Review Customer’s Profile Form for
Preference on file:
- Ordering Attorney
- Type of Case
- Status/Update Preferences:
+ Method
+ Desired Frequency
+ Types of Issues

- Subpoenas

- Notices & Written Questions (Depositions)
- Affidavits

- Custodian Cover Letters/Waivers

- 20-day Notice Period Waiver

- 1% Notice of Intention to Take Deposition
upon Written Questions

- Verify Worksheet (internal) Information

- Verify Questions Against Customer
Instructions

- Verify all parts are ordered/No duplicates

- Ensure that Keais’ Request maps to
Customer Instructions

Step 7b
Changes Applied |Yes Are
in Order Changes
Management Required?
System
No
Main Folder (Red):
- All Client Correspondence
Step 8 - Docs.. Subject to 1 Year Archive Rule
Forms Sent and 2 Year Archive Folder:
Scheduling Folders “| - Docs. Subject to 2 Year Archive Rule
Prepared Rush Order Wrapper (Blue):
- Wraps around Main Folder - if Rush
L requested
Step 9 - Custodian Letter
Request Forms - Subpoena
Delivered to <— - Questions
Custodians/Facilities - Notice
(fax/han?-serve/mail) - Affidavit
Step 10
Request Served/
Delivered Info. o ; I
Ui [ @ser E;;::lllty//Custodlan Communications/Follow
Management System - Follow-up on Lack of Response
- Respond to Requests for Copy of
Authorization
{ - Resubmit Requests, as required
(Custodian/Facility “never received”
Step 11a - Send Pre-l?ays, as appropriate
» Request Management «— ~ Request Missing Pages I
Process - Request Rgplapements for |Ileg|ble Pages
Client Communications/Follow-ups:
- Send Status Updates, according to Client
preferences
- Obtain Fee Approvals, according to Client
preferences
Order Management System Updates:
- Post Status Updates, as available
11b No Al - Post Records Received information

- Records are checked into Production

- Work is assigned to different records
organizers/coordinators

- Records are organized and Custom Tabbed

Organizing and Billing -« - Order is reviewed and verified against Client

and Checkpoint

Has
Waiver Notice
Period Been
Waived?

Yes

Step 13
Copying and Binding

A

Step 14
Deliverable
Verification
Checkpoint

Step 15
Order Delivery

Specifications
- Additional Quality Checks Performed (e.g.,
Correct Person, Legibility, Missing Pages)
- Invoice is Generated

- Copies Are Made (according to number
ordered)

- Most Records Are Numbered by Copier

- Records Are Scanned

- If Records not numbered by Copier, they are
hand-numbered

- Custom Tabs Are Created

- Indexes are inserted and Bound

- Page count is verified against Invoice and, if
required, invoice is adjusted to reflect correct
page count

- Confirm billing accuracy

- Each page is reviewed for copier misfeeds,
blank and duplicate pages

- Custom Tabs are inserted in appropriate
places

- Deliverable is reviewed using “12 Most
Common Industry Mistakes” Checklist

- Custom Tab Spell Check Performed

- Document is put out for Delivery

- Records are checked out of Records Area
for Delivery by Account Manager or
Customer Service Representative

- Records are delivered, according to Client
instructions

- Sign-off is received from client
Representative

- Delivery Receipt is returned

- Receipt information is recorded in Order
Management System

Customer Viewss

Order
Confirmation
Received

A

Receive Order
Clarification
Communications,
if warranted

iewing

Order and Real-Time Status on Actions and Follow-ups Available for Online V

Order Ready for
Online Retrieval, if
that is the format
requested by
Customer

Order Ready for

Delivery in Hard-

copy and/or CD
Format

—1
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