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The Perfect Solution for Insurance Underwriting
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I. Introduction
In today’s online, fast delivery environment, Managing General Agencies, Agencies, Insurance Carriers and other businesses in the insurance industry are looking increasingly for better software solutions to increase productivity and profits while satisfying customers’ expectations. 
The primary software applications available are specialized for specific functions of the application and underwriting process. To make these applications work together, underwriters are required to reenter information up to five separate times – once for each software application.  While this is an improvement over a totally manual processing system of insurance issuance, this process does not alleviate the paper burden of previous methods.   Companies, therefore, are investigating the feasibility of alternative systems that will more fully integrate the application and issuance process.  

This paper will highlight the alternatives currently available and explain, in detail, the solution that will increase productivity and optimize payroll costs while delivering a faster, more accurate solution that can enhance customer service.   
II. Challenges

Insurance firms, MGAs and MGUs are faced with increasingly difficult challenges – faster service, more accurate quotes, and quicker issuance of policies – all because we live in a fast paced, technology-driven society. If you don’t do it, your competition will. The answer lies in more sophisticated technology and software.  There have been two basic options: develop an in-house, proprietary system, or purchase specialized off-the-shelf tools. Each has pros and cons. 
September 11th, 2001, made everyone more aware of the need for disaster recovery plans, which include off site storage. This factor must also be considered if there are on-site data requirements.

The Proprietary System
  PROS:

· This option allows complete customization to fit individual needs. 
· The system is housed on premises or under control of the user. 
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System can be updated as needed without incurring monthly fees from outside vendors. 

· User can control all aspects of the system.

 CONS:

· This option requires a significant investment of resources to plan, develop, and implement the program.
· Current data for regulatory requirements, forms, security solutions, and state-specific information must be gathered, incorporated and monitored. 

· This process typically takes 12-24 months from inception to implementation. 

· The program must be constantly undated and maintained. Staffing for these requirements is an ongoing expense in order to keep the system current with changing technology and regulations.
· Proper security and disaster recovery must be assured.  

· The system must be secured with software and hardware firewalls.   

· If online access is desired, this will add to the security efforts.

Purchasing Software Components:
Many software applications to assist firms in the Insurance industry are specialized. To create a complete system a firm must purchase, implement and maintain up to five separate applications (modules) that, typically, do not share data.  This creates further challenges.
 PROS:
· Development cost is minimized because the systems are already created.

· The vendor may handle maintenance of software.

· Depending on the software, implementation can be relatively fast.
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CONS: 
· Implementation and maintenance of multiple specialized software modules can require added staff just to coordinate and maintain the disparate systems.  
· The hardware requirements may differ for each application/module.  
· Installation and data loading must be done up to 5 times and all databases have to be synchronized.
· Workflows must be manual for software applications which do not interact.
· Communication challenges are not resolved.
· The support staff has to be familiar with the encryption methods and other security features of each application.  

· Proper security and disaster recovery must be assured.  

· The system must be secured with software and hardware firewalls.   

· If online access is desired, this will add to the security efforts.
When all the requirements for a multiple application system supported in house are considered, the cost of implementation, use, and maintenance can be considerably more that first anticipated. 
The Perfect Solution:
The challenges of high productivity and complete customer satisfaction are goals of all firms. The optimum solution balances the costs of account acquisition with overall productivity and profitability. Firms in the insurance industry attempting to achieve this balance would look for a web-based workflow management system which will give them:

· Increased Client Satisfaction

· Reduced Overhead

· Secure Online Access

· Disaster Recovery
All of these attributes are found in a solid web-based, workflow management system working off of one database and secure servers with daily backups to remote servers.
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The Expert Insure Solution

The Workflow Management system, “Expert Insure” has been developed by Single Entry Systems to address the challenges discussed above.  It works off of one integrated database, monitors the application and policy issuance process, updates relevant accounting data, and addresses document storage, security and disaster recovery requirements.

Improved Customer Service:
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Single Entry Systems has developed their solution in close cooperation with experts in the insurance industry to create a system that expedites policy underwriting while enhancing the customer experience. It has done this by providing:

Secure Online Access:  Expert Insure is accessed by approved users through a secure portal, using Microsoft Internet Explorer.   Whenever a user signs on, their identification is authenticated by the system.  Only those users approved by the Firm’s Administrator will be allowed access.

Fast Processing:  Applications entered online by a broker/user are posted in the Underwriter/user’s work quote within thirty seconds and their onscreen display is updated.

Real Time Communications:  All users have an on-screen display of items in their work queues.  This displays a list of applications, quotes, and other relevant data and gives the status of each, along with a link to the item. 
Expert Insure also has a messaging system that can be used for instant communications with the broker and insurer.  

Reduced Overhead / Increased Productivity:
Workflow Management:

Expert Insure is a web based system that automatically routes all work to the next step until documents are placed in final storage.

Application:  Once the application is entered by the broker the bulk of the data entry is done.  All information from this form is then pre-filled into subsequent forms.

Rating and Quoting:  The Underwriter receives, reviews, rates and creates a quote for the application, which Expert Insure will return to the Broker.

Negotiations:  Any items in the application and quote that require more information or a re-quote are routed between the Underwriter and Broker as many times as required.

Binding and Policy Issuance:  After all details are completed satisfactorily, the Broker forwards the signed application using Expert Insure.  Then the Underwriter will create the Binder and all of the required Policy documents automatically within the Expert Insure system.  The Binder can then be forwarded without leaving Expert Insure. The policy documents will follow in a matter of hours or days, not weeks.

All transactions can be followed in real time by the Broker, Underwriter and Carrier using the Status Screen.

Document Storage:  All documents created in Expert Insure are stored in electronic format as PDF files.  Expert Insure has a short term storage system and archives older documents in long term storage.   

Accounting: Expert Insure can be integrated with the client’s accounting system thereby automating invoicing and eliminating the manual transfer of information.

Workload Management:  

Expert Insure not only manages the workflow but, also, the Broker’s and Underwriter’s workload.  

The Broker and Underwriter can view their workload on their desktop.   At the top of every work screen is a tool bar with all applications in progress categorized by their position in the workflow process. 

 Every category is updated every thirty seconds, ensuring a current work queue.
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By simply clicking on any category, the broker or underwriter can view the applications in that category.  
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Quick Quote:  

On average, about 80% of the applications submitted to an agency do not result in the issuance of an insurance policy. To address this situation, Expert Insure offers a Quick Quote module. The broker can call the underwriter and provide a few facts.  The underwriter then pulls up the quick quote form and quickly has a preliminary quote that will allow the client to make an informed decision about applying for a policy, saving the underwriter time while providing the client with fast customer service. 

Integrated capabilities:
In order to ensure the quality of Expert Insure, Single Entry Systems has incorporated third party software applications where appropriate.
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Rating: Expert Insure has integrated an Insurance Standards Organization (ISO) approved rating system. The application information is pre-filled by Expert Insure and the rating is completed in less than a minute.  

However, the Underwriter reserves the option of manually rating an application within the system. 

Messages:  The Underwriter can forward the resulting quote to the broker using the Expert Insure message system, email or fax.

Communications:
Communication is critical to the proper processing of quotes and maintaining a high level of customer satisfaction. To help eliminate bottlenecks, Single Entry Systems has integrated three communications methods into Expert Insure.

Email: Expert Insure has integrated Outlook to enable users to send and receive emails without leaving the system.  This also increases the efficiency with which attachments can be sent outside the system.

Messaging:  Expert Insure also has built-in messaging.  This allows messages to be sent and received within the system rather than attaching a document to an email. This real-time messaging expedites the entire communications process.  

RightFax:  Also integrated is Rightfax, which enables a user to send a fax without printing and faxing manually.

Expert Insure also provides direct communications to Single Entry System’s support personnel.  By selecting “Support” from the menu and typing a message, support personnel can see the exact page being accessed when help was requested. This means that support time is reduced and productivity is not adversely affected.

Minimal Staff Training:

Being able to bring Brokers and Underwriters up to speed without lengthy training sessions and long learning curves is essential.  For this reason Single Entry Systems has focused on standard forms, required fields and managed processes.
No missing information: Expert Insure includes all necessary forms for a complete application. Required forms are listed on the Client Application page.  Expert Insure manages the process by not allowing the user to continue to the next step until all required information and forms have been supplied.
ACORD Forms:  

All forms used and created in Expert Insure follow the ACORD format and content.

Once a form is requested, Expert Insure takes a few seconds to create, store and display a link to the form.  These links will appear on the Broker’s or Underwriter’s screen with the appropriate next step. 

Online forms:  Each electronic form closely resembles the standard printed form, ensuring ease of entry and short learning curves for those who have been using standard ACORD forms.   


Expert Insure forms have been designed to ensure all needed information is entered.  As the user completes information or answers questions, additional windows will open as needed.  Once the information is entered into the window, it will close, including the information in the displayed form.  In the example above the ADD button has opened a “Premises” window, which facilitated the entry of the information now displayed on the line below the ADD button.  If there were more than one premise they could be added.  Once added they can be updated or removed.

The PDF and printed copy of this form is displayed below.


Total Integration:  

Single Entry Systems has developed Expert Insure to be a totally integrated system.  State-of-the-art applications have been combined with off-the-shelf solutions like Microsoft Outlook and PDF creation. This has created a system that makes the process from application to issuance seamless and accurate. .  

To further support their clients, Expert Insure integrates with the client’s accounting system enabling invoices and all accounting to be done without additional report writing and data entry.

Finally, Expert Insure stores all PDF documents in short term and long term storage, minimizing paperwork.  The documents can then be retrieved as needed.

Hosting

To reduce client cost, Single Entry Systems hosts Expert Insure on its servers.  Each client is provided with dedicated servers and their own secure database.  Single Entry Systems keeps the software current with changes in technology, regulations and the insurance industry standards. 
Security and Disaster Recovery

Because of the high degree of confidentiality required to assure the safety of client data, security and disaster recovery are important features of Expert Insure. Single Entry Systems provides hardware and software firewalls and encryption.  State of- the-art intrusion detection and tracking methods allow all systems to be taken off line in seconds if deviations are detected.  

All transactions take place on secure links with user authentication. 

Knowing that disasters can be man-made or natural occurrences, Single Entry Systems provides nightly off-site back up of systems and data.

Client Administrators and User Classifications:  

When an Agency or Carrier implements Expert Insure, their administrator will be responsible for selecting users and providing them with the appropriate privileges.  Each user is given access to modules and forms according to the classification the administrator assigns. These classifications and privileges can be customized for the agency or carrier.

Customization

Expert Insure can be customized for each Client.  The areas of customization include:

Carriers:  An agency can serve as many insurance carriers as they wish using Expert Insure.  The specific requirements of each carrier are incorporated into the Agency’s copy of the software, then when a carrier is selected for a client the form’s etc. required by that carrier are loaded when the binding process starts.

States and Regions:  Laws and regulations differ in each state, therefore, Single Entry Systems, as a part of the installation process, includes in the implementation of Expert Insure forms etc. that are specific to each state, region, and, if needed, the locality in which the client issues insurance policies.

Types of Insurance:  Expert Insure will be expanded to include most types of business insurance in future versions.

Forms and Required Fields:  Single Entry Systems will customize forms so all required fields as well as any additional fields that may be needed are included.

Reports:  As a part of the installation, Single Entry Systems customizes the reports that each client will need for the best performance of their business.
Customer requirements

Expert Insure is a web-based program.   Users must have Microsoft Internet Explorer, a high speed internet connection and a PC or Laptop Computer.  To make the most of the Expert Insure application Brokers and Agents who submit and accept applications must have theses essentials. 
Expert Insure can be installed and fully functional in two months or less, depending on the amount of customization needed.       

 Cost structure

Single Entry Systems does not sell the software to clients for them to install and maintain.  Our cost structure is:

· An implementation fee based on the number of users, states/regions and carriers to be included

· Yearly service fees for which Single Entry Systems

· Hosts the software and database

· Updates the software to take advantage of improvements in technology

· Updates forms, rating rules etc. to be in compliance with laws, regulations and ISO standards

· Provides state of the are security 

· Disaster recovery including real time replication to remote backup server, mirrored drives, redundant power systems, etc. 

· Complete support for client problems 

For specific quotes contact:

Single Entry Systems, Inc. 
1-888-526-2605
IV. SUMMARY

The solution Agencies and Insurance Carriers have been looking for is here. Expert Insure is a cost-effective, workflow management tool to handle the process from application to issuance of insurance policies. Expert Insure solves many deficiencies of other workflow solutions:

· Expert Insure combines all of the modules needed into one database.

· Expert Insure is a comprehensive workflow and workload solution.

· Information is only entered once and then it is placed in all the proper documents.

· By using an interface that closely resembles ACORD formats, the program can be learned more quickly.

· By interfacing with the Insurance Standards Organization (ISO) rating system, the confidence in policy approval and issuance increases. 

· The system is housed completely off site on secure servers. Secure entry is made through Internet Explorer from any computer with high speed access. 

· The system is totally customized for each client depending on components required, number of users, and location.

· Implementation can be accomplished in as little as two months or less.   
Imagine having to replace 5 dedicated clerks with 3 to 5 high paid technology employees/ IT professionals.





… Insurance Standards Organization (ISO) approved rating system.





Imagine NOT having to replace 5 dedicated clerks with 3 to 5 high paid technology professionals.









Single Entry Systems, Inc.
Expert Insure
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