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Given constant changes
in their business environment, carriers have
come to recognize that their policy administration and automation systems must have the
agility to adapt to evolving underwriting, servicing
and distribution needs.
The majority of existing carrier systems limit
automation. However, some of these legacy
assets also represent substantial investment
and value. The key to future growth and innovation is to leverage certain assets while incorporating new, more agile solutions.
OneShield’s Dragon® system provides a low
cost, low risk approach to tackle legacy system
issues and enable carriers to implement a flexible, hybrid infrastructure. Dragon® was designed
on the premise that carrier needs will change
over time. Consequently, we built an entirely
configurable transaction processing platform
that includes fully functional policy administration,
underwriting, rating, workflow and systems
integration modules. These modules can be
configured and switched on or off based on the
need to integrate or retire legacy assets or
future applications.
This enables carriers to focus their technology
investment on areas that will have the biggest
impact on their business while systematically
replacing other functionality in subsequent phases.
Finally, we also put Dragon configuration tools
and APIs in the carrier’s hands for complete
internal control over future development,
enhancement and maintenance.

www.oneshield.com

How much does
poor data quality
cost your
company?
We review some best practices for quantifying
your data quality problem and fixing it .
By Carol Weiszmann

When your data is accurate, both operational and
d e c i s i o n - s u p p o r t s y s t e m s c a n w o r k s m o o t h l y. B u t
when data is inaccurate, out-of-date or needlessly
duplicated, the effects can be costly indeed – bad
decisions (based on bad dat a), irritated custom ers
(some of whom may cease doing busi ness with you),
lower revenues, pinc hed pr oductivit y an d high er
expen ses.
According to a 2002 Seattle-based Data Warehousing Institute
survey, U.S. businesses lose more than $600 billion a year to poor data
quality. Some of this is easy to measure; a lot isn’t. If you suspect that
your organization’s bottom line suffers due to poor data quality, it’s worth
your while to quantify the extent of your data-quality problem. Only then
can you decide whether the benefits of improving your organization’s
data quality outweigh the costs of muddling along with poor data.
What you can measure
Of course, some of the impacts of poor data quality are easier to spot and
calculate than others. Costs associated with duplicate mailings based on
list redundancies, for instance, are easy to count.
Harder to measure are productivity slowdowns due to employees
having to duplicate efforts, soothe angry customers, correct erroneous
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because of bad data. Similarly difficult is tracking the effects of poor data
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The insurance industry
is taking a sizable step
toward greater efficiency with the current emphasis on business
process improvement. As insurers engage in
the battle for market growth, they clearly see
the wisdom of streamlining business processes
as well as shrinking costs through people,
processes and technology. While the transactional side of insurance can’t be ignored, it’s
time to focus on more than transactions alone.
Fiserv Insurance Solutions’ strong customer
base is evidence of our innovative solutions that
streamline the entire policy life cycle. Our
clients see critical business data for decision
making while realizing increased control and
reduced costs. Tying our transactional processing
to business process improvement has allowed
us to offer the ability to consider strategic focus
as never before. Clients can define the results
they want and capitalize on gains in operational
efficiency from improved business processes.
Outcomes are wide-ranging:
• Internal and external service levels improve,
leading to greater customer loyalty and stability.
• Carriers implement best practices.
• Business operations improve with proactive
process evaluation.
• Carriers profit from quick adaptation to
changes in the business environment and
enhanced speed to market.
To remain competitive, it is important to continually re-think processes, workflows and information requirements. To speed the process, we
encourage you to take advantage of our experts
and technology as you consider how to improve
business processes to compete at a new level.

www.fiservinsurance.com

bad feeling? How many potential new customers have become tougher
to attract because they’ve heard that doing business with your organization
is problematic? And how many products could have been more successful
if they had not been conceived and designed using flawed data?

>

According to a 2002 Data
Warehousing Institute survey,
U.S. businesses lose more
than $600 billion a year to poor
data quality.

Finding your data problems: best practices
Taking the time to count the costs of poor data quality can help you
determine where some of your worst problems are – and where lurk the
greatest opportunities for improvement. Here are some suggestions:

■ Figure out your enterprise information flow. You won’t
get far if you don’t know what data your organization uses, who
uses it, where it comes from, what its structure is, which operations
and systems use it, how it gets transformed – and so on. But by
carefully mapping information details – including the business
processes, systems and people associated with the data – you’ll be
able to begin matching errors and problems to the data sets that
spawn them.

■ Talk to your workers and customers. Employees in the
operational trenches will be able to show you the effects of faulty data
on processes and decision-making, including pretty solid estimates of
the time they spend handling problems and creating workarounds.
Employees can also be a tremendously valuable source of ideas and
suggestions about how to improve data quality and related processes.
Customers, meanwhile, will let you know how much your data-quality
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Insurers today face
constantly changing
markets, complex regulatory requirements, demands for unprecedented service levels and constant pressure to
grow. This array of challenges is understandably
overwhelming for many companies, and insurers
are increasingly looking to Web technologies to
deliver the solution. Unfortunately, getting from
looking to delivering presents further challenges.
In today’s Internet age, most vendors claim
to offer Web functionality. Vague terms like
“Web-based” and “Web-enabled” are used to
describe everything from re-platformed legacy
applications to modern systems that enable
insurers to fully leverage the Web and all that
it offers. Separating the hype from reality can
be difficult.
Steel Card’s Apogee is a completely
Web-based system, meaning it has been
designed, developed and delivered specifically
for the future and exclusively for the Web.
Apogee delivers a broad functionality set for
end-to-end, real-time property-and-casualty
policy administration.
Apogee’s impressive breadth and depth of
capabilities range from policy issuance and
renewals to complex endorsements and custom
policy terms. Offering a world-class user interface designed for the Web, the system leverages
a common platform for all distribution channels.
Employing an elegant enterprise architecture
and Web-age scalability techniques, Apogee
can be configured for insurers of all sizes.

problems are costing in lost (or never-seen) revenues and how your
data problems affect them.

■ Identify bad data. What you’ve learned from employees and
customers can help you spot the greatest data-quality issues – and
the problems they set off all across your enterprise. Overlay employee
and worker feedback onto your map of enterprise information flow,
and you’ll begin to see how the tentacles of bad data sets slither into
operations and decision-making. The more quantitative this effort, the
more confidently you’ll be able to find the flaws in your data and
understand the effects of these on your organization’s information
systems, processes and decision-making.

■ Look for origins and then patterns in your data
quality problems. Now that you have a sense of which data are
problem-prone, you can see what operations, data sources, systems,
etc., are affected by them. Study the relationships between these – are
your worst problems coming from a particular business process? An
old legacy system? You’ll also be able to get a sense of both the
business impact and the costs of your data-quality problems.

■ Isolate opportunities for data quality improvement.
You may find that just a few flaws in your data or data collection
practices are causing some very expensive operational and decision-

www.steelcard.com

making problems. By determining the costs of fixing these flaws and
comparing these costs with the price your organization pays for doing
nothing, you’ll have the underpinning you’ll need to design and deploy
cost-effective data-quality improvements. ♦
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With analysts projecting
a turn in the underwriting cycle, property and
casualty insurers will soon be facing a soft market,
increased competition and more pressure for
bottom-line results.
Therefore, one of the industry’s most formidable challenges is adaptiveness. Profitability,
operational effectiveness, multichannel distribution, customer service and governance are
strategic forces driving change. Insurers must
be able to quickly adapt to new product, pricing
and service scenarios in order to rapidly introduce the right product to the right market at the
right time, while also having the ability to adapt
to a changing business environment.
Rules technology has matured and offers
inherent flexibility in applications. For more than
20 years, we’ve leveraged rules technology to
build systems that are designed to be customized
and adaptable. Insurers must do business their
way, and systems must support their specific
business strategy. Leveraging rules technology
gives us a shorter chain of interpretation between
what business wants and what it gets – as well as
the ability to be very adaptive and flexible, without sacrificing out-of-the-box functionality or cost.
Sapiens builds systems that insurers can
actually afford to keep, maintain and evolve to
meet changing market demands and business
strategy. Our business-friendly systems are not
only flexible, configurable and adaptable, but
require fewer resources to maintain, which in
turn delivers a lower total cost of ownership
across the life cycle of the application. Our average
customer sees 40 percent to 60 percent lower
support costs for applications we create.

www.sapiens.com

Some Methods
against
the Madness
A primer on continuous imp rovement
me th odo lo gie s
By Carol Weiszmann

Before you can begin refining business and technology
development processes, before you can attempt quality
improvements or delineate best practices, your organization needs to commit to a single, consistent
approach to be used by all – that is, a methodology.
Over the years, a number of continuous-improvement methodologies
have been created. Among the best-known and most widely used are these:

Balanced scorecard – translates overarching business strategy
into specific, quantifiable goals and assesses performance in four ways:
financial analysis (operating costs, return on investment, etc.), internal
analysis (production, innovation), customer analysis (retention, satisfaction)
and learning/growth analysis (IT performance, employee retention/
satisfaction). Goals are described in terms of vision/mission, strategies,
tactics and metrics. Developed in 1992 by Robert Kaplan and David Norton.

Lean and Six Sigma – combine two complementary, processoriented methodologies long used in manufacturing operations. Lean
focuses on improving process speed, reducing waste and eliminating
activities that don’t add value (as determined by customers).
Improvement sessions called “kaizen events” – generally a week long –
are used to identify opportunities for improvement, which are laid out
using value-stream mapping rather than a traditional process map.
Six Sigma targets those parts of processes that are essential to
quality and aims to purge process variations that compromise quality.
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Insurers must make
certain that all their
policy administration
systems are cost-effective — from clearance
and processing insurance application submissions to implementing automated underwriting
rules, as well as rating and document issuance.
Pricing business properly is a critical challenge.
Many insurers currently have legacy policy
administration systems that are difficult to
maintain and prevent rapid time to market for
new insurance products and compliance
issues.
Premium leakage is also a problem today.
Maintaining rates and rules is a costly and
inefficient process. Insurers’ current systems
may not easily allow changing the rating
algorithms, or underwriting rules, to ensure that
they’re arriving at the proper premium.
Underwriters at many carriers handle a lot of
insurance applications that the carrier ultimately
doesn’t write or issue because the applications
don’t meet the underwriting guidelines for
those particular carriers. As a result, they’re
inefficient in their handling of all those applications. Most carriers will benefit from improved
hit ratios by upgrading their policy administration solution.
ePolicy Solutions, Inc. delivers a total solution that helps address these issues with a
modern, component-based J2EE policy administration system that can reduce maintenance
expenses and provide functionality to improve
speed to market for insurance products and to
help agents deliver improved service to their
customers.

■ DMAIC improves existing processes (define out-of-tolerance
ranges, measure internal processes critical to quality, analyze why
defects happen, improve processes to remain within tolerances,
control processes to meet goals)

■ DMADV is used to introduce new processes that meet customers’
needs (define processes and where they could fail customers, measure
and determine whether processes satisfy customers, analyze various
options, design in changes to processes to better address customers’
needs, verify that changes have met customers’ needs.

Total quality management (TQM) – the creation of W. E.
Deming in the 1940s and made famous by Japanese firms, where it was
adopted and resulted in substantial improvements in product quality.
Deming’s famous “14 points” (synopsized here) are the crux of TQM:
1. “Create constancy of purpose toward improvement of product
and service ….”
2. The embrace of change must be led by management.
3. “Cease dependence on inspection to achieve quality ….”
4. Buy based on minimized total cost, not just the pricetag, and seek
long-term single-supplier relationships built on loyalty and trust.
5. Never stop trying to improve quality and productivity.
6. “Institute training on the job.”
7. “Institute leadership.” The goal of all supervision is to do a
better job.
8. “Drive out fear, so that everyone may work effectively ….”
9. “Break down barriers between departments.”
10. Seek zero defects and new levels of productivity; “the bulk of
the causes of low quality and low productivity belongs to the
system and thus lies beyond the power of the workforce.”
11. Leadership should replace work quotas, management by
objective and management by numbers.

www.epolicysolutions.com

12. Shift focus from quantity to quality, so lower-level employees
may enjoy pride in their work.
13. “Institute a vigorous program of education and self-improvement.”
14. Transforming the company is everyone’s job. ♦
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Why service-oriented
architectures are worth it

It works like this: You sit down at your desktop computer and open up the
company’s service locator, then look up the services you want (i.e.,
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the business functionalities needed to run the corporation) and retrieve
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information about how to use them, assuming that the corporate security

A new way to extract value from l egacy s yst em s can keep you
co mpe t it i ve w h il e sa vi ng yo u pl e n ty
By Carol Weiszmann

service authorizes your access. After the first time, you can forgo the
locator and simply engage the service directly.
Because service-oriented architectures are both modular and gen-

It’s not an accident that IT people are
always talking about “the enterprise.”

imposing on them a mind-numbing and failure-prone

erally implemented using open, XML-based Web services standards,

complex of middleware functionality.

usually with off-the shelf components, they’re easily customized.

In a typical corporation, specific databases and

Service-oriented architectures (SOAs) imple-

information systems serve largely independent divi-

mented with Internet Protocol-based Web services

Changing how you do business

sions, departments, operations and decision-makers.

are meeting this challenge. How? By extracting, or

Arguably, a service-oriented architecture will be the means by which your

Often these systems and databases exchange data

“exposing,” and then re-integrating crucial chunks of

enterprise can fully exploit the potential benefits of the Internet, sharing

and messages only clumsily, if at all.

legacy application logic and data – now dubbed

business processes, as well as exchanging information with customers,

At the same time, the demand for both cross-

“services” – via mechanisms that seek and find

partners and agents. Consider these SOA virtues:

organizational and interorganizational links is becoming

information about these services and how to use them.

a clamor. Customers, partners and agents want

Since the idea is to more easily enable exchange

smoother, faster interactions and easier collaboration;

between siloed applications – both within and between

controls costs, avoids business disruptions and enables IT staff to

managers (including IT managers) need more-

organizations – service-oriented architectures provide:

learn the SOA ropes.

consistent (and automated), end-to-end operational

■ A uniform way to represent and exchange data,

■ Easy to use. Employees and customers can use these services

using the Extended Markup Language (XML), which

without significant training, since they don’t need to know anything

employs self-describing syntax and semantics

about how services work, where they’re located or how to communicate

control and better support for decision-making.
Hence the intensifying strain on traditional
corporate IT environments and architectures, which

■ A standardized meta language that describes avail-

were designed only to enable isolated departmental

able services, via the Web Services Description

and operational “silos.”

Language (WSDL), which is based on XML

What’s needed
Just about everybody understands that the solution
lies in integration – of systems, databases, networks,
processes. The challenge is how to pull it off without

S24

■ Standards-based. Legacy-based services using standardized
common components can be rolled out in discrete phases, which

with them.

■ Secure and auditable. Service-based transactions are secure
and can be audited end-to-end.

■ A standardized means of communication, provided

■ Bottom-line savings. Larger organizations spend a great deal

by the Simple Object Access Protocol (SOAP),

on IT application integration – up to 40 percent in some firms. These

which is based on the Internet’s HTTP

costs can be substantially reduced with SOA’s standardized, re-usable

■ A uniform mechanism to register and locate Web

components and tools. What’s more, SOA makes it easier to eliminate

Universal

duplicate functionality. With SOA, creating new services is straight-

either incurring the prohibitive cost and upheaval of

Description Discovery and Integration standard

forward, enabling the enterprise to generally tighten its business

throwing out all the legacy systems or, alternatively,

(UDDI), which acts as a kind of Web services “yel-

process cycle times and speed to market with new products. ♦

getting legacy systems to work together without

low pages”
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Insurers frequently rely
on disparate systems to
administer policy lifecycles. Efficiently conducting new or renewal
business, and establishing customer-centric
service workflows within diverse distribution
channels, are among the most complex policy
management challenges.
Many legacy policy systems are inflexible and
disjointed. This dictates one-dimensional processes,
preventing carriers from cost-effectively leveraging
assets to sustain growth. Timely product
management, smooth systems integration and
channel cooperation also become constrained.
The AscendantOne® unit of ISO promotes an
“optimized policy management” environment,
incorporating modern, browser-based component
technology at the hub of property/casualty
operations. Seamlessly integrated with ISO Rating
Service™, AscendantOne’s policy suite facilitates
speed-to-market, and lets insurers proficiently
execute mission-critical sales and service tasks,
including:
• Fast rating-quoting, and rules-based underwriting, for any P/C program on one platform
• Automated rate management so updates
can be quickly implemented
• Efficient customization of products, pricing
parameters and quoting interfaces
AscendantOne consolidates full-function
contract administration with account-based,
business intelligence. As a catalyst for
achieving measurable competitive advantage,
AscendantOne’s optimized policy management
solution enables control of rating/risk assessment
standards, flexible product management and
real-time service delivery to distributors or
policyholders.

www.AscendantOne.com
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Chances a re your orga nization can benefit fro m busine ss process
ma n a g em e n t s y st e m s
By Susan Messenheimer
December 2004

Properly used, business process management (BPM) systems can save your
company a bundle. That’s because BPM
systems separate business process logic
from the applications that use it.
Further, BPM integrates internal and
external process resources (say, a database), monitors process performance
and manages relationships among
process participants.
The result: Business processes can be streamlined, automated and more effectively managed,
which cuts costs and improves quality and customer
satisfaction. Surveys, case studies and anecdotal
evidence point to potential operational cost savings
for insurers ranging between 25 percent and 50

What BPM delivers
By combining application integration and automated
workflow capabilities on a standardized Web-based
platform, BPM offers:

■ Agility. Abstraction of business process logic
from application logic means that each can be
other, making both more robust and flexible.

■ More business insight faster. Business
performance can be measured granularly – even
down to the task level – thanks to an ability to
design key performance indicators (KPIs) for
particular processes that can be monitored using

■ Integrate back-end processes with self-service
capabilities
■ Change business process logic without help
from IT staff.

how processes are performing and can respond
to problems in more timely fashion.

processes – and even more when manual tasks are

processes (as well as business process logic)

automated using BPM.

and the feedback provided by KPI tracking
means that processes can be iteratively adjusted

w w w. i n s u r a n c e a n d t e c h n o l o g y. c o m / s p e c i a l r e p o r t s

■ Integrate departmental and line-of-business
applications

a BPM dashboard, so managers know quickly

percent from improved management of business

Business processes can
be streamlined, automated
and more effectively
managed, which cuts
costs and improves quality
and customer satisfaction.

■ Automate repetitive tasks

changed and adapted with minimal effect on the

■ Support for continuous process
improvement. Visibility into business

>
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as business dynamics demand.

About the Authors

Carol Weiszmann and Susan Messenheimer, principals at
aimpublications LLC (www.aimpublications.com), analyze and write
about how information technologies impact business value and
competitiveness. Their work has appeared in numerous business and
technology publications, and their analytic and editorial services have
been employed by many industry-leading organizations, as well as
the U.S. government.

When you need BPM
So how can you tell if it’s time for BPM in your
enterprise? Chances are that BPM can help if
your organization needs to:

■ Monitor and manage process
performance
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For smaller and midsize
insurers, just responding
to day-to-day business
and regulatory demands is a challenge. Tougher still
is staying competitive, which demands an ability
to recognize and take advantage of opportunities
as well as to react to changing risk assessments.
But smaller and midsize insurers that feel
unable to match large insurers’ deep pockets and
technology expertise can turn to STG, a leader in
offering both a range and a depth of technology
solutions to insurers, notably smaller and midsize
property and casualty firms. These include:
• Renaissance solutions – a comprehensive suite
of proven, Internet-based software solutions
incorporating policy, claims, billing, point-of-sale,
general ledger and data warehouse support.
• An application service provider (ASP)
solutions-and-services infrastructure that’s
proven itself over five years now.
• A pioneering, proprietary “knowledge-guided
delivery model” services framework that reliably
provides lower-cost individualized and custom
services and solutions to smaller carriers.
• A well-integrated, five-year-old offshore
support and services center.
• Services encompassing application management, regulatory reporting, data warehousing
support, ERP and CRM integration support,
and product management, among others.
• Technology services that include facilities
management, technology transition management, program office support and insurance
technology consulting.
• Soon-to-be-introduced call-center and
claims-management business process
outsourcing services.

www.stgil.com
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