Get Ready for Success: Seven Ways
Automation Improves Underwriter
Efyciency and Customer Service

By Laurel Sanders, Optical Image Technology, Inc.

Underwriting today is all about efyciency and service. Managerial
expectations dictate the need to process more work, faster, often

with fewer human resources, and as cost-effectively as possible.

The mobility of customers, a challenging marketplace of mergers
and acquisitions, and stringent regulations continue to create new
expectations for real-time information and immediate customer
service, increasing demands and workloads. Fortunately, advances in
technology have made it possible to respond with services that were
unimaginable even a few years ago.

Savvy underwriters understand that their ability to attract new
business, retain current customers, and remain successful in today6s
marketplace means they must understand changing needs and respond to them more quickly
than their competitors. For underwriters, having ready access to up-to-the-minute information
as it ebbs and pows is vital to attracting new business and making informed decisions that keep
a company on the leading edge---and in some cases, even helping it just to survive. Business
executive Arie de Geus summarized the situation well, stating, fiYour ability to learn faster than
your competition is your only sustainable competitive advantage.o

Having a vision for success, and the determination required to make

Savvy underwrlters_ that vision become reality, is vital for any insurance company to
understand that their become and remain successful. Understanding customer demands,
ability to attract new and knowing the details of your routine business processes, records
business, retain current retention demands, and other legal requirements is vital to the smooth
customers, and remain running of an underwriting department. If you understand the common
successful in today’s barriers to underwriting efyciency, have a vision for improvement,
marketplace means and the determination to take steps toward change that will keep

they must understand your company on the leading edge, this article is designed for you.
changing needs and It explains seven ways you can tap into digital capture, storage, and
respond to them more process automation to maximize the talents of your staff and be more
quickly than their effective. By taking advantage of one or more of the options presented,
competitors. Having you can take major strides toward 21st century organizational

ready access to up-to- efyciency and success.

the-minute information

as it ebbs and pows is 1. Capture and Access Insurance Applications and Supporting

vital to making informed Documents

decisions that keep a
company on the leading
edge---and in some cases,
even helping it just to
survive.

Imagine being able to look into a crystal ball and view all of the
information about your underwriting prospects that is available to you.
Applications, supporting documents, phone conversations held with
prospects, faxes, risk assessments, credit reports, email correspondence,
handwritten letters, customer histories, and other information would

be viewable within moments of a request. A Web-based electronic
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document management system makes this a reality, functioning similarly to a crystal ball.
Agents, customers, and administrative staff simply deyne the information they are seeking as
they would in an encyclopedic index, and an electronic list of appropriate materials is returned
to the seekerds desktop, laptop, or PDA within seconds. Each end user only gains access to the
information that the company has decided that person needs in order to perform relevant tasks
and make informed decisions, helping companies comply with stringent regulations and privacy
issues. Sensitive information remains restricted to the purview of those individuals whose jobs
require it. Instant, remote access means that informed decisions can be made quickly, and the
risk of a security breach can be eliminated.

Centralizing all of a companyés diverse information into one searchable location provides
numerous beneyts, and is the foundation to all efyciency improvements that follow. On-

line forms add signiycant value as you build a digital library, enabling your agents and their
customers to enter new information electronically, as well as updating information from scanned
documents and making the data immediately searchable. Portable desktop scanners also enable
agents to add paper documents instantly to their electronic library.

Scanning paper forms, capturing faxes and emails and indexing them for search, and creating
electronic forms have similar results. They help you to gain a comprehensive overview of your
prospects and customers, reduce waiting times for applications and other materials that are in the
mail, keep new applications and reinsurance policies moving, and enable your company to make
decisions and process new business more quickly. Bar codes can also be added to outgoing mail
and solicitations to prospects, enabling you to scan completed forms as they are returned. This
eliminates the errors that arise from manual re-keying of contact information, customer and
policy identiycation numbers, and other vital information.

A vital part of establishing Faster decisions lead to quicker invoicing, putting policies in the hands
process efyciency is of your customers swiftly, expediting relevant invoicing, and improving
candidly evaluating the your cash pow. Rather than chasing after information that is fiin transito so
procedures you currently that decisions can be made and policies can be delivered, agents can bring
have in place, streamlining new business to a close quickly and move on to other prospective clients.
them and making them Customers beneyt from faster decisions, cases of unwanted risk can be
more consistent prior addressed more quickly, and companies beneyt from faster turnaround and
to automation. Nothing revenue cycles. Everyone wins.
makes less sense than
automating useless or 2. Standardize Underwriting Procedures
inefycient processes.

Whether you scan paper forms, use on-line applications that are posted on

your website or available via your agentsf laptops, or include bar codes on
paper forms to decrease manual keying of customer and policy information, an EDM system
will ensure that your standards for information consistency and completion are met. A vital part
of establishing process efyciency is candidly evaluating the procedures you currently have in
place, streamlining them and making them more consistent prior to automation. Nothing makes
less sense than automating useless or inefycient processes. Taking the time to understand them
thoroughly and introduce needed reforms will result in a huge payoff.

As forms are scanned or completed online, your business rules dictate the information you
require, the formats that are acceptable, and the messages that help the customer, agent, or staff
to take the right action when standards are not met. Duplication of materials is eliminated,
incomplete information is disallowed in accordance with your rules, and the quality of data is
improved. A conygurable EDM system puts the reins for managing underwriting documents
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