Life insurance policy administration
To support your business objectives

Modernize policy administration systems to
increase business flexibility.

Highlights

Maximize your ability to respond to
business change with highly flexible
and integrated policy administration
systems

Drive customer and agent loyalty
by enabling streamlined and
personalized online self-service

Help simplify integration with agents
and business partners by using a
standards-based approach

Enable incremental modernization
to help maximize value from existing
investments
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Policy administration systems represent
a critical part of an insurer’s core
systems because they handle policy
applications, policy anniversary

processing, changes and new business.

Policy administration systems impact
nearly all aspects of the business and
serve, in many ways, as the engine for
all operations. They are fundamental to
an insurer’s ability to operate efficiently
and capitalize on emerging opportuni-
ties —adding new products rapidly
and acquiring new business.

However, most insurers have inflexible

systems that constrain their ability to
respond to market changes and new
business needs. Furthermore, these
systems make it difficult for insurers to
effectively utilize increasingly strong
and diverse distribution channels to earn
the loyalty of independent agents and
customers. Inefficient, frustrating inter-
faces for policy application and policy
changes, for example, make it less likely
that independent agents and customers
will do business with an insurer.
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To deal with changing business
demands, competitive pressures that
are driving faster time to market for
new products, and the need to provide
agents and customers with easy-to-
access and easy-to-use interfaces,
insurers must modernize their policy
administration systems. Insurers must:

e (losely integrate their policy administration
systems with agency management systems.
Streamline labor-intensive interactions with
customers and agents to achieve cost savings
and drive loyalty.

Have the flexibility to optimally source different
policy administration functions — using home-
grown technologies, packaged capabilities from
third-party independent software vendors or
outsourcing — by drawing on standards-based
integration.

Most policy administration systems
represent huge investments that have
been made over time. They are valuable
assets that perform business-critical
functions and cannot be replaced
overnight. But with IBM software for life
insurance policy administration, you

can modernize policy administration

systems incrementally. Leverage your

existing investments to minimize the risk
of changing core systems — positioning
your organization to respond flexibly to
business challenges and opportunities.

Leverage IBM’s insurance industry
expertise to transform your life insurance
policy administration

IBM solutions for the insurance industry
bring together the extensive IBM
portfolio of hardware, software and
high-value services —and its wide
network of Business Partners —to
address the most prevalent challenges
for clients in the industry. IBM solutions
and insurance industry experience help
each client accelerate its progress in
becoming an On Demand Business —
so it can respond with flexibility and
speed to virtually any customer demand,
market opportunity or external threat.

Creating business processes with a
service orientation has emerged as the
best way to achieve that flexibility and
speed, as well as agility and resilience.
Service orientation takes everyday
business applications and breaks them



into individual business tasks, called
services. These services can then be
shared with other departments within
your company, integrated with your
trading partners and exposed directly
to customers to create new or modified
business processes. As a result, you
have the flexibility to easily respond

to changing market requirements.

And because these services can tie
together existing enterprise resource
planning (ERP), human resources (HR),
customer relationship management
(CRM) and supply chain systems from
leading vendors such as SAP, Oracle,
Siebel and JD Edwards, there is no
“rip and replace” required. Furthermore,
these services can be used across
multiple processes — rapidly, easily and
consistently —to help drive improved
time to value and reduced costs.

IBM software, a key building block of
the IBM solutions for the insurance
industry, is vital to employing a service
orientation strategy. It helps our clients
achieve business flexibility by enabling
them to model, assemble, deploy and
manage business processes for today’s
on demand business environment.

IBM software for life insurance policy

administration is the middleware capa-
bility of the IBM life insurance core
system solution, which enables your
insurance company to modernize policy
administration. IBM has developed

this solution as an instantiation of the
IBM life insurance industry vision for
business and systems transforma-
tion based on world-class insurance
industry consulting, integration, middle-
ware, infrastructure and best-of-breed
application providers.

Maximize your ability to respond to
business change with highly flexible and
integrated policy administration systems
Change is constant in the insurance
industry — competitors introduce

new products, margins are continu-
ally squeezed and market segments
develop rapidly. To grow your business,
you need to be able to introduce new
products more quickly and acquire
new business more effectively than
your competitors. IBM software for life
insurance policy administration helps
you adopt a service orientation to
help optimize and integrate business
processes — and align them with your
strategic goals.

Under a service orientation, modular
business functions are combined within
a standards-based framework to create
adaptable, flexible policy administration
systems. In contrast, most insurance
companies currently lack a flexible IT
infrastructure. Their systems have been
built over time to meet the business
conditions that existed at the moment
they were deployed. But to remain
competitive, policy administration
systems need to be flexible —able to
respond to business change.

For example, when you’re ready

to introduce a new life insurance
product— such as a variable universal
life (VUL) policy targeted to an
emerging customer segment — how
long will it take you to get it to market?
Regulatory constraints you don’t control
will slow down the process to some
degree, but how much will your internal
policy administration systems constrain
new product introduction?

With IBM software for life insurance
policy administration, you utilize a set
of flexible, reusable business functions
to tackle new business initiatives. When



you introduce a new product, you don’t
have to battle application silos and
hardwired processes that make even
minor changes daunting and hamper
your ability to introduce new products to
the market quickly. Instead, your policy
administration systems — new business
application processing, policy changes
and policy anniversary processing,
customer data integration and even
back-office tasks such as printing and
mailing — are designed to adapt rapidly
to new product introductions.

Furthermore, IBM software for life insur-
ance policy administration integrates
not only internally developed systems,
but also those acquired externally. This
is crucial for large insurers that— as

a result of mergers and acquisitions —
have multiple redundant policy adminis-
tration systems.

When you do bring a new life insur-
ance product to market, IBM software
for life insurance policy administration
can help you process a new applica-
tion in minutes — rather than in weeks.

Respond with the speed that can make
agencies and customers think of you as
highly responsive — and that enables

you to address competitors and market
opportunities as quickly as you need to.

Enabling software that works with IBM
software for life insurance policy
administration helps you integrate
policy administration processes and
automate your business processes. For
example, IBM WebSphere® Process
Server can choreograph the policy
application, approval and issuance
processes across the organization.
And IBM WebSphere Extended
Deployment provides a truly flex-

ible IT infrastructure that can direct

IT resources to the priority business
processes that need them — even
during periods of peak demand.

Achieving flexible policy administration
systems depends on effectively inte-
grating not only business process, but
also data. IBM software for life insur-
ance policy administration leverages
industry-leading IBM DB2® Information

“The architecture has

improved the quality
and manageability of
in-house applications. We
are building applications
on a proven framework.”

— lan Muir,
senior manager for core technology,
Standard Life

Management software to help you logi-
cally integrate policy information across
multiple physical data sources. You can
seamlessly access data across multiple
underlying databases — and thus offer
a highly responsive policy administra-
tion system without going through the
pain of physically consolidating multiple
data sources.

Drive customer and agent loyalty by
enabling streamlined and personalized
online self-service

Because insurance distribution chan-
nels have evolved, it is critical to
maximize the loyalty of agents and

customers — groups who are now



critical to your business success. Broker

and broker dealers are becoming
more prevalent than captive agents.
And customers increasingly interact
directly with insurance companies —
onling, they can apply for new policies,
request simple changes, make inquiries
and more.

Consequently, insurers must be easy to
do business with and provide simplified,
consistent access across distribution
channels. Insurers that fail to do so

will have greater difficulty attracting
new agents and customers — or even
retaining the ones they already have.

With IBM software for life insurance
policy administration, you can provide
sophisticated, online self-service capa-
bilities to customers, agents and brokers.
When combined with streamlined
business processes, a self-service,
customer-facing policy application
process could reduce the time it takes
to process a clean case or Jet-issued
insurance policy application from
between 5 and 28 days (the industry
average) to as little as 30 minutes —
and, for a manual underwriting case,

from between 28 days and 3 months
to as little as 5 business days or less.
This is possible when you integrate and
automate processes for applying for,
quoting, binding and issuing policies —
automating manual functions and
reducing delays associated with paper
forms and human interaction. Agents
can leverage similar self-service appli-
cations to administer more complex
products such as VUL policies.

IBM software for life insurance policy
administration provides capabilities that
help streamline the policy application
process for customers and agents:

e Policy application requests can be rapidly filled
out because the solution can prepopulate the
application form with account, medical history
and personal information, based on a centralized
client file.

e Automated checks of form fields for validity and
other conditions help identify errors before the
application request is submitted.

e Using electronic documents and digital signa-
tures to eliminate paper forms can speed the
process and eliminate delays associated with
mailing documents.

To achieve these results, IBM software
for life insurance policy administra-
tion draws on a variety of tools that
are compliant with ACORD messaging
standards. IBM WebSphere Portal
software and IBM Tivoli® access and
identity management software enable
easy-to-use, personalized, role-based
access to executives, customer service
representatives, and other employees,
agents and customers. IBM collabora-
tive software coordinates the efforts

of policy administrators, underwriters,
customer service representatives,
specialists and others — within the
company as well as at agencies or
business partners.

Furthermore, IBM software for life
insurance policy administration helps
streamline labor-intensive interac-
tions with customers and agents —
helping minimize the costs of policy
administration.

Help simplify integration with agents and
business partners by using a standards-
based approach

Because policy administration touches
SO many aspects of your company’s



external interactions, you need a solu-
tion that makes it easy to integrate
with independent agents and busi-
ness partners as well as customers.
IBM software for life insurance policy
administration helps you tie together

a wide variety of policy administra-
tion application capabilities, using

a standards-based approach and a
service orientation. As a result, you
can optimally source different policy
administration functions. This flexible
approach allows you to easily adapt to
changes in your business relationships
with agents and partners.

IBM software for life insurance

policy administration enhances IBM
WebSphere Partner Gateway with
insurance-specific integration capabili-
ties that can integrate and transform
transactions across organizational
boundaries — based on the widely
used ACORD industry standards. Using
these industry standards, insurers can
integrate best-of-breed application

capabilities to achieve flexible integra-
tion not only within the boundaries of
your enterprise, but also across the
value chain.

Enable incremental modernization to help
maximize value from existing investments
Despite the clear and numerous bene-
fits of modernizing policy administration
systems, you cannot replace your
existing systems and resources over-
night. You can deploy IBM software for
life insurance policy administration in
an incremental fashion to help minimize
the risk of introducing new systems.
Establish workflows that coordinate
with your existing systems, then reuse
assets for future deployments.

IBM software for life insurance policy
administration enables insurers to
adopt a service orientation — they can
combine best-of-breed application
capabilities with the advanced software
capabilities from IBM. Rather than “rip
and replace,” insurers can focus on

those areas that constrain their ability

to compete effectively. Over time, they
derive increasing value from IT as they
incrementally modernize components
and deploy new capabilities.

To help you understand your existing
processes and determine which areas
need to be modernized first, IBM
software for life insurance policy admin-
istration leverages IBM WebSphere
Business Modeler software to help

you model, simulate and optimize the
policy administration business process.
Additionally, IBM Rational® software
development and design tools help you
adopt a component-based approach to
developing and deploying new software
capabilities.

As you upgrade and develop modern-
ized parts of your policy administration
systems, use IBM WebSphere Business
Monitor to monitor and manage the
overall business process. The software
helps you verify that key performance
indicators — such as policy issuance
time — improve.



Business Partners help further leverage
IBM software capabilities

IBM software for life insurance policy
administration is complemented by
applications and services provided by
our IBM Business Partners — including
the hundreds of Business Partners
specializing in service orientation —
helping to make this solution a world-
class foundation for success. Working
in partnership with our clients, IBM and
IBM Business Partners can help meet
the needs of today’s insurance industry
organizations.

For more information

IBM is unique in its combination of
unmatched insurance industry experi-
ence, deep service orientation skills,
unparalleled Business Partner network,
and software and technology product
excellence—and as a result is a
clear leader in service orientation. We
can help you get started with service
orientation, whether for the enterprise,
a departmental initiative or a single
project. IBM is the ideal partner for
insurance firms seeking to meet the
challenges of driving to greater levels

of customer and agent loyalty and
simultaneously improving operational
efficiency in this dynamic and rapidly
changing industry.

To learn more about IBM software for
life insurance policy administration

and other insurance industry—specific
offerings, contact your IBM representa-
tive or IBM Business Partner, or visit
ibm.com/software/industries/insurance
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