Helping improve efficiencies, lower operational costs and
improve customer service with eForms solutions

Lotus. software

IBM Lotus Forms software for insurance.

Highlights

B Increase usability through
guided wizard process
interfaces

B Sireamline data collection and
seamlessly transfer information
between applications

B Populate eForms through
Web services

B Digitally sign documents and
add multiple attachments

B Store all elements of a process
in one secure file

Addressing the challenges facing the
insurance industry today

Insurance professionals know that
customer acquisition and renewal pro-
cesses can be time consuming and
expensive due to manual handoffs,
rekeying of information, inaccurate
data collection and utilization of mul-
tiple disparate systems. Additionally,
the process of policy administration
and claims correspondence can be
costly as information is gathered and

shared with various parties.

To successfully service the marketplace
and reduce company and agent costs,
insurers need to leverage technology

to automate the new business acquisi-

tion, policy administration and claims
processes, and enable agents to:

® Increase revenue by decreasing
conversion leakage and improving
risk/price accuracy.

e Decrease operational expenses and
minimize lost applications.

e Achieve straight-through process-
ing to create a “once and done”
environment.

e Address regulatory compliance
issues.

¢ |ncrease agent efficiency and
customer service.



IBM Lotus Forms software extends
capabilities of ACORD forms

In 2004, ACORD (a nonprofit insur-
ance association) made efForms,
powered by IBM Lotus Forms
software, available to its mem-
bership. Lotus Forms software
provides insurers with open stan-
dards—based eForms that quickly
implement ACORD forms and gain
significant value-add by integrat-
ing ACORD forms and back-end
systems for seamless processing.
Since that time, IBM and ACORD
have further enhanced the library
of ACORD forms to transition from
static to reusable data in ACORD
fillable forms. Now ACORD
eForms+, powered by Lotus Forms
software, help insurers improve
operational efficiency and reduce
the rework and manual processing
associated with paper forms.

ACORD eForms+ enable insur-
ance carriers to leverage the XML
data received as part of a form

to perform straight-through, or
low-touch, processing, integrating
the ACORD forms and XML data
with back-end systems for efficient
processing back to the agent

or consumer. A complete record of
the transaction is maintained and
can be easily stored or retrieved

to help meet legal and auditing

requirements.
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Lotus Forms software provides insurers with open standards-based eForms for faster processing

and auditing.

Helping insurers improve efficiency and
leverage existing resources

IBM Lotus® Forms software pro-
vides a security-rich, dynamic and
intelligent front end to business
processes. The Lotus Forms product
family consists of IBM Lotus Forms
Server, IBM Lotus Forms Designer
and IBM Lotus Forms Viewer software
that together enable the creation,
deployment and streamlining of
forms-based business processes.

By leveraging open standards to inte-
grate an intelligent user interface with
high-value back-end systems, Lotus
Forms software provides the insurance
industry with security-rich forms that
leverage existing resources and sys-
tems to help improve customer service
while increasing operational efficiency.

Reducing paper, automating processes,
enabling fast, efficient operations
Lotus Forms software provides
insurance carriers and distribution
channels with the opportunity to
eliminate paper forms by automating,
extending and integrating business
processes, and efficiently connect-
ing with customers and partners.
From applications and underwriting
to policy administration and claims
processing, Lotus Forms software
helps enhance agent and customer
service, reduce operational and claim
expenses, and provide a competitive
advantage in the marketplace.




Create and maintain complete electronic
files for underwriting and claims

Based on XML, IBM Lotus Forms
software can serve as the anchor for
all transaction and information storage
of any media type. All related data,
signatures and supporting documen-
tation can be gathered in process and
stored and secured as one compre-
hensive file. The resulting electronic
envelope becomes the file of record
for underwriting or claims processes.
The electronic file or envelope can
then be used to meet marketplace
conduct and auditing requirements
for the required life of the file. These
files can be indexed, searched and
retrieved, to re-create exact historical
records of the original transactions.

Reach agents and customers, and
extend processes heyond the firewall
Lotus Forms software provides
end-to-end solution capabilities that
aggregate information from disparate
systems for the user, receive infor-
mation from the user and submit the
completed transaction information
into corporate systems to complete a
business process. The automation of
forms-based processes helps insur-
ance companies to maximize their

operational efficiency.

Insurance carriers and distribution
channels can reach out to customers,
partners and one another to offer the
flexibility of doing business online or
offline. Lotus Forms documents can
be sent via e-mail, routed within and
outside the organization and pro-
cessed by independently developed
applications. The result is the ability to
increase efficiency and reduce costs

with straight-through processing.

Helping improve transaction and
communication accuracy, completeness
By integrating information, Lotus
Forms software can increase commu-
nication between consumers, agents
and carriers. Each XML eForm
captures the complete transaction—
template, data, logic, digital signatures
and attachments—as a single XML
document. The automated processing,
routing and archiving of information
simplifies integration with enterprise
systems. Based on open standards
(such as XML, XForms and Web
services), Lotus Forms software
simplifies interoperability and allows
organizations to leverage existing
applications, data models and
resources to help lower costs.

Benefits
Lotus Forms software provides the

insurance industry with:

* A single comprehensive elec-
tronic record or file that captures
and stores the entire busi-
ness transaction, including all
business rules, forms, data,
attachments and documents.

* An indexable, searchable and
auditable record for each
business transaction, that can
be leveraged by existing corpo-
rate systems.

e A single design and deploy-
ment environment to assure
consistency of user experience
on-or offline.

e The capability to customize
the acquisition process to
meet specific customer or
product requirements.

e The ability to capture and deliver
documents and attachments
secured by multiple and overlap-
ping electronic signatures.

* Rapid deployment of open—
based software to integrate
with existing IT assets and
company resources.

e Continuous learning and manage-
ment of decision policy rules to
allow flexibility for rapid change
and greater business agility.



Leverage core data to help increase
productivity and lower costs

By capturing information—structured
and unstructured—in an electronic
format, managing it through a com-
pletely digital workflow and archiving

it in dedicated systems, insurance
businesses can automate their pro-
cesses and leverage current data and
infrastructures. This can result in easier
data exchange, greater operational
efficiencies and cost reductions. By
integrating customer account infor-
mation for internal use with online
customer access to applications, claim
filings, policies and other insurance
documents, Lotus Forms software
helps organizations to increase cus-

tomer satisfaction and retention.

Lotus Forms software enables a
dynamic, wizard-driven user interface
that helps reduce data entry errors
and increase user acceptance. As a
result, insurance applications and
submissions are completed accu-

rately and quickly.

Helping maintain regulatory compliance
Lotus Forms software can help
insurance businesses comply with
regulatory requirements by capturing
complex, multistep transactions as
complete and auditable records,

rich with security features. Support
for industry data and presentation
standards through an open architec-
ture means business records are in
a format designed to be accessible
now and in the future, and enables
integration with best-of-breed
enterprise security and document

management infrastructures.

For more information
To learn more about IBM Lotus Forms
software, visit:

ibm.com/software/forms
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