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For decades, commercial insurance organizations have been
looking for ways to create efficiencies across multi-party
transactions involving carriers, brokers and insureds. While
significant advances in technology have made it feasible to
integrate various industry participants seamlessly, there has
been a lack of singular vision and a common architectural
approach to make those strides.

In this paper, we discuss the integrated broker target operating model designed to
facilitate frictionless data transactions — eliminating the need for commercial insurance
buyers to interact with legacy applications and provide schedules and statements of
value. Moreover, the novel approach drives continuous risk assessment by enabling realtime updates for the broker and the insurance company underwriter.

THE TRADITIONAL BROKER OPERATING MODEL

CLIENT

Typically, the data accumulation process to complete application forms for a prospective or existing
insured is manually intensive. The matching of an insured’s risk profile with the best-fit insurance market
in terms of available products, coverages and rates also involves significant manual effort. There are
multiple low-value handoffs of data, via interfaces, between all the affected parties. This operating
model can be better understood from the following flowchart:

Client Collects
Exposure Data
and
Completes
Application
Forms

Client Reviews
Terms
and Conditions

Client Reviews
Terms
and Conditions

Accept ?

Accept ?

BROKER

No

Broker Collects
Application Data
and Enters it
into the Client
Database

Broker Builds
the Submission

Broker Submits
Policy to Client
for Review

Broker Presents
Custom Proposal
to the Client

Yes

Broker Selects
Markets Based
on Current
Market
Activity

Broker Creates
Custom Proposal
for the Client
With Multiple
Carrier Quotes

Broker Creates
Client Policy
Record to Use
for Servicing
and Renewal
Preparation

Approve?

Broker Submits
Applications to
Selected Markets

Broker Reviews
Insurance
Proposal

Brokers Create
Client Policy
Invoice and Bills
Client

Broker Reviews
Client Policy for
Accuracy

No

CARRIERS

Carrier Matches
Products to
Application
Parameters

Insurance
Products

Insurance
Policy

Insurance
Proposal

Premium
Booking

Policy
Issuance

Manual Work Effort

Figure 1: Current State Broker Operating Model

In fact, most processes highlighted in Figure 1 involve considerable manual effort, adversely affecting
turnaround time, accuracy and overall organizational productivity. From collecting information and
entering it into databases and applications, to building submissions and maintaining policy records, the
lack of automation and integration translates to an underwhelming policyholder experience, increased
operating expenditure and poor business agility.
The target operating model for the integrated broker addresses those challenges by providing a unified
architecture and design. The model deploys streamlined and efficient workflows, enabling smooth,
multi-party transactions.

INTEGRATED BROKER OPERATING MODEL
The following operating model emphasizes the role of external and internal talent and technology
accelerators that drive various workflows across the policy lifecycle in an efficient and transparent manner.
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Figure 2: The Integrated Broker - Target Operating Model
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In Figure 2, the target operating model leverages the capabilities of specialized technology and
operations support providers to enable digitization and straight-through processing and accelerate
time-to-market. On the technology front, the model employs the following next-generation tools:

›› Application Programming Interfaces (APIs)
APIs integrate insureds’ data with the broker’s client repository, eliminating the need for the insured
to complete a formal application form. Those APIs can be built around the insureds’ internal systems
such as HRMS, payroll, vehicles and property and then exposed to the broker’s systems. That helps
auto-populate insured’s information directly on the broker’s system, minimizing manual effort
involved in data entry at the broker’s end, ensuring data quality and improving turnaround time.
Triggers can also be set up to send auto-alerts to the broker’s system whenever there is a material
change in the insured’s risk profile; for instance, addition of a new vehicle and life events such as
marriage or birth of a child. However, it’s important to keep in mind that data security should be
strengthened as the data contains insureds’ personally identifiable information (PII).

›› Matching Algorithm
The matching algorithm has been built to correlate the insured’s risk profile with a carrier partner’s risk
appetite to find the most suitable pairing. Based on the carrier’s specific risk preference or a target
audience, filtration rules are set up to ensure submissions are routed to carriers who are experts in
providing insurance solutions to the client segment, offering optimal quotes, products or services.

›› Robotic Process Automation (RPA)
In the target operating model, RPA is used to 1) generate a quote proposal (involving an approval
process via the broker); and 2) generate a binder automatically. The proposed RPA solution refers
to the underwriting rules, third-party data, and rating and pricing algorithms of relevant products
defined by a carrier and applies those insights (rule) to the relevant risk attributes, producing a quote
proposal. Such interventions help boost underwriting productivity and improve pricing consistency.
On the binder generation side, non-value adding, repetitive steps can be automated using RPA,
invigorating the traditional process with more reliability and speed. Rules are built into the RPA bot
to pick up appropriate clauses in the binder, based on coverage and risk details. Moreover, RPA allows
users to validate that key components in the binder are in the right place.

›› Blockchain
Using Blockchain, the general ledger of the Accounts Receivable (AR)/Accounts Payable (AP) activity
concerning premium installments is automatically published and maintained, ensuring a single
version of the truth for all stakeholders — brokers, banks, payment gateways, carriers and insureds.
Blockchain delivers process agility and real-time visibility into critical business processes.

›› Workflow Management and Data Visualization
Streamlined workflow management and advanced data visualization techniques give insureds
accurate, up-to-date access to quotes, binders, payment status, and policy documents.

By employing technological levers, brokers, carriers and policyholders can
experience agile processes, improved user experience, and a culture of
transparency and trust, resulting in significant benefits for all parties.

The entire use case can be illustrated using a process flow as shown below:
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HOW THE NEW OPERATING MODEL CAN TRANSFORM
INSURANCE BROKING
The integrated broker operating model delivers the following advantages:

FOR THE BROKER
››
››
››
››

Reduce effort involved in compiling changes in exposure data throughout the policy term
owing to synchronization of insureds’ data with the broker’s central client repository.
Ensure greater accuracy and faster processing while analyzing required coverages
(limiting E&O exposure).
Eliminate the need for analyzing detailed proposal terms shared by the carrier.
Minimize margin dilution by leveraging administrative support supplied by an expert service
provider to free up bandwidth, re-allocating critical brokerage team resources towards
interacting with insureds and strengthening relationships. Expert service provider involvement
could include support for product coverage and rate maintenance as well as cash applications,
including invoicing and bound premium processing.

FOR THE CARRIER
››
››

Generate quote proposals to be shared with brokers based on product/coverage matching and
pre-determined rate options, allowing brokers to focus univocally on accuracy and intent.
Provide more data visibility to the underwriting team to enable quick and informed decision
making around accepting or denying submissions.

FOR THE INSURED
››
››

Save time and resources by not having to complete complicated and effort-intensive
applications, or compile and maintain schedules and manifests of exposures.
Get paired with the most suitable carrier via a proven matching algorithm.
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