
Financial Services the way we do it

To stay competitive in a rapidly 
changing market, insurers need to 
continually assess how well their 
business operations meet the wants 
and needs of their distributers and 
customers. This requires an objective 
evaluation of the processes and 
technologies comprising the value chain 
or value-delivery system.

Capgemini Financial Services is one of 
the few global, product-independent 
consulting and IT services providers 
capable of working with insurers to 
identify business opportunities, as well 
as plan and implement the process  
and technology improvements that  
can transform the enterprise and  
take full advantage of these 
opportunities. 

Insurers are realizing that technology 
investment is just a part of the answer. 
To support growth strategies in an 
increasingly competitive and maturing 
market, insurers need more dynamic 
organizational structures, alternative 
distribution channels, efficient policy 
administration and claims systems, 
and competitive business intelligence. 
Finally, the changes related to 
insurance-enterprise transformations 
must be managed to ensure the support 
of personnel and partners in improving 
service efficiency and quality. 
Capgemini Financial Services 
has the deep domain 

Leading Enterprise 
Transformation

Sustainable top and bottom line business results based 
on deep domain knowledge and proven approaches



Keys to a Successful Insurance Transformation

■	 Establish an appropriate business strategy for market conditions
■	 Assess the existing business processes and technologies comprising the enterprise 

operating model (e.g. Capgemini Multi-Distribution Framework)
■	 Align the operating model to support the business strategy
■	 Streamline and optimize processes to support the operating model
■	 Build or modernize core systems to manage processes and data and 

derive intelligence
■	 Provide appropriate business intelligence at all points in the value chain

When creating a tactical roadmap and making critical budget decisions, it is imperative 
to develop a holistic view of the enterprise and map potential initiatives to the target 
operating model components.

knowledge, experience and proven 
methodologies to accelerate enterprise 
transformations, creating competitive 
advantage as well as a faster ROI.

Front Office Optimization
Understanding the Value Proposition 
at the Point of Need
Today’s insurance customer demands 
more from his carrier and is switching 
carriers at unprecedented rate. More 
than ever before, customer satisfaction 
does not lead to customer retention. 
To achieve sustainable growth and 
sales effectiveness, an insurer must 
understand the customer universe 
they want to serve and appropriately 
align a distribution model to support 
it. Unfortunately, this is more complex 
today than ever before. Mastering 
an understanding of the insured and 
producer needs—coupled with aligning 
the operations of the enterprise to meet 
those needs—is the key to unlocking 
value. To generate revenue streams and 
improve customer satisfaction through 
ease of doing business, insurers must 
effectively distribute products through 
multiple channels.

Capgemini’s insurance specialists help 
our clients solve today’s enterprise 
issues from the “edge of the enterprise” 
in. We assist insurers understand their 

customers and producers and help 
select or create tools and processes to 
support growth. While delivering ease 
of doing business is an important goal 
for carriers, we believe this is a means 
to an end. We help our clients align 
intelligence and operating models to 
strengthen the tie between producer and 
carrier by addressing the ease of growing 
the business.

In collaboration with our clients, 
Capgemini has addressed some of the 
most complex distribution issues by 
focusing on:

■	 Distribution strategy through 
multichannel optimization

■	 Customer segmentation, acquisition 
and retention strategies

■	 Producer segmentation and 
profitability

■	 Producer workstation roadmap, portal 
development and maintenance

Policy Administration
Aligning the Core to Support the 
Edge of the Enterprise
Policy administration systems are 
fundamental to an insurer’s ability 
to operate efficiently and capitalize 
on emerging opportunities. Yet most 
insurers say their policy administration 
systems and processes are out-of-
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Insurance the way we do it

date, expensive to run, inflexible and 
redundant. Competition is fierce to 
acquire and retain customers and 
highperformance producers, and margin 
pressures are forcing more throughput 
with less operational support. To 
succeed, insurers must establish and 
retain alignment, intelligence, and agility 
through the efficiency and effectiveness 
of policy administration.

Policy administration solutions should: 

■	 Support effective enterprise 
information management

■	 Improve the ease of doing business for 
distribution channel players

■	 Automate and standardize processes 
and procedures

■	 Allow for more agility in product 
maintenance and development

■	 Consolidate mission critical systems 
such as rating and rules engines

Incorporating flexible tools, business 
process management, externalized 
business rules and scalable, secure 
infrastructures in policy administration 
systems can produce measurable 
improvements in market agility, 
responsive product management and 
service proficiency. Leading insurance 
companies have turned to Capgemini 
and our Policy Administration 
Framework (PAF) to make tough 
decisions on whether to upgrade or 
replace legacy policy administration 
systems and carry out the strategy. 
Capgemini uses a proven approach 
that helps insurers reduce risks and 
accelerate the process. Our framework 
helps better align business and 
technology and manage expense.
Capgemini’s framework consists of six 
key components that bring significant 
value to help you: 

■	 Bridge gaps between business 
requirements and technical 
implementation

■	 Lower application development and 
implementation risk

■	 Reduce requirements, design and 
development time by 25 to 40%

■	 Utilize a services oriented architecture 
with reusable components

■	 Drive the organizational changes 
required to undertake large 
transformations 

Capgemini’s Policy Administration 
Framework includes: 

■	 Over 350 business transactions that 
represent discrete business events for 
an insurer

■	 High-level process templates and 
process decompositions

■	 Over 200 use cases that detail task 
level insurance activity

■	 A logical data model for custom 
solutions

■	 Proprietary methodology and 
relationships to mine Business Rules 
from legacy systems

■	 Configuration support for packaged 
solutions from software partners 

Claims
Optimizing the Claims Ecosystem 
to Deliver the Brand and Refine 
Enterprise Intelligence
Creating the claim operation to meet 
the needs of the tomorrow’s market 
requires a fresh look at the entire claims 
ecosystem. Certainly, the traditional 
areas of focus in claims; process 
efficiency, and leakage management 
remain important—but to what end? 
Many programs in the claims arena 
have fallen drastically short of delivering 
tangible benefit.

Capgemini works collaboratively with 
our clients to address the entire claims 
ecosystem. The alignment of claims 
to the rest of the enterprise is critical 
in adhering to strategic objectives and 
tightening the link with underwriting 
and distribution through business 

intelligence supporting loss control, and 
the invention of the brand platform for 
tomorrow.

By focusing on both the adjustment 
and loss cost side of the equation, 
Capgemini helps our clients apply rigor 
to establishing the operating model of 
the future, planning for the delivery of 
that model, and sustaining benefit for 
the enterprise. 

We help insurers address operating 
model alignment in combination with 
technical and process maturity and 
supply chain economics to help our 
clients control both sides of the claim 
cost equation. More importantly, the 
link of claim business intelligence to 
the rest of the enterprise is critical 
in maintaining strategic linkage and 
delivering agilit y for the right reasons. 
Our balanced claims approach will  
lead to improved expense and loss 
control and improved service results  
by focusing on: 

■	 Total Claim Outcome: Pay what 
is owed in an efficient and timely 
manner, while effectively managing 
LAE and customer needs 

■	 Customer Service: Improve the overall 
claims experience through streamlined 
processes and refine customer metrics 
to tailor services across business 
segments to create a competitive 
advantage

■	 Business Partnerships: Drive strategic 
and operational alignment with 
internal and external business 
partners and enhance performance, 
communication, relationships and 
meaningful and actionable data

■	 People/Culture: Create a performance 
driven culture focusing on 
accountability and career development 
balanced with a positive working 
environment sensitive to the need 
for effective organizational change 
management
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   About Capgemini and the 
 Collaborative Business Experience

  Capgemini, one of the
 world’s foremost providers 
of consulting, technology and outsourcing 
services, enables its clients to transform 
and perform through technologies. 

Capgemini provides its clients with 
insights and capabilities that boost their 
freedom to achieve superior results 
through a unique way of working, the 
Collaborative Business Experience™. 

The Group relies on its global delivery 
model called Rightshore®, which aims to 
get the right balance of the best talent 
from multiple locations, working as one 
team to create and deliver the optimum 
solution for clients.

Present in 40 countries, Capgemini reported 
2010 global revenues of EUR 8.7 billion and 
employs around 110,000 people worldwide.

Capgemini’s Global Financial Services 
Business Unit brings deep industry 
experience, innovative service offerings and 
next generation global delivery to serve the 
financial services industry. 

With a network of 17,000 professionals 
serving over 900 clients worldwide, 
Capgemini collaborates with leading banks, 
insurers and capital market companies to 
deliver business and IT solutions and thought 
leadership which create tangible value. 

For more information please visit 
www.capgemini.com/financialservices

Insurance Solutions
Business Information Management
The insurance industry is unmatched 
in the presence of meaningful data. 
Carriers who can harness this data are 
winning in today’s marketplace and 
will win tomorrow. Capgemini can 
help insurers leverage information 
as a strategic asset. Our business 
information management consultants 
collaborate with our clients to design 
and implement business intelligence 
solutions that help carriers: 

■	 Effectively segment the market
■	 Monitor and assess the performance of 

the distribution force
■	 Improve underwriting effectiveness 

and efficiency
■	 More effectively manage assets and 

portfolios
■	 Analyze loss predictors
■	 Better understand customers 

We offer a library of packaged solutions 
that leverage repeatable content from 
proven project successes in key financial 
services functional areas. We deliver 
unparalleled project expertise across the 
information management lifecycle, from 
strategy to development and support. 

Business Process Management
The insurance marketplace demands 
agility, the ability to adapt, high 
visibility into operational processes 
and a focus on continuous business 
process improvement. Capgemini has 
extensive experience in building scalable 
business process platforms for managing 
and accelerating business process 
optimization and growth by:

■	 Automating policy issuance 
■	 Improving customer service 
■	 Streamlining the underwriting  

of claims 
■	 Automating claims processing 
■	 Ensuring regulatory compliance

Service-Oriented Insurance Enterprise
To create an agile, competition-ready 
organization, insurance leaders are 
adopting a service orientation. With a 

solutions and services from our facilities 
across the globe and provide insurance 
know-how down to the keyboard. 

We have worked with some of the 
world’s largest property and casualty 
insurers to design, develop and 
deliver mission critical programs. This 
experience means we understand the 
needs of carriers ranging from full cycle 
custom or package replacement to 
legacy modernization. We understand 
the risks and issues and have created 
proprietary methods, tools and 
accelerators to help you adapt quickly to 
achieve measurable benefits. 

Accelerate the Transformation of 
Your Enterprise
Capgemini Financial Services 
specializes in business and technology 
transformations. We work with 
insurers to deliver sustainable business 
benefits by leveraging our deep domain 
expertise, driving organizational 
change management, and utilizing 
a collaborative approach across the 
organization.

For more information, contact us at 
insurance@capgemini.com

decade of experience delivering over 
1,500 successful implementations, 
Capgemini can help identify how and 
where to make a difference without 
disturbing the rest of your enterprise. 
Capgemini is widely regarded as the 
market leader in Service-Oriented 
Architecture (SOA). 

Our Smart Insurance Enterprise 
System is a proven framework 
to help guide and accelerate your 
legacy transformation process. Our 
methodology provides a Capability 
Maturity Model to baseline your current 
state and a reference Component 
Architecture to define the future state 
of your business systems. Our process 
centric, model driven, reference 
architecture guided transformation 
approach provides an accelerated 
methodology for pursuing your 
modernization initiatives.  

End-to-End Solutions
Capgemini delivers industry-focused 
solutions at all points in the program 
lifecycle—from strategy through 
application development and 
maintenance. Our 2,000 insurance 
professionals deliver industry-based 


