This leading insurer has transformed agent

experience, reduced write-backs and
improved cycle times.

Customer Success Story

E-Signature Adoption by Insurance Carrier’s Agents Surges
to Almost 90% in Two Years

Executive Summary

Business Objectives

* Make it easier for customers and
representatives to do business with this
life insurer

* Process life insurance applications faster
and more efficiently

The Problem

* Manual processing of applications led to
write-backs and delays

* Applications returned with missing docu-
ments, data and signatures

The Solution

* Keep the application process electronic
from start to finish

* Equip 2,200 captive representatives with
web-based, e-signature solution and
e-signing pads

The Results

* High adoption by both carriers and
customers

* Close to 90% of agents using the system
/ 95% of applications completed
electronically

This Fortune 1000 company provides
insurance and financial products to more
than one million households and busi-
nesses throughout the United States.
Client satisfaction has long been a top
priority for this Silanis customer, and the
company strives to provide its finan-

cial representatives with the tools they
need to deliver exceptional, convenient
service. Toward that end, the company
first began by equipping financial repre-
sentatives and clients with the ability to
complete, sign and submit life insurance
applications electronically. Two years
later, the company has now e-signature
enabled all of its term, universal and
whole life insurance applications, as well
as disability insurance, Medicare supple-
ment plans and annuity policies.

This insurer has also seen a dramatic
surge in the adoption of e-signatures.
“What we've found is that, with most of
our financial representatives, if we can
get them to try it once, they continue
to use it,” says the carrier's SVP of life/
health operations.

In fact, close to 90% of their 2,200 finan-
cial representatives are using e-signa-
tures to close 95% of all their e-signature
enabled transactions —a complete
transformation that rates well ahead of
the carrier’s expectations.

“Change management is not something
we've taken lightly,” says the carrier’s
SVP of life/health operations. “We've
said all along that if we built the greatest
system in the world and nobody used it,
then it wouldn’t have any value.”

The Problem with Manual, Paper-
Based Processing

Prior to the availability of electronic applica-
tions and signatures, the company'’s financial
representatives had to keep all necessary
forms on hand at all times when meeting with
clients. Based on individual client needs, the
representatives determined which forms had
to be filled out and signed. Once the applica-
tion packet was completed, the financial
representative was responsible for verifying
and mailing/faxing it to the home office for
processing. If the packet was found to be in
good order, underwriting could begin.
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“The company chose
e-Sign Enterprise Plat-
form, Silanis’ E-Signa-
ture Process Manage-
ment solution, because
of its functionality, flex-
ibility and scalability.”

Incomplete packets, or write-backs as they
are known in the industry, then needed to be
returned to the financial representative for
correction with the client. This process was
costly, time consuming and inconvenient for
the home office, financial representative and
client. Write-backs were cited as the most
common cause for delays, elongating the pro-
cess. The result was impaired productivity.

E-Signature Solution Requirements

The company recognized that many of the
write-backs could be avoided by making the
life insurance application process electronic.
Several years back, the carrier had launched
an e-application initiative that demonstrated
to the company the potential benefits of
straight-through processing. However, the
initiative fell short of expectations because
the solution did not include e-signatures.
Application data was entered electronically,
but still fell to paper every time a signature
was required, resulting in many of the same
delays and inefficiencies as before.

By 2008, the company was determined to
move to end-to-end electronic processing of
life applications in its financial representa-
tive channel. And it knew e-signatures were
absolutely essential to ensure a successful
project. The scope was ambitious: provide
enterprise e-signature and e-application
capabilities to financial representatives in
life and disability, and then expand the pro-
cess improvements to annuities, long term
care, home and auto insurance and other
financial products.

Solution

The company chose the e-Sign Enterprise
Platform, Silanis’ E-Signature Process Man-
agement solution, because of its functionality,
flexibility and scalability. The e-Sign Enterprise
Platform handles all aspects of the execu-

tion and signing ceremony from document
presentation and signature capture, to the
storing of electronic evidence and distribution
of fully executed documents. As a web-based
solution, it also saves the insurer the hassle of
distributing and supporting software updates
on more than 2,000 financial representative
desktops.

The electronic signature capability had to
integrate seamlessly with the electronic
application built in LifeSuite, a StoneRiver
system. In the new automated process, the
financial representative guides the client
through the application interview in-person
just as before. However, the data is entered
electronically. Built-in business rules greatly
reduce the likelihood of errors. The ability

to search for medical providers and choose
from a pre-defined drop down list of prescrip-
tion drugs further streamlines and simplifies
the process.

When the application is completed and the
illustration generated, the financial represen-
tative initiates a signing ceremony. Docu-
ments can be reviewed either on screen or
on paper.

To begin, ESIGN consent disclosure text is
presented and electronically signed. The
company chose to use signature tablets

to capture signers’ intent on forms and
documents (see sidebar story on tablet vs.
click-wrap signing). The client and financial
representative can then e-sign using a Topaz
signature tablet, indicating their intent at
each signature line in the application packet.
The scripted signature images become part
of the electronic audit trail that is securely
embedded within the executed PDF docu-
ments. Finally, the packet is submitted to the
home office without delay.

The electronic application and signing
process presumes the financial representa-
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Tablet vs Click-Wrap Signing

There are two types of electronic signatures com-
monly used in insurance new business processes.
One utilizes a signature tablet to capture signatures
and the other asks signers to click on “I Agree”
buttons to demonstrate intent. Each method of e-
signing is secure and meets the legal requirements
for a signature, however one may be a better option

depending on the process and distribution channel.

Tablet

Signature tablets may be the preferred method of
capturing signatures for business processes that take
place in-person such as life insurance applications
with agents. Applying a scripted handwritten signa-
ture to a document is after all a culturally familiar way
of indicating intent, helping to ease consumer con-
cerns about the technology. Agents often favor this
approach because it prevents them from having to
share their laptops with the customer. Instead, signers
interface with the LCD window on the tablet and can
review documents on paper prior to e-signing.

Despite the ergonomic advantages of a signature
tablet, there are obvious challenges. Any hardware-
based solution will unavoidably cost more and require
additional deployment & support effort. For many
however, the added cost and effort does not outweigh
the ability to implement a process that more closely

replicates how agents are doing business today.

Click-Wrap

The Click-wrap or click-to-sign method of signing is
an absolute requirement for any web-based, self-
serve signing process. As a zero-download approach,
signers need only a browser to execute documents,
ensuring maximum user adoption, and minimal drop-
off.

This approach may still be the preferred option for
in-person processes with agents because it is lower
cost and is easier to deploy. Agents may however
take issue with sharing access to their computer or
monitor. Also, because the system is being shared
by all signers, additional steps need to be taken to
establish user authentication/identification prior to
signing. Silanis will begin offering voice and sms
texting authentication capabilities in 2010 making it
possible to reliably authenticate signers and e-sign

without additional hardware required.

Hybrid

In some processes it may be bestto combine both
methods of signing, enabling repeat users to click-to-
sign with credentials for example and one-time users

to sign on a tablet.

tive has Web connectivity at the time of execu-
tion. Wireless internet cards provided financial
representatives with access when they were out
of their offices.

Rollout & Change Management

The company knew that even the best designed
system would not deliver the expected results if

it was not adopted by users. Financial repre-
sentatives are sometimes reluctant to adopt
new processes and technology. Despite the
foreseeable challenges, the company set ambi-
tious adoption goals for the project, backed by an
aggressive rollout and adoption plan.

From the outset, the company involved participa-
tion from the financial representative community to
solicit feedback on system requirements and help
with vendor selection. In February 2009, once the
design phase was complete, the insurer carefully
selected a couple hundred financial represen-
tatives to participate in a five-month pilot. A
number of enhancements, such as improving
system response time, were made based on the
experience of the pilot participants. In June 2009,
the company began rolling out the new e-app and
e-signing capability to all 2,200 financial repre-
sentatives.

A comprehensive training program was used to
support the rollout across the different regions
where financial representatives had the opportunity
to practice using the system in front of an instructor.
Ongoing computer-based training is available to all
financial representatives, while internal commu-
nication campaigns continue to raise awareness,
address common concerns and promote adoption.

These efforts have clearly paid off with adoption
rates surging from 40% in the first six months to 95%
two years after deployment. The company has seen
faster adoption by those agencies whose managers
have embraced the new way of doing business.

Efforts have clearly paid
off with adoption by agents
doubling in two years.

In addition, 95% of all e-
signature enabled trans-
actions are completed
electronically, including all
term, universal and whole
life insurance applications,
as well as disability insur-
ance, Medicare supplement
plans and annuity policies.
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To continue driving adoption, the company is
offering incentives to financial representatives
for using the system. In an effort to ensure
they make it past the initial learning curve,
incentives only kick in after they have submit-
ted six electronically completed applications.

And as feedback from the growing user
community comes in, the home office
operations team continues to make im-
provements to the process, interface and
performance of the system.

According to the carrier's SVP of life/health
operations, the new electronic process

has significantly reduced write-backs. The
Web-based system ensures that all neces-
sary questions are answered. If one answer
prompts a request for additional information,
the system automatically adds a new line of
questioning to the process. The company has
already seen 15 - 20% improvements in cycle
times, depending on case complexity. And
they expect those numbers to increase.

The company enjoys greater control over
the process, which results in higher quality
applications and less risk. The extensive
electronic evidence captured by the e-Sign
Enterprise Platform during the execution of
the documents also helps strengthen the
company'’s compliance and legal position.

Results

Many of this insurer’s core business transac-
tions and processes are now electronically
enabled from beginning to end and the benefits
are shared by everyone involved in the process—
the company, its financial representatives and
its clients.

Electronic applications and e-signatures
have eliminated the need to print, manage,
mail and store paper, which has resulted in
significant time and cost savings.

Conclusion

Deploying new technology is always a
challenge, especially when accompanied
by changes to the business process. Many
straight-through-processing and elec-
tronic application initiatives in the life
insurance industry have failed to meet
expectations in the past because the
financial representative community has
simply not adopted the new way of doing
business. The company’s e-application
and signature project demonstrates that
by choosing a solution that addresses user
requirements and by coordinating a com-
prehensive roll-out, training and incentive
plan, adoption goals can quickly be met
and even surpassed.
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About Silanis

Silanis Technology is the leading provider of
e-signature process management solutions.
Some of the world’s largest insurance and
financial services companies, major gov-
ernment agencies, integrators and service
providers depend on Silanis to accelerate
business transactions and reduce costs while
improving compliance with legal and regula-
tory requirements. The e-Sign Enterprise
Platform is an enterprise-class e-signature
process management solution that trans-
forms paper-based business transactions
to all-electronic, web-based processes for
e-commerce and e-government. Visit us on
the web at www.silanis.com.
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