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AGENCY SYSTEM COALITION LAUNCHES

REAL TIME, DOWNLOAD AWARENESS CAMPAIGN

Goal is to double use of real-time interface in next year 

WASHINGTON, D.C. (April 27, 2007)—An unprecedented industry coalition today launched an independent agency system-wide initiative to raise awareness of real time and download technology and to increase implementation of these key interface applications by agencies and their carriers. 

The use of real time and download by agencies will speed the processing of transactions and inquiries. This time-savings can be used by agency staff to broaden relationships with existing clients, develop relationships with new clients and generate new business. 

The announcement of the Real Time/Download Campaign—backed by agents and brokers, agency system carriers, technology providers, user groups as well as agent and industry associations—was made here at the Independent Insurance Agents & Brokers of America’s convention by representatives of several participating organizations.

Real-time communication provides a single, consistent workflow for agencies to use with their carriers, which greatly eases agency staff training. The workflow processes real-time inquiries and transactions from a client’s file, automates logons to carrier Web sites and systems, and provides prompt responses. It also automatically sets up a client E&O loss-control activity record in the agency’s system for each inquiry or transaction. 

Through this campaign, supporters will work to double the use of real time over the next year. Most recent numbers show slightly more than 20,000 real-time transactions are performed industry-wide each business day through agency management systems. (This figure does not include real-time rating transactions processed by comparative raters.)

“Real-time interface with carriers is an important step forward in improving customer service and enhancing client relationships,” says Cal Durland, CPCU, a campaign leader and facilitator of the ACORD-User Group Information Exchange (AUGIE). “It can provide an immediate boost to an agency’s bottom line by streamlining workflows, cutting business-processing expenses and freeing agency staff to round existing accounts and generate new business.”

Independent agent Bob Slocum, CPCU, CIC, chair of the Agents Council for Technology (ACT) and a member of the AUGIE Leaders Council, said one of the biggest advantages of real-time workflow is that it costs most agencies nothing to implement because most functions are included in current versions of most agency automation systems. “Independent agents and brokers will gain an equalizer with their competitors by using real time and download. By adopting these interface tools the customer-service capabilities of agencies and brokerages will take a quantum leap forward.”

Insurance companies also will gain a business advantage by offering real time and download and helping agencies with their implementation, says Brady Polansky, CPCU, CIC, agency operations director at Westfield Insurance. Carrier implementation also will greatly improve the rating process for new business, he adds.

“Real time is a win-win-win for customers, agents and carriers,” says Polansky. “Our customers will get their needs addressed promptly and with the best-possible customer service from their company and agency. Agencies maximize the processing efficiencies of their powerful automation system to streamline transaction processing and increase profitability. And, carriers improve their ease of doing business for their agents while reducing the use of their call centers—which are a significant expense. Everyone wins.”

Jeffrey M. Yates, ACT executive director and a campaign leader, says industry stakeholders of all types are enthusiastically supporting and promoting this campaign. This type of active industry involvement is critical to its success.

“We will reach out to all segments of the agency system to impress upon them the importance of these interface applications,” says Yates. “We will encourage agencies already using real time and download to increase their use and we will urge agencies not using the technology to implement it. Also, we will call on carriers to implement real time and urge other carriers already using the technology on a limited basis to expand it to all transactions and business lines.”

An important communications vehicle for the campaign is its informative Web site—www.getrealtime.org, says Yates. At the site, agents, brokers and carriers can learn about real time and download and how the interface applications can enhance their business operations. Also, agents and brokers can see what transactions are supported by their carriers and automation vendor; get assistance from their carriers and vendor with implementation and troubleshooting; and obtain the helpful Independent Agent’s Real Time Implementation Guide, a step-by-step outline for implementing real time.

Other resources and tools available at www.getrealtime.org include:

· Links to resources for agencies, including the AUGIE Workflow Timer, the AUGIE Cost Savings Calculator, the AUGIE Real-Time Time Study Report and AUGIE’s Commercial Lines Policy Detail Agency Start-Up Guide.
· Links to information from carriers and major automation vendors concerning their real time and download functionality, automation vendors they work with, implementation and installation information, troubleshooting guides and contact information. The Campaign expects additional carriers, vendors, user groups and associations will add their informational links in the coming weeks. 

· A link to www.ACTtech.org where agencies can run reports on the real-time and download functionality offered by their carriers for their particular management system.

· Information outlining the Stakeholder Commitments the Campaign requests each industry participant to implement to increase the adoption of real time, as well as campaign materials, such as logos, ads, stories, speeches, presentations and more to assist participants in promotion of the interface technologies.

As defined by campaign participants, real time is the ability to click on a button from a client file in an agency management system or comparative rater for immediate access to carrier information on that client. The transaction may be a quote, billing inquiry, claim inquiry/loss run, policy view, endorsement or a request for information. Real time provides a single workflow for independent agencies and brokerages for servicing or quoting business.

Download, an essential part of real-time transaction processing, is defined as the movement of customer policy data from an insurer to its partnering agency or brokerage’s agency management system. This information download normally occurs after a transaction is performed by an agent or by the insurer.  

The Real-Time/Download Campaign is dedicated to improving the competitiveness of the independent agency distribution channel. Its participants include independent agencies and brokers, carriers, technology providers, user groups, and agent and industry associations. All organizations displaying the Campaign logo and participating on www.getrealtime.org are supporters of the Campaign. 
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