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P RCM&D HAS REPLACED EVERY SERVER AND PIECE OF HARDWARE as part of a

“very aggressive IT strategy,” tied to its overall mis

ITH A FIRM BELIEF THAT technol-
W ogy functions best when every-

one feels hardware and software
systems are working for them—rather
than the other way around—RCM&D
set out to implement tech solutions that
would not only streamline the labor-
intensive sales process but also promote
teamwork and collaboration.

sion to grow the agency.

It was this collaborative approach to-
ward transforming not only its systems
but its underlying culture as well that
earned the firm an Honorable Mention in
the “2009 NU Agency Technology Achieve-
ment Award” program, run in partner-
ship with the ACORD LOMA Insurance
Systems Forum, taking place in Orlando
this week.

nsurance 2.0’

eporting obligati

“Because of the complex and competi-
tive nature of the commercial insurance
industry, as well as the challenges of the
current economy, it's more important than
ever that we retain our current customers,
drive organic growth, increase sales, shrink
margins, and do more with less,” the agen-
cy said in its award essay.

The need for better tech support was clear
at the Baltimore, Md.-based agency, which
has five offices in three states, but incorpo-
rating a new system was no slam dunk, and
not just because of the firm’s jumbo size.
(RCM&D produced $450 million in premi-
ums last year—$264 million from commercial
lines, $80 million in personal lines, and $106
million in life and health business.)

The challenge, according to Ken Runne,
chief information officer at RCM&D, was
getting salespeople to commit to a new tech
platform that would put critical information
at their fingertips and harness their collec-
tive brainpower—but while also understand-
ing that they did not want to simply give
away their lifeblood, which is individual
databases of contacts.

Mr. Runne said the agency did not want
to fall into a trap where they “dump tech-
nology on people” in hopes it will gain
them something. He said RCM&D wanted
its work force to buy into the cultural shift
the agency was looking to achieve.

Essentially, the essay noted, the goal was
to find a technology “that was a selling
tool, not a management reporting obliga-
tion” for the sales force.

RCM&D selected an SaaS (software as a
service)-based solution powered by Austin,
Texas-based tech provider ProspX. Though the
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RCM&D considered a number of options,
Mr. Runne said, including vendor-provided
solutions and out-of-box products—which
were rejected, he noted, because the agency
wanted the ability to develop and build
custom reports.

RCM&D—a member of the Assurex
Global network—said the agency’s presi-
dent saw a presentation during an Assurex
annual meeting where ProspX demoed its
product. After checking out other options,
the agency chose ProspX as its vendor,
Mr. Runne said, because it was able to pro-
vide a customizable platform that satisfied
RCM&D’s “hunger for information and
numbers,” while also allowing for custom
reports suited for a salesperson’s needs.

A salesperson, Mr. Runne explained, gets
a whole history report for a contact, not just
a notification that a call was made to an
individual at the firm. Data includes what
was tried in the past to make a sale, and sug-
gestions on what to do in the future, such as
types of coverage sought, pricing, etc.

The essay noted that when implementing
the solution, RCM&D identified a “cham-
pion” within the agency to “spearhead the
initiative and oversee the implementation,
internal communication, etc.” The subse-
quent roll-out plan took approximately three
weeks, the agency said.

The process of aggregating all of the relevant
agency information was time-consuming, Mr.
Runne acknowledged. The agency had to move
around 20,000 contacts from the existing man-
agement system to the ProspX platform.

The results of the system implementation,
according to the agency, have “successfully
transformed our sales culture, unleashing
the critical knowledge and relationships of
our sales professionals for the collective suc-
cess of the entire organization.”

Mr. Runne said both senior and junior sales-
people use the system actively. He said the sys-

Il THE ROLLOUT PLAN

of hardware as part of a “very aggressive IT
strategy,” tied to its overall mission to keep
the agency growing.

An agency must stay “close to the
curve,” Mr. Runne explained, to make sure
it is up-to-date on new technology, and
then pick and choose which solutions
work best for its specific needs. [

How Did RCM&D
Transform Sales Tech?

HEN RCM&D DECIDED TO ROLL OUT
w a ProspX-based technology solution, it
identified a champion within the agen-
cy to spearhead the effort, and then executed
the following strategy:
B Planning & Assessment: Shared
the launch process with core implementa-
tion team, identified stakeholders, estab-
lished goals and defined near- and long-
term success.
B Onsite Kick-off: Presented customer rela-
tionship management and collaboration initia-
tive to producers. Shared launch timeline and
set expectations for participation.
® Information Gathering: Pulled together
information to properly configure the solution—
such as organizational structure, sales process
mechanics, security requirements, strategies
and differentiators.
| Set-up/Configuration: Set up log-ins,

practice groups and framework for knowl-
edge base.

m Historical Data Load: Loaded all his-
torical customer data and sales strategies.

B Training: Set up training for three
groups—sales managers, sales assistants
and other related “opportunity managers.”
Because the system was intuitive, only
30-to-60 minutes of training was required.
| Official Launch: Once training was com-
plete, established a date upon which former
sales system would no longer be used, and the
formal transition to ProspX would be made.

® Monitoring: Regularly monitor and

report on usage, contributions, pipeline, etc.
Additionally, ProspX provides ongoing support/
ad-hoc training for all users.

B Data Integration: Integration with back-
office systems for real-time synchronization
with ProspX. [
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