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Assurex Global’s case study reveals how a Web-based
software program helped to boost productivity.

by Jim Hackbarth

ike most large organizations,
Assurex Global struggled with

how to share its collective
brainpower and information with the
rest of the enterprise.

It is a network of independent
insurance, risk management and ben-
efits brokers located in more than
85 countries and generating $29 bil-
lion in annual premiums. And while
the network offers its agent-partners
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strength in numbers, its size can also
present challenges.

How could firms identify and
access the right resources quickly
and efficiently to leverage the Assurex
Global organization? And equally as
important, how could Assurex Global
hold its partners accountable for
actively contributing to the network?

Finding specialists among Assurex
Global’s 20,000 insurance professionals
was an informal, inefficient and often
ineffective process. Historically, agency
representatives such as marketers, pro-
ducers and agency principals could
come together at meetings and con-

» At Issue: Different segments of
large global firms may find it difficult to
collaborate with one another.

» What Happened: Broker network
Assurex Global chose a Web-based
software platform designed for the
commercial insurance industry to boost
productivity and sales collaboration.

» The Payoff: The platform connects
brokers with relevant resources, which
helps everyone write more business.

ferences to discuss best practices and
the general state of the industry. While
the conferences have been effective,
attendance is limited by time and travel
restrictions. Getting valuable meeting
information to flow from attendees
to everyone else in the organization is
often a slow, inefficient process.
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Getting Connected

Assurex Global uses a social network-
ing/search engine technology to link
its network of independent, benefits
and risk management brokers. Step
one begins with a keyword search
by a producer.

Account Executive —
Assurex Global Partner:
“We previously won a similar
account. Three deal points
that really helped us were...”

£

Practice Leader—

Assurex Global Partner:
“I'm sending the white paper
we published on the impact of
new emissions regulation.”

Producer:

bt

“This is a huge opportunity with a major manufacturing
company and we don’t have a lot of time.”

Carrier Underwriter:
“The attached form is a
special filing we made
recently with coverage
nobody else offers.”

Colleague:

“I know one of the
principals at the
accounting firm. Let
me introduce you.”

D

Sales and renewal business rely
heavily on relationships, best practices,
collaboration, research and effective
communication among clients, agents,
brokers and carrier partners. This is
especially true when it comes to the
complexity of commercial line sales.
Assurex Global realized that if it could
connect its network of specialists and
resources, it would be able to finally
automate this complex, multiparty pro-
cess—one that relies just as much on
who you know as what you know.

Social media are having a significant
impact on the ways relationships are
formed and the way both individuals
and businesses communicate. Assurex
Global sought technologies that could
incorporate these same networking
and collaboration capabilities in the
day-to-day sales process. The company
also wanted to control information
flow so that its agencies could maintain
the confidentiality and privacy needed
for effective deployment within an
enterprise setting while providing
transparency into who is helping
others and to what extent.

The solution also needed to be easy
to use and deploy, to address the chal-
lenges that typically arise with the intro-
duction of new technology and new
ways of doing things. The network of

agencies would need to actively engage
and use this technology as a key tool in
their daily sales efforts. Unless the new
technology worked the way the brokers
envisioned, there was little chance of
successful widespread adoption.

Winning the hearts and minds of the
brokers required a solution to boost
productivity quickly and easily through:

¢ Identifying and soliciting mean-
ingful information from the most qual-
ified “specialists” within the network.

* Providing access to the best,
most relevant sales content within
the network.

e Interfacing with insurance carri-
ers to manage their involvement early
in the sales cycle.

Going from vision to reality led to the
rollout of Assurex Global’s most impor-
tant technology initiative in 2009: the
implementation of a commercial insur-
ance specific enterprise social network-
ing and search engine technology plat-
form that could add scale to their natural,
networked way of doing business.

Well-Connected

After trialand-error with various hori-
zontal customer relationship manage-
ment solutions touting collaboration
capabilities, Assurex Global began look-
ing for alternatives. Months of research

and careful evaluation led the company
to choose a Web-based software platform
from ProspX Inc.

Designed specifically for the commer-
cial insurance industry, the solution com-
bines enterprise social networking and
search engine technologies to enable
Assurex Global firms, for the first time, to
connect and collaborate in real time.

The new platform is based on the
format of social networking, but oper-
ates in a specific enterprise setting. It
has streamlined this once-manual pro-
cess and has helped Assurex Global bro-
kers automatically to identify special-
ists within their network who possess
expertise in a given area.

In February 2009, Assurex Global
began identifying and uploading subject
matter experts and sales assets in the
network across various niches. These
resources would be made accessible
to anyone working on new or renewal
business opportunities.

After completing additional solution
customization, security enhancements,
Web site integration and establishing a
training curriculum, the initiative was
officially launched across the entire net-
work in September.

Each Assurex Global Partner now has
access to ProspX via a Web-based login
and is provided with training, on-site
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Social Media

and/or via weekly instructor-led webi-
nars. Because the solution offers an on-
demand delivery model, no on-prem-
ise installation of hardware or software,
or IT intervention, is required. Security
measures also have been established to
ensure information remains confiden-
tial and accessible only to appropriate
Assurex Global agencies, unless a deci-
sion to share is explicitly made.

Finally, Assurex Global is working
jointly with ProspX to bring its top
25 property/casualty carriers into the
network.

How It Works

To put it in the simplest terms, think
Insurance Google meets Insurance
LinkedIn. A producer typically initiates
a keyword search specific to a new
or renewal business opportunity. The
search scours the enterprise knowledge
base associated with the Assurex Glob-
al social network, which includes the
knowledge base of the agency itself, rel-
evant external partners and even insur-
ance carriers that may have identified
themselves as having an appetite for
that particular type of opportunity.

The search returns specialists and
sales assets relevant to the opportunity.
The broker may then reach out and col-
laborate in real time with the identified
specialists, determining on an individ-
ual basis what information about the
sales opportunity theyd like to share.
The system accounts for the fact that

they may be collaborating as partners
on one opportunity while competing
on others.

All data, conversations and shared
content are continuously tagged and
indexed to both tie them to the spe-
cific business opportunity and archive
them in a virtual sales library for ease of
retrieval and reference for future oppor-
tunities. The communications concur-
rently drive a pipeline tracking process
that can be customized. Brokers can
even rate resources, similar to what’s
done on eBay, as a basis for feedback as
well as prioritization for future use of
information and expert resources.

The on-demand, collaborative soft-
ware platform has opened up the lines
of communication within and across
the Assurex Global network, connect-
ing everyone with the best sales materi-
als, tools, insights and expertise to help
them work more efficiently. That same
knowledge is then delivered from car-
riers in the network when they need
it most, enabling more effective sales
conversations.

Assurex Global agencies have
access to better information more
quickly, and spend less time reinvent-
ing the wheel, which frees them to
work on more and bigger deals and
focus on building relationships with
clients. When brokers spend their
time cultivating client relationships
and can quickly get to the informa-
tion they need, when they need it,

Agent/Broker

success is at their fingertips.

With the new collaboration
and enterprise social-networking
approach,Assurex Global has boosted
sales productivity by:

¢ Arming brokers with the best
sales content, insights, and industry
intelligence, enabling them to deliver
value-based solutions to their clients.

¢ Enabling accelerated and bet-
ter preparation prior to each sales
conversation, leading to shorter sales
cycles and more time to invest in
pipeline development.

e Harnessing the collective brain-
power of an entire organization so
that everyone, regardless of their lev-
el of experience, has access to the “A
Team” for every opportunity.

Through this initiative, Assurex
Global is promoting a team sales
culture across its network, expect-
ing better communication early in
the sales process, reducing trial and
error, increasing margins through
shortened sales cycles and achieving
higher win rates and larger deals for
its agencies and brokers.

Assurex Global now has the tools
to empower its brokers, while at
the same time gaining visibility into
which firms are actively contributing
to the network and which are not.
The company has essentially elimi-
nated the previous communication
challenges that existed when trying
to forge successful partnerships. R
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