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FOCUS AREAS FOR INSURANCE CEOs

Productivity

How good am I atHow good am I at 
acquiring customers?

Retention

Capital

How much am I investing?

How much risk am I running?
How long am I keeping my customers?

How much risk am I running?

Value and cross-sell

How much are my customers buying from me?

Cost

How much is it costing me to acquire, retain, and develop my customers?
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Business Drivers Determining Technology Agenda

72%Competition

74%

80%

72%

Ease of doing business
( d )

Time to market

Competition

90%

85%

74%

Growing the Business

Ease of doing business 
(prospects/ policy holders)

(producers)

90%Cost Reduction
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Technology Initiatives (Priority) 2009-10

19%

39%

Communication

Claims

30%

37%

19%

Data Mastery

Infrastructure

Communication

65%

45%

42%

Operations Automation

Policy Admin/ Billing/Fin

Pricing/Prod Dev/ Growth

78%

72%

New Business/Customer Management

Distribution/Channel/Field Management
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Allocation for Priority Initiatives

Average

Small
Mid-size
Large

0 2 4 6 8 10 12 14 160 2 4 6 8 10 12 14 16
INR Crores
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Allocation Shifts by Functional Areas for Priority Initiatives

Functional Area Allocation Shifts

Product Design Major Increase (>15%)
Distribution and Sales Major Increase (>15%)

Underwriting Flat (-3% to 3%)

Policy Administration and Servicing Minor Increase (4% to 15%)

Billing Flat (-3% to 3%)

Claims Minor Decrease (-4% to -15%)

Customer Service Contact Center Minor Increase (4% to 15%)

Producer Service Contact Center Flat (-3% to 3%)

Reinsurance Minor Increase (4% to 15%)

Asset Management and Investment Minor Increase (4% to 15%)
General and Admin (Accounts, HR etc) Minor Increase (4% to 15%)
Compliance Flat (-3% to 3%)
IT Security Minor Increase (4% to 15%)
Business Continuity & Disaster Recovery Minor Increase (4% to 15%)
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IT Software Infrastructure/Middleware Minor Increase (4% to 15%)
IT Hardware Infrastructure Minor Increase (4% to 15%)



Planned Budgetary Allocations for 2009-10

45%
45%

50%
2008 Expenditure
2009 Projected Expenditure45%

25%
20%

25%

30%

35%

40%
2009 Projected Expenditure

10%
5% 5%

10%

0%

5%

10%

15%

Application maintenance and
t

New application
d l t

Current middleware and
i f t t i t

New middleware and
i f t t i iti

Current hardware and
t k i t d

New hardware network
i itisupport development infrastructure maintenance

and support
infrastructure acquisition network maintenance and

support
acquisition
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New Projects Allocation for 2009-10
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Pressures for Insurance Technologists (2009-10)

80%Business Cases

75%

55%

Project Management

Business Requirements

90%

45%

60%

Cost

Human Capital

Vendor Selection

90%Cost
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STechnology Strategies
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Infrastructure- Servers

Offshore/outsourced server

Sun or other server

Offshore/outsourced server

Mainframe class server

Distributed Intel server

0% 5% 10% 15% 20% 25% 30% 35% 40% 45%

Planned Spending (Avg)
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Infrastructure- Operating Systems

Other

Linux

Windows

Other

z/OS, other mainframe operating
systems

IBM i (i5/OS, OS/400)

Unix

0% 5% 10% 15% 20% 25% 30% 35%

systems

Planned Spending (Avg)
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Architecture- Standardization

55%
15%

10%
Back-office and administrative

60%

20%

40%

55%

10%

0%

0%

0%

D k f l

Core insurance applications

Back office and administrative

55%

25%

45%

65%

0%

10%

5%

0%

Distributed infrastructure

Desktop software, telecom

30%

25%

50%

60%

10%

10%

10%

5%

Wide area network /Telecommunications

Central infrastructure

Consistent implementation of standards Some standards defined and implemented

N t d d d fi d b t tl ki it No standards defined
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No standards defined but currently working on it No standards defined



Web Services/SOA

60%

50%
45%

30%

40%

50%

20%

10%
10%

20%

0%
Live in mission-critical
production systems

Live in ancillary
systems

In Pilot Under consideration
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Emerging Technologies

70%

40%

50%

60%

10%

20%

30%

0%
High performance
user interface e.g.

AJAX

Social Networking Wikis SaaS for desktop
applications

SaaS for enterprise
applications
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IT Vendors

40%Custom builds by
internal IT staff

70%

60%

Assembling best-of-
breed components

Custom builds with
development partners

20%

70%

End-to-end solutions
from a single vendor

breed components
from multiple vendors
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IT Outsourcing

20%QA testing

55%

55%

30%

Implementation of new software applications

Maintenance of new software applications

Software development

30%

90%

55%

Database administration

User-support help desk

Maintenance of legacy applications

40%

75%

30%

Telecom/network administration

Desktop services

Database administration

60%Data center administration
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Any Thoughts….

rnawal@celent.com
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