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The Market Opportunity: Insurance Industry Business Process Management Solutions

The insurance industry has awakened to the fact that it is time for change. The past two years have been difficult for the insurance industry, with many insurers facing substantial claims payouts, dwindling stock valuation and shrinking profit margins. Insurers have attempted to develop strategies that align with the changes in the market conditions — for example, focusing sharply on return on investment (ROI) and becoming more risk-averse in their underwriting efforts to improve their book of business. But it takes time and years of focus to realign their “book”. 

In addition, many insurers have now focused on the claims environment to also assist in improved profitability (claims is the largest payout on a percentage of revenue) and customer service to enhance customer retention opportunities.  With this opportunity, insurers can now focus on using technology to modernize their business process and operations through highly efficient workflow redesign like, STP (straight through processing), advanced technologies and streamlined business processes.

The current state of economic conditions will likely continue for the next few years, and will further drive insurers to increase operational efficiency and productivity, reduce losses and contain costs. Insurers that develop sound business strategies for underwriting, claims, legacy systems and customer-centricity — and use new technological opportunities to support them — will be better positioned for success. In a recent study by leading industry experts, it cited that the current claims process spends 15 billion dollars a year in inefficiencies!

Claims strategies continue to evolve, and this evolution includes a revitalization of business process management to support claims processing and settlement. Insurers must extend beyond seeking technology augmentation for the claims process. Claims processes must be re-engineered using business process management (BPM) tools and claims management solutions to find optimal business impact.

Inefficiencies in the claims process hamper business success, driving a growing interest in BPM tools. Process automation, including business rule engines, workflow and decision-making technology will help transform the claims process. For simple process modifications, the use of automation to minimize the amount of administrative and manual tasks will give claims professionals more time to dedicate to customer service or value-added services that affect claims settlement or customer satisfaction. More-advanced implementations, such as the purchase of claims-management packages, will assist insurers in managing the process using pre-built processing templates and business rules.

Investments in claims enhancements have been commonplace in insurance during the past two years. During this time, insurers, especially those in property and casualty (P&C) and general insurance, have focused on speeding up the claims process by implementing claims management solutions or by making minor modifications of their claims processing systems. While helping the insurer meet short-term and specific project requirements, mere technological augmentations will not fulfill optimal return on investment (ROI) or accomplishment of corporate business objectives of improving bottom-line performance. Isolated technology investments will have minimal impact on claims efficiency and may expose the inefficiencies that have been less obvious in the past process.

To fulfill future next-generation claims processing and settlement requirements, insurers must look beyond mere technological augmentation to meet claims requirements such as improved customer satisfaction and seamless supplier interaction. More is needed to correct issues in the claims process than simply speeding up the process — which, in many cases, is inefficient and disconnected. For success, claims processes must be aligned with corporate customer service, operational cost and risk management objectives. Insurers must re-engineer the claims process, including connecting the claims supply chain and making the claims process electronic, to obtain maximum ROI and competitive differentiation.

Laying the Foundation for Business Process Management

To transform the claims department, insurers must build efficient claims management through the use of content management, imaging, collaboration tools and other technologies to support the information requirements of the claims process. Although the insurance industry has traditionally been paper-dependent, this is changing. Insurers are beginning to use these solutions in combination to support the storage of documents plus voice files, e-mails and digital photographs of damage, so that this information is accessible by claims professionals on demand from anywhere, anytime and can help to validate losses and decrease the cycle time to settlement and closure. Information must be electronic and secure, and the insurance claims network must be supported through electronic communication and collaboration. Claims content must be centralized and be accessible by parties in the claims value chain to reduce paper storage costs and ensure information consistency. Furthermore, accomplishing this will enable collected information to be used in workflow-oriented activities, such as handoffs to key trading partners, collision repair facilities, towing companies, etc. through Internet-enabled exchanges. The inability to electronically store and manage claims information prohibits insurers from proceeding with advanced data analysis techniques, such as fraud management and detection. 

Business Process Management

Next-generation claims processing will be built on operational agility. Using business process management (BPM) and other process-automation tools, insurers can transform central processes, such as underwriting, customer service or claims, as well as automate decision-making and action. BPM may be accomplished through these four methods:

· The use of workflow solutions — According to Gartner research conducted in early 2003 with U.S.-based P&C insurance carriers, approximately 54 percent of P&C carriers were implementing or investigating the use of workflow tools in conjunction with claims systems at year-end 2002. This was the most-common approach to upgrading claims initiatives. 

· Packaged claims management solutions support workflow and business rules capability with off the shelf embedded claims processing best practices and insurance objects. Approximately 12 percent of P&C carriers use these solutions. 

· Use of business rule engines that may sit on top of claims systems, automating information exchange and business processes within and across systems. 

· Collaboration-based Web services approaches leverage an e-business architecture that enables insurers to collaborate and exchange with suppliers and partners. This is particularly useful in claims operations. 

Our Client: Mitchell International, Inc. (http://global.mitchell.com)

Mitchell International, Inc., founded in 1946 and headquartered in San Diego, California, is the leading provider of Business Process Management workflow tools, information products, software and eBusiness solutions for the Property & Casualty (P&C) insurance, collision repair, medical claims and glass replacement industries.  As the information authority to the automotive aftermarket and P&C industry, Mitchell develops solutions that earn their clients' long-term loyalties by relentlessly working to deliver more than promised. Mitchell is committed to go the extra distance to provide exceptional, personalized service.

By improving Mitchell’s clients’ operational efficiency and financial results through the integration of value-added business solutions into their clients’ environment, Mitchell plays a leading role in helping their clients better serve their customers.  Providing services that enhance productivity, profitability and customer satisfaction, Mitchell facilitates several million electronic transactions between more than 16,000 business partners each month. Mitchell's own parts and labor database, a critical connectivity point between shops and insurers, is trusted for its accuracy and respected as the industry standard. 


Recognized by the San Diego Business Journal (SDBJ) and the Ken Blanchard business consulting companies as one of "The Best Companies to Work for in San Diego", Mitchell continues to provide a rewarding work environment that attracts and retains top quality employees. Having received the Prestigious Star Award For Customer Service Excellence not once, but twice, Mitchell continues to distinguish themselves as the company that is “Easy to Do Business With” while delivering products and services renowned for their value, quality, and excellence.

Connectivity & Workflow Solutions 

Mitchell’s connectivity and workflow solution group contains the core applications that enable clients to significantly reduce claim cycle time, reduce operational costs, enhance customer satisfaction and connect to all industry partners to streamline the claims process, improve communication and strengthen business partnerships.

These products may be used separately or in conjunction with other applications and services in the Mitchell eBusiness Solution suite. When combined these tools provide a powerful solution that converts innovative technology into the following competitive advantages:(click anywhere on the graphic below).

· Redesign of the way claims are processed and managed 

· Real-time communication with industry partners 

· Open applications that allow clients to use any estimating platform 

· Tools that let clients better manage partner relationships and productivity 

· Increased staff appraiser productivity 

· Increased efficiencies by integrating Mitchell’s online tools with the client’s claims management system
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eMitchell Claims Processing Solutions
eMitchell is an Internet-based solution that accelerates the claims process. It electronically connects all parties involved in the claims process (staff and business partners) to streamline workflow, enhance productivity, and reduce overall claim cycle time.

Mitchell is able to customize a powerful solution to convert innovative technology into a competitive advantage for their clients enabling their clients to take control of their Auto Claims Process driving down costs, and increasing a client’s customer satisfaction experience.

Mitchell’s eBusiness solution suite, the most expansive in the industry, delivers innovative solutions that help client’s optimize every stage of the auto claims process, from FNOL to electronic payment. Designed in a modular fashion, Mitchell’s solution suite enables their clients to choose the applications that will reengineer processes to accelerate workflow. All applications connect at eMitchell.com (click anywhere on the graphic below) and are based on an open architecture to enable easy communication with the client’s choice of partners.

Clients also receive consultative services by a team of professionals who analyze the client’s current processes and recommend the solution that optimizes business performance. Mitchell can also solve a client’s unique business needs and maximize synergy with the client’s existing IT infrastructure by working with the client in a Joint Application Development (JAD) process to co-develop custom applications. Coupled with Mitchell’s dedication to open systems and world-class customer service, it is clear that Mitchell is the choice for helping their clients take control of their auto claims process.
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Management Team
· James D. Lindner, Chief Executive Officer and Chairman of the Board


James D. Lindner joined San Diego-based Mitchell International as President and Chief Executive Officer in February 1997.  He was appointed to the additional role of Chairman of the Board in April 2001. Since joining Mitchell, Mr. Lindner has been responsible for leading the company through an unprecedented era of accelerated growth in the rapidly changing property and casualty claims and collision repair industries. 

Mr. Lindner came to Mitchell with prominent credentials and a proven record of success as the chief executive of technology-driven businesses. Most recently, he was President and CEO of Attachmate, a large remote computing and host connectivity company. His previous executive positions also include President of Memorex Telex Corporation's Networks Group and Chairman and CEO of ISC - Bunker Ramo Corporation. He began his career with IBM, where he spent 15 years in a variety of sales, marketing and general management positions. 

· Tony Aquila, President and Chief Operating Officer 


Tony Aquila joined the Mitchell International organization as Executive Vice President of Sales, Marketing and Product Management in September 2001 and was appointed President and Chief Operating Officer in January 2003.  Mr. Aquila came to Mitchell with an impressive background and extensive experience, having spent more than 20 years in various leadership positions in the automotive claims and collision repair industries. His experience spans from collision repair facility owner to sales and marketing executive to founder and CEO of several entrepreneurial ventures.  

Prior to joining Mitchell, Mr. Aquila was founder and CEO of Ensera, the premier provider of integrated e-business tools for the automotive claims and collision repair industries.  Mr. Aquila founded Ensera in the late 1990s and the company quickly emerged as an innovator and a leader among the e-commerce solution providers.  Mitchell, seeing an excellent strategic fit, acquired Ensera in the fall of 2001, with Mr. Aquila assuming a key role on the Mitchell management team. 
· Tom McCarthy, Senior Vice President and Founder of Mitchell Medical


Tom McCarthy is an expert in the field of medical cost containment for auto insurers, having spent the last 17 years as a senior executive in the medical bill review software industry.  During his extensive career, Mr. McCarthy has consulted with state insurance commissioners and developed medical cost containment strategies for national automobile insurers, state workers compensation agencies and federal government departments. 

Mr. McCarthy has served in the top post at Mitchell Medical, a Mitchell International business unit, since 1997. Prior to joining Mitchell, he served as President of Medical Decision Systems Corporation and played an integral role in the development of Decision Point, a state-of-the-art medical bill review solution.  

· Alex Sun, Executive Vice President and Chief Financial Officer


Alex Sun joined Mitchell International as Executive Vice President and Chief Financial Officer in early 2001 and oversees the company’s Accounting, Budgeting/Reporting and Legal Functions and also serves as Secretary to the Board of Directors.  Mr. Sun came to Mitchell with an impressive background and expertise in corporate finance. 

From 1997 to 2001, Mr. Sun served as the Chief Financial Officer and Vice President of Finance and Administration for ABC Technologies, Inc., a leading provider of financial performance management software and services.  While at ABC, Mr. Sun had oversight responsibilities for worldwide finance, legal, human resources, information systems and facilities.  Prior to joining ABC, Mr. Sun spent approximately 10 years with Merrill Lynch & Co., ultimately serving as a Vice President in the Investment Banking Division.  

The Opportunity – Senior Vice President of Sales

Mitchell international is looking for a Senior Vice President of Sales who, as a key member of senior management, will execute the business model while adding to and reinforcing the Mitchell culture.  In a culture that promotes a sense of urgency and high-quality resulting in the highest customer satisfaction, one must possess a willingness to change, take intelligent risks, and be part of a free-market for ideas. Integrity is central to everything Mitchell does and is required to be successful in Mitchell’s relationships with its customers, employees, and trading partners. Existing to serve its customers, Mitchell’s employees and suppliers feel personally responsible for pursuing solutions to customer issues.   Performance driven, and continuously measuring and rewarding high performance, Mitchell encourages employees to innovate, collaborate and work effectively in teams to optimize results, and then as a learning company, capture and distribute  what is learned from their experiences.  

This position requires the ideal candidate to ultimately be located in San Diego, California, Mitchell International’s headquarters.  The ideal candidate must be very comfortable with the risks and rewards of a rapidly growing and evolving corporate environment.  Being well capitalized, Mitchell is bringing a new capability into a rapidly unfolding marketplace.  This type of challenge is a selling point for the right individual, who can appreciate the magnitude of the breakout opportunity presented to them.  Mitchell is looking for a passionate, thick-skinned , extremely creative individual who will thrive in this fast-paced, team-oriented environment.  The dynamic nature of our client’s business demands that this person have the flexibility to adapt to change, push their own personal and professional limits, possess the character to stand in the face of uncertainty, and the judgment and experience to know which course to pursue.

Position Profile 

Mitchell is uniquely positioned to drive from their market leadership position and achieve dramatic growth. Responsible for Mitchell’s Business Process Management workflow, information products, software and eBusiness solution offerings revenue generation, Mitchell is looking to fill the position of Senior Vice President of Sales reporting directly to Tony Aquila, President and Chief Operating Officer.  

The challenge facing Mitchell is to quickly capitalize on its unique Business Process Management and workflow competencies, capabilities and market position, and establish itself as the market dominant leading provider of Business Process Management and workflow solutions.  Growing a robust sales organization for direct sales, and network of channel partners and will achieve this.  The nature of Mitchell’s technology combined with significant barriers to entry gives Mitchell a tremendous competitive advantage over would be competitive solutions.  Because no current Business Process Management and workflow solution provider has been adopted as a standard in this space, Mitchell’s sales force has a great opportunity to capitalize on it’s vast customer network and position the value of Mitchell’s Business Process Management and workflow solutions.  Upon arriving at Mitchell, this person will be expected to draw on personal experience to quickly assess and implement ongoing sales activities.

The qualified candidate will be able to creatively identify new possibilities for revenues and partnerships, as well as assist the Management Team in the execution of Mitchell’s business plan.  

In particular, the new Senior Vice President of Sales must: 

· Be in constant pursuit of personal and team excellence.

· Generate revenues through team selling of Mitchell’s Business Process Management and workflow solutions

· Not only retain, but also grow the client base while reengineering the applications oriented selling model, sales force, and culture to support a Business Process Management and workflow solutions consultative sales model, sales force, and culture.

· Possessing excellent personal team building, coaching, mentoring, selling, negotiating and closing skills, this individual will drive, train, and mentor - the sales team’s - ability to assume a leadership role in high-level, major account development and management.

· Continue to attract, select, hire, coach and motivate a world-class direct sales team replacing those regardless of success that are unable to participate in a team selling environment - purposefully assembling the team selecting complementary abilities and styles for more effective team performance.

· Be in touch with the day-to-day activities/realities of the sales teams, and remove obstacles that potentially impede the sales team’s tactical and strategic success.

· Reinforce a strong brand and value proposition with customers and partners

· Be willing and prepared to represent Mitchell with customers, partners and investors

· Demonstrate sufficient technical selling and business understanding to uniquely apply Mitchell’s capabilities creating synergistic high impact client opportunities derived from mapping Mitchell’s competencies and capabilities into a client’s unique business reality – versus – simply selling Mitchell’s standard applications offerings. 

This individual will have the opportunity to not only help implement the business strategy and support the ongoing strategic efforts to reengineer the sales model, sales force and sales culture, size the overall target market, segment opportunities, define and execute the revenue generation strategy, this individual must be able to execute tactically.

This is an opportunity for an individual who is seeking the challenge of building a career in top-tier Business Process Management and workflow solutions sales.  Do to the nature of Mitchell’s engagements, this individual will have the opportunity to not only be a key team member and contributor, but will be expected to assume leadership roles.  Mitchell’s growth is expected to dramatically outpace the industry.  As this individual’s experience grows over time, so will their role and responsibility within the company.

The following characteristics and experience will describe the successful candidate: 

· This individual possesses high integrity having demonstrated the ability to walk their talk, speaking with authenticity and authority, especially in the context of succeeding or failing as a team. 

· Possessing a winning spirit and a success orientation (i.e., Failure is NOT an option) this individual has demonstrated the courage to take calculated risks.

· As a disciplined leader (where the only easy day was yesterday), this individual has demonstrated that they live by the principles of Teamwork (i.e., There is no “I” in TEAM) and responsibility (everyone is a leader).
· Possessing an intuitive nature, this individual tenaciously seeks facts to reinforce their ability to make intuitive decisions and recommendations based on facts.

· The “ideal” candidate, possessing a proven track record of winning and growing business opportunities within a vertical industry client base (where cost of losing a client is devastating within the vertical) has demonstrated an ability to expand beyond the scope of their role, and the ability to think big and execute tactically muscling their way across the goal line when things didn’t go quite as planned.

· Possesses an ability to align with diverse client cultures selling into top-tier Fortune 500 accounts, this individual possesses +15 years of complex solution sales experience in progressively more challenging roles within the business solutions industry. With direct experience scaling revenue to +$100M in revenue, this individual is currently in a Vice President of Sales role within the business solutions industry.

· Possesses a proven track record in over-achieving quarterly and annual quota targets, and having a demonstrated ability to personally develop, qualify and close large politically complex solution implementation opportunities at large clients as well as coach and mentor direct sales reps responsible for the same.

· Must have demonstrated a consistent and proven ability to function exceptionally in all phases of sales and delivery (e.g., opportunity identification and qualification, engagement scoping and management, client relationship management, closing).

· While possessing experience in the ongoing management of large accounts, has demonstrated the ability to manage multiple opportunities and engagements – this person must be not only a “hunter”, but must possess a proven track record an scaling business over time “farming” large clients.

· Must be able to articulate their demonstrated approach to account sales strategy, planning and execution (including any "solution selling" methodologies consistently employed) within targeted accounts.

· Having demonstrated a strong ability to develop and maintain relationships with client executives up to the Boardroom level, is able to build and position customer specific compelling value propositions at each of the levels targeted within an account hierarchy, must be able to "map" out the various "players" in the politically complex accounts while defining your specific approach/strategy to building business relationships up/down/across targeted account organizations.

· Must be able to build/create an opportunity within targeted accounts – where there was no specific client funding/budget originally identified/earmarked for acquiring your products/solutions, including ability to deal with competitive product solutions or competitive projects competing for the same funding pool.

· Able to maximize reps over quota by coaching sales reps specifically in the context of coaching/influencing a sales rep's behavior within accounts while specifically focusing on the coaching areas described in the preceding bullets, must know the difference between being able to develop under-performers and knowing when to coach someone out of the company.  

· Must be able to ensure the "right" deals are ultimately won (i.e., not all deals are good deals).  

· In addition to demonstrated ability to lead, manage, and motivate teams - this individual must be a team player possessing a strong ability to “listen & learn” from the success and experience of other.  (i.e., Knows when to lead - Knows when to follow).  Mitchell has a strong collaborative team-selling environment.

· In addition to having demonstrated strong internal selling skills, the successful candidate is a bright, engaging, articulate, and highly motivated driver possessing the capacity to assume ownership where needed, and possesses the ability to teach/mentor sales teams how to recognize and create synergistic high impact client opportunities derived from mapping employer competencies and capabilities into a client’s unique business reality – versus – simply selling standard solutions offerings.

For more information please contact:  Ron E. Bates, Managing Principal

Phone: 408.451.8414 ( Cell: 408.206.4580 ( Fax: 408.904.4935 ( rbates@executive-advantage.com
Executive Advantage Group, Inc.    Offices in Silicon Valley and the Pacific Northwest
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