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Realize High Value in Sales/Service Delivery
Agent portals are now a cost of doing business

Attract and retain profitable 
business

Top-tier distributors and 
policyholders
Increase brand loyalty
Deliver personalization

Competitive advantage 
Create frictionless service 
experience
Customized products and services
Right-time, any-time, my-time 
access to information and support

Source: TowerGroup



© 2007 The Tower Group, Inc.

Fragmented Portal Solutions Lack Continuity

Portals are strategically important investments
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Enterprise Portal Architecture Unleashes Value
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Straight-Through Processing
New Business Simplified Example (2007)

Completeness 
and 

Accuracy Rules
Knock-Out 

Rules

Web 
Portal

Paper

Phone

Data 
Access 
Rules

Program 
and Pricing 

Rules
Referral 

Rules

Credit
Score

CAT
Models

RatingInspection
Reports

Business
Geographics

Transaction Workflow Manager

Acceptance 
Rules

Fulfillment 
Rules

Agent
Point of

Sale

Underwriting 
Workstation

Ex
ce

pt
io

n 
W

or
kf

lo
w

M
an

ag
er

Flow Transaction
Source: TowerGroup



© 2007 The Tower Group, Inc.

Next Generation – Distribution Portal for 
Customer Service (2007)
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Portal Operational Model

Level 1
Sustaining Market Position
Provide information in a read-only format

Level 2
Maintaining Competitive Position
Offering basic self-service transactions

Level 3
Market Leader Status
Real-time sales and service between 
internal and external parties

Level 4      Differentiated

Limited Search

Front-Office Only

Front- to Back-Office
Connection

Marketing Materials

External Network 
IntegrationHIGH
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