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DM - Business Operations Onboarding

BAU what are Majesco, other companies doing today?

Flows

Design system to be used

How’s that working?

Current customer time on task

Expected customer time on task

etc.

1. a.b.c. i. 1.ii. 1.iii. 1.iv. 1.v. 1.vi.

2. THE 4 QUESTIONS

  ​a. What is the Problem statement

  ​b. What is the data that supports the problem statement?Wil has mentioned receiving similar feedback from 2 customers: F&G and Vantage Risk.

Both felt the time-​on-​task for the application process was way too long

The application was overly complex (for example, the system requires the user to enter non-​essential information, and it asks the user to submit data but forces them to click “OK” after they submitted data to acknowledge submit confirmations)

The experience itself was clunky/outdated. Wil shared some great feedback from Vantage Risk.

Per Wil, process does not start early enough - what about sending an invitation to apply? Other items, like application mgmt will not happen in 2023. Per Badri (DBU), sales recruitment & other items will be 2024. Wes wants to consider still sending an invite to agent. Only F&G had e-​Onboarding now. Per Raj, F&G wanted to send invitation to agent (today starts with URL on Carrier site - "I want to become agent" - Carrier wants to invite - send link via email> link selection pops email.

b. Wil - can save some Carriers up to 70% of back office LOE (because is done all back office now) - What is data source - can we validate?

  ​c. What are the KPIs for success?time to complete onboarding agents (single or bulk)minimum user data entryease of use - intuitive with minimal trainingease to configure UI, data capture or new flow

Number of screens: 3 (-81.25% reduction from 16 screens BAU)Number of flow steps: 7 (-75.86% reduction from 29 steps BAU)Number of required clicks: - ~ 3 clicks are required to start the onboarding process (-62.50% reduction from 8 clicks BAU) - ~ 15 clicks are required from the start of the onboarding process through completion (-71.15% reduction from 52 clicks BAU)

  ​d. How will the success KPIs be measured?Number of applications completed in an hourNew user induction timePercentage of automation / pre-​populationNumber of OOTB 3rd party integrationsNew flow configuration time

a.

i.

ii.

iii.

iv.

1.2.3.4.

1.2.3.4.5.

3. PersonasPrimaryLicensing ManagerContract AdminSecondaryCompensation ManagerAgency Ops Manager

a. i.ii.b. i.ii.c.

4. User goals by personaPrimaryLicensing Manager mainly responsible for ensuring producer license availability & state appointments for the insurers businessContract Admin responsible for e-2-​e- onboarding, ensuring all pre-​requisites for contracting & execution of the contract between the producer & the insurerSecondaryCompensation Manager deals with the commission contracts and any other benefits associated with the producer. Assigning the appropriate commission schedule or negotiating compensation arrangements with the distributors.Agency Ops Manager responsible for all the agency operations including the onboarding and managing the day-​to-​day operations for one or more distribution channels

a. i.

ii.

b. i.

ii.

5. Scenarios/Use Cases (by persona)PrimarySecondarya.b.

6. BAU & NEW Flows by UC

7. Competitor flows/functionality?
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0. BACKGROUND

The top priority effort for 2023 is DM Onboarding. There are 2 types of Onboarding: Agent onboarding and Business Operations onboarding.The focus for next year will be the Business Operations onboarding piece only. 

The main flow is shown on slide 6 of the PPT deck– essentially, the Agent takes an application and hands it off to a Business Operations person for data entry. The data to be entered is shown as the blue bubbles in the flow.

There are 4 types of onboarding applications. These are shown on slide 10 of the PPT.:Licensed Producer (New Contract)Licensed Producer - Additional Contract (ADC)State Appointment- New Appointments (ASCA)Non-​Licensed Producer

Wil has mentioned receiving similar feedback from 2 customers: F&G and Vantage Risk.Both felt the time-​on-​task for the application process was way too longThe application was overly complex (for example, the system requires the user to enter non-​essential information, and it asks the user to submit data but forces them to click “OK” after they submitted data to acknowledge submit confirmations)The experience itself was clunky/outdated. Wil shared some great feedback from Vantage Risk.Per Wil, process does not start early enough - what about sending an invitation to apply? Other items, like application mgmt will not happen in 2023. Per Badri (DBU), sales recruitment & other items will be 2024. (Sales team experience will be in DBU.)

 At  a high level, in discovery, some items that would be great to get more information about would be (Wil - please feel free to add here?):What are the “typical business processes” for these flows (does the app match the customer’s      expectation or mental model, what are the mainstream customer needs)?What functionality/features are most important/least important?Is there a common flow sequence, or should that be configurable?How does the customer  perceive that data should be entered – upload, manual entry, etc.?What are the conceptual gaps in our current offer – what is missing, what should be removed?Implementation – can this be “wizarded” to auto install one of a certain limited set of predetermined base configurations OOB with minimal/light touch configurations available after install? (Think possibly some sort of a “welcome flow” or “no-​code      wizard” like P&C Billing – to streamline up-​front install time...)What should the (OOB) core functionalities/flows be, and should we offer any components, capabilities, or sub-​flows as bolt-​ons?How often does the Carrier's onboarding process change?Are there different flows for different personas? (A big part is licensing, but some Carriers want to onboard an EE [non-​licensed producer])What tools are needed for management - data & metrics re performance? (See how many onboarded successfully, are in process, etc. - holistic view)Others?What personas are involved in the onboarding process like the Home Office Agency Contract Admin, Agency Admin, Agent or Producer
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AGENT SUBMITS APPLICATION TO CARRIER

BIZ OPS ENTERS: BASIC PROFILE DETAILS

BIZ OPS ENTERS: CONTACT DETAILS

ONLINE

BIZ OPS ENTERS: QUESTIONNAIRE BIZ OPS ENTERS: LICENSE DETAILS

SAVE FOR LATER OR PAYMENT

MAJESCO - BAU DM BUSINESS OPERATIONS ONBOARDING FLOW

FILE UPLOAD

EMAIL HAVE CURRENT INS

INS START DATE

USDOT #

BIZ TYPE

BIZ PURPOSE/INFO

BIZ PURPOSE

BIZ OWNER INFONameAddressCity, ST, ZIPDOBPhone #Ts & Cs
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DL STATE
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SR-22

VERIFY DRIVER OR ADD DRIVER

IF VERIFY

ADDRESS 

CITY

NAME

STATE

ZIP

DOB

SSN

OWNERSHIP

CURRENT INS/ INS HISTORY

OTHER INSURANCE

ADDIT INSUREDS

WAIVERS OF SUBROGATION

BLANKET ADDITIONAL INSURED & WAIVER OF SUBROGATION DETALS

FILING/PROOF OF INSURANCE

CUSTOMIZE COVERAGE BY RATE OR COST BREAKDOWN

VIEW BILL PLAN OPTIONs:InstallmentsAutopayPay by Mail (Pay in Full)

EIN/FEIN/TIN

ADDIT VEHICLE VIN

LOAN INFO
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COMPLETE

1. MAJESCO - BAU DM BIZ OPS ONBOARDING FLOW

MANUALLY ENTERS IN DM

BIZ OPS ENTERS: AFFILIATION

BIZ OPS ENTERS: STATE APPOINTMENTS

LIght Weight Agent Recruiting (Owned by Badri?)Send invite to Agent

7 Current e-​Onboarding customers2/7 (28.57%) are currently using Majesco e-​Onboarding5/7 (71.42%) are not currently using Majesco e-​OnboardingUsage breakout:F&G - In implementation (Using e-​onboarding)Westfield - Implemented (they chose AgentSync over Majesco for Onboarding)Vantage risk - In implementation (not using e-​onboarding)Cica - Implemented (not using e-​onboarding)Aetna - In implementation (not using e-​onboarding)Ulico - Have not started implementation (not using e-​onboarding)Boston Mutual Life- Have not started implementation (Using e-​onboarding)

a.b.c. i.ii.

iii.iv.v.vi.vii.

COMPETITORS:Largest competitor is AgentSync - have a video on the site: https://agentsync.io/recorded-​demos ; large growthVertafore - onboarding with an emphasis on complianceSalesForce - gave us stiff competition at QBE (an existing customer) they have really nice flows on the SF platformDuckCreek - we aren't aware how robust their self-​service onboarding is

1.

2.3.

4.

Here's the Agent Sync video! TY!! ;)

WG: Jim, Wil and Ibrainstormed a streamlined onboarding flow that we can shareas an example

LIGHTWEIGHT CRM TO MANAGE RECRUITMENT? (2024??)

CARRIER OR AGENCY SENDS INVITE TO AGENCY/AGENTDM Demo Site:

DM Standalonehttps://suite-​dm.cloudinsurer.com/ICDDMContent/dmadmin/demo123

Use Cases / High-​Level RequirementsConnect e-​Onboarding to Onboarding Process (i.e. invitations to Agents from Onboarding to self-​serve and onboard using e-​Onboarding).

It’s built in ICD/ICM (same as P&C), so we already know the functionality is likely outdated and has odd interaction patterns.

I haven’t seen the live app in a test environment, so the pages & flows have not been mapped yet. Wil – is it possible to please share a link/login credentials to be able to look at the application in a test environment?

1.

a. COMPETITOR 1 - AgentSync: https://agentsync.io/recorded-​demos

Available on Salesforce AppExchange:Licensing is $50/mo per userhttps://appexchange.salesforce.com/appxListingDetail?​listingId=a0N3A00000EtEf1UAF

STEP 1 - Enter or upload Agent info, verify Agent info, generate Producer profilea. Agent enters info into form or bulk upload agent info (5k limit) via drag and drop CSV;b. Back end integrates with NIPR to verify agency and agent credentials;c. Producer is assigned to a Profile and a scorecard is created to track progress against assignment

STEP 2 - Send agreement to Producer, Producer eSigns agreement, system maintains status & signed copy

STEP 3  - System verifies Producer's licenses; all eligible appointments are queued up, system maintains Agency and Agent info, Carrier dashboard is available

AGENTSYNC CASE STUDY - LEMONADE

DM Demo Site:

DM Standalonehttps://suite-​dm.cloudinsurer.com/ICDDMContent/dmadmin/demo123

1. LOGIN (as DM Admin) 2. DASHBOARD

3. ONBOARDING DASHBOARD 4. APPLICATION INQUIRY 5. PDB SEARCH 6. LICENSED PRODUCER 7. NON-​LICENSED PRODUCER 7.  STATE APPOINTMENTS

Why Business Operations Persona?1. Most feedback from clients live and in implementation2. Agent Persona - eOnboardingPortal not implemented for many customers yet3. More experience within the product team to  enhance the back office Onboarding module versus eOnboarding

Search bar is too busy. Reduce search to common criteria and expand to rest of options with and advanced search link.#8: Aesthetic and minimalist design

Don't collapse search Criteria.Users don't have to remember what they search for and allows for user to additional filter list.#6: Recognition rather than recall#4: Consistency and standardsMake table heading clear and unique.Abreviate and/or make two rows to stack column headings so they are moredescriptive and unique. (Ex. App #, App Type, ect)#4: Consistency and standardsIndicated how table is sorted.You can click on a column to sort by thatcolumn and it indicated with a triangle icon how it is sorted. This should be done on initial page load to show how the table is sorted by default.#4: Consistency and standards

Graphs are not labeled.Even if colored sections are defined in another area which I did not see they still should be labeled. This makes it much easier to read#6: Recognition rather than recall

Label dropdown filters.User has to click on dropdown filter to see what is being filtered by. Adding a label such as channel or days would help the user and better call out functionality.#6: Recognition rather than recall#4: Consistency and standards

Select boxes should show the specific filter or option that is currently being displayed.The table and graph should communicate exactly what is being displayed. User should not have to remember what filter they set. Increase the select box to show "All Channels" or the specificfilter being displayed.#1: Visibility of system status#6: Recognition rather than recall

Avoid cutting off labelsMake the column wider. There is room to take from the amount column. #6: Recognition rather than recall

Make table heading clear and unique.Abreviate and/or make two rows to stack column headings so they are moredescriptive and unique. (Ex. App #, App Type, ect)#4: Consistency and standards

Search bar is too busy and inconsistent with typical search.Replace radio buttons with dropdown box showing search options. Default to most common search showing only that option.#8: Aesthetic and minimalist design#4: Consistency and standards

Login

Onboarding Process

empathize
onboarding is thought of as a long & tedious process

"pass the buck" mentality from the carrier...

you do it so i dont have to and save $$$ (pay for data entry resources)

"shred the paperwork and end the repetitive data entry."

salesforce says...

reduce the pain points for both agents, agencies and carriers.

Invitation to onboard

can we utilize voice ui 
during onboarding

Email address
Determines if new or existing 
account

NPN (#)
Used to obtain all existing 
agent information within NIPR

NPN Lookup

Last Name

SSN (#)

Personal Information

First Name

Last Name

NPN (#)

FINRA # (optional)

NSCC Participant # (optional)

Mailing Address

Email

Phone

License Details

Can be multiple

License #

State

Type

Issued Date

Expiration Date

Direct Deposit
(optional on config)

Routing number

Financial institution

Account #

Account Type

Compensation details

Complete questionaire
(optional on config)E&O Policy details

E&O Carrier

Policy #

Issued on

Expires on

Coverage amount

Upload documents
(optional on config) Confirm submission

To add voice to inputs in Angular
You can use the Web Speech API. This API allows you to add speech recognition capabilities 
to your Angular applications. With this API, you can enable users to interact with your 
application by speaking commands, instead of typing or clicking buttons.

The Web Speech API aims to enable web developers to provide, in a web browser, speech-​
input and text-​to-​speech output features that are typically not available when using 
standard speech-​recognition or screen-​reader software. 

file uploading only 
really needs to be a 
list of NPN numbers

Contract

Others

Status

NPN (number)

Status

Last Modified

Name

Date Submitted

Actions

Delete

Continue

Incomplete

Pending Review

Active

Landing Page

Basic Information License Details Confirm submissionDirect Deposit
(optional on config)

Routing number

Financial institution

Account name

Account #

Account Type

BG Check 
pre-​qualification 

questionaire
(optional on config)

E&O Policy details

E&O Carrier

Policy #

Issued on

Expires on

Coverage amount

Upload documents
(optional on config)

Contract

E&O Policy

e-​signATURE 
contract

EXISTING FEEDBACK
The client asked why we couldn't collect an eSignature for 
the contract up front and remove the back and forth. This 
way the HO user just sends the fully executed contract back 
to the agent.

EXISTING FEEDBACK
Agency Affiliation questions should be avoided
Remove Gender question
The FINRA# field should have 7 digits
Restrict data length to 9 digits for Routing #
Steve: Residence can me chosen by the agent mailing 
address ideate

define

mood board

add any designs you liked here when doing your research

Option1

Onboarding Screen Login Screen Personal Details License Details

Option 2

Individual Flow

Onboarding Screen Login Screen

DM currently fetches

Personal Details License Details

License Details Status Update

First Name, Last Name, Date Of Birth, Address, Contact No, 
Email Id, License State, License #, License Type, LOA, 
License Issue Date, License Expiry Date.

This Screen flow of showing one screen at one time can also work here

This Screen flow of showing one screen at one time can also work

Option 3

First Name

Last Name

NPN (#)

Mailing Address

Email

Phone

Can be multiple

License #

State

Type

Issued Date

Expiration Date

Commission Basis

Commission Basis Option

Commission Contract Applicability

Commission Contract Name

Compensation Retained at Source

Override Commission to Upline

Payment preferences

Pay to

Payment Mode

Account #
Account Type

Financial Institution

Payment Schedule

Steve: Horizontal Display

Pyush: Vertical Display

wireframe options to present

wireframe

horizontal vertical

entry screen
Agent or Agency would be known based on entry point
agency logs in to portal and uses a CTA to initiate onboarding
both agent/agency will use NPN for login
agencies have their own NPN

Personal info
add field for optional agency association

licenses
40 licenses are common
change display to show listing of all licenses fetched from NIPR and 
user selects which to include

e&o policy
add field for user to file upload policy

users prefer the vertical timeline display of steps

the personal engagement of user messaging was a positive

Agency Portal

agent
LOA (Hidden)Agency name (optional)

Existing 
submission?

Yes

No

agency

NPN (#)

Upload CSV

Status

Add Agents

Uploaded 
CSV?

Validation

FINRA # (optional)

NSCC Participant # (optional)

Agency name (optional)

Fix Issues

Errors?
Yes

Confirm submission

Upload CSV

No

DOB (Hidden)

DOB (Hidden)

prototype 1

3 Steps 6 Steps (configurable)

DISCUSSION WITH PM
How do we currently utilize this feature?
PM had done research on this and it is believed that we have not implemented eSignature on any platform

How can we apply it to the signing of contracts within onboarding?
Discussed this topic with AGIA PM because I had seen an eSig screen on the prototype
AGIA is going to use DocuSign and will explain it to me this afternoon

discussed possible solutions with pm 
and engineering

current solution is a bulk upload 
and does not identify the file type

there is not a need to identify the 
file types at this time

E&O Policy (File Upload)

https://www.ibkrguides.com/brokerportal/performanceandstatements/pa_uploadhistor
icaldata_csv.htm

Can we provide a pre-​signed contract template from carrier 
to reduce back n forth?

agent can sign a pre-​carrier signed contract and process is 
complete

current technology requires carrier to initiate docusign to 
begin contract signing process

PM is looking into our options

Uploading csv or manually

prototype 2

Individual agent
3 Steps

AgencyIndividual agent
6 Steps

(configurable)

it was requested to format the wizard to match with existing digital 1st 
workflows

after applying the digital 1st wizard formatting it became clear that the 
steps could be combined onto one screen

the change to single screen was well-​received by all stakeholders so 
the design approach proceeded in that direction

stakeholders are very pleased with the updated design and associated workflows

agency workflow was added after establishing the individual agent workflow

it has been decided that e-​signature feature is not important enough to hold up the progress of the overall project 
and may revisit it later based on user feedback

outstanding topic is the understanding of our options for mass uploading. this communication is underway with 
engineering

there will be a technical review scheduled soon for approval from engineering

Like other insurance policies, you generally need to renew your E&O insurance annually. 

prototype test

currently all validation 
occurs in back office

need to make sure to provide 
clear instructions to reduce 
errors

multiselect / select all

https://support.surancebay.com/hc/en-​us/articles/1260801743009-​Producer-​Profile-​How-​
to-​Add-​an-​E-​O-​Policy

State selection options in licenses were confusing users
e&o policy file can be difficult to access if insured by agency
uploading documents step was too vague
entry screen messaging can be more clear

e&o policy file upload will be conditional field based on client 
preference
if the e&o file is requested, add it to the file upload step
de-​emphasize state selection. possibly consolidate into step 1
we should still provide the option to select but lower its 
importance

e&o policy not usually readily available
why am i selecting certain states? i want to sell everywhere
doesnt the carrier decide appointments? why am i choosing states
where are you getting my information from?

Sign Up Design Exploration

DM currently fetches
Agency Name, 
 NPN, 
   Domicile State, 
   Contacts (like - all addresses of domicile state, Contact #, 
Email ID)
   License Details

https://agentsync.io/recorded-demos
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https://suite-dm.cloudinsurer.com/ICDDMContent/
https://wicg.github.io/speech-api/
https://xd.adobe.com/view/5ab7da6f-a248-415f-954a-1fb66b926ffd-0fe4/
https://xd.adobe.com/view/b148c722-50ad-4b3e-b4a6-867134bb1d06-e41b/
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https://agentsalliance.com/how-long-does-eo-insurance-last/#:~:text=Like%20other%20insurance%20policies%2C%20you,grace%20to%20renew%20your%20policy.
https://support.surancebay.com/hc/en-us/articles/1260801743009-Producer-Profile-How-to-Add-an-E-O-Policy
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