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Thank you for choosing Travi@ta CRM for Insurance Companies, our vertical solution designed to
support your sales, marketing and support processes. Travi@ta, shipped as an extension to Microsoft
Dynamics CRM 2016 and above, will dramatically reduce the implementation effort of your CRM platform
by adding new features usually needed in a direct selling model but also when your business relies on a
distribution channel.

Initially developed on Dynamics CRM 2011, the component has been completely reviewed to extend the
user experience on CRM 2013, CRM 2015, CRM 2016 and Dynamics 365. Furthermore, performances
have been improved in order to keep forms responsive and interactive.

Finally, Travi@ta CRM for Insurance Companies can be used in connected environments (online, on
premises) as well as in disconnected environments (with the CRM connector for Microsoft Outlook).

The proposed structure of this manual is intended to give you progressive understanding of the system.
Itis divided into main sections:

1. Welcome General information about the manual.
2. Quick start Overview of the user experience and the main features available.
3. Usage scenarios Tutorials explaining the main processes supported by Travi@ta as well

as the features and best practices applied to several contexts. In this
section, you will acquire a better understanding of the philosophy behind
features and concepts provided by our vertical solution.

4. References This section is a reference guide describing all features, relations,
attributes and behaviors of each component.

5. Support This section will provide some useful keys when troubleshooting is
needed.

TRAV-MANUAL.docx 6/155
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2 Quick start

2.1 General presentation

Travi@ta CRM for Insurance Carriers is an extension of Microsoft Dynamics CRM that allows insurance
companies to support core insurance management tasks but also manage all the channels :

e The direct channel : this is a distribution mode within the insurance industry through which insurance
policies are marketed and sold directly to end clients.

e  Thedistribution channel : this is a method by which an insurance company reaches its insureds through
an agency system, a broker market or other intermediaries.

Travi@ta CRM for Insurance Carriers is also a solution for insurance brokers that allows them to manage
their own customer portfolio.

The figure here below gives a high-level data model of Travi@ta CRM for Insurance Carriers:

Sales Core Insurance Distribution Channel Management

Product catalog

Party role

Intermediary

Opportunity Quittance Mandate Agreement

Payment Risk object Market share o 2 Production figure

In this section, we’ll discover the basic entities that are constituting the core operational model of the
system:

Product catalog: what is sold?

Parties: who buys?

Policies: how is it bought?

Intermediaries: who facilitates the sales?

TRAV-MANUAL.docx 7/155
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The core insurance features support :

the direct channel

the distribution channel if the insurer wants to manage all the party details of the broker portfolio

the brokerage

Features supporting the core insurance management are:

SALES PROCESS

Lead generation & qualification

Capture opportunities from other systems

Full sales journey support (qualify, prepare, visit, report)
Premium (restricted simulation/calculation tools)
Insurance products and warranties management

Core Insurance management

Customer single view (360°)

Customers as an individual, company, or group (multiple)
Household management

Parties management (beneficiaries, policy holders ...)
Risk objects management

Policy single view

Policy lifecycle (project, active, suspended, cancelled ...)
Policy underwriting

Account balance (follow-up payments)

Know your customer (investor profile, segmentation ...)

MARKETING AUTOMATION

Target audience segmentation
Multi-channel marketing campaigns
Campaign responses

ROMI (Return on Marketing Investment)

CUSTOMER CARE

Intermediary support
Claims management

OTHER

e Activity management (emails, todo’s, appointments ...)
e  Reporting with real-time dashboards

e  Outlook integration

° Integration with collaboration tools

TRAV-MANUAL.docx
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Contacts management is the very first set of features present in any CRM system: without contacts
(customers, prospects...), there’s no need to do relationships management.

In Travi@ta CRM for Insurance Carriers, the native concept of “Contact’” has been extended to the
concept of “Party”.

» A party, is an individual, group of individuals or even a company which plays a specific role in an
insurance policy (i.e.: policy owner, beneficiary...).

»  When working with distribution channel, a party can also represent employees working at a broker
company.

2.2.1.1 Party single view
Because of their central position in the system, parties can be linked to an important amount of information :

policies, opportunities, quotes, premiums, related parties like a spouse, children, a company... This information
is often spread over different departments.

In order to centralize and easily access all those elements, a Single View has been built on the party entity.
» A Single View is a form built with visual elements such as tiles, timelines, tree views, etc. Those visual

elements bring more clarity and facilitate access to information.

You can access quick overview of party information and status, by navigating through these six different tabs.

“?mmw = - =He LTl
- nNew = [DDEACTVATE 83 CONNECT | =  [B4ADD TO MARKETING LIST &8 ASSIGH

&Da;ﬂd Leroy = erroal e kN

ESISUMMARY 23 RELATIONS "2 DETALS 3 TIMELINE (5 INANCIALS (4 MARKETING

The customer single view has been elaborated with 6 different tabs:

e The Summary tab contains most important contact information and provides a summary concerning the
party’s policy portfolio, past or opportunities in progress, quotes, alerts...

e The Relations tab gives an insight of relationships between the current party and other contacts stored
in CRM. You also access to their single view without changing screen.

e  The Details tab contains detailed information about the current party such as: civil status, employment
status, birth and nationality, and segmentation.

TRAV-MANUAL.docx 9/155
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e The Timeline tab provides a visual and chronological representation of activities or events concerning
the current party (tasks, emails, appointments...).

e The Financials tab contains a dashboard useful to track the performance of the current party within your
portfolio, check his balance, etc.

e  The Marketing tab is the central location of all information used by the marketing module (opt-ins, email
address, phone number...).

2.2.1.2 Summary tab
B SUMMARY

The summary tab contains most important contact information and provides a
summary concerning the party’s policy portfolio, past or opportunities in progress, quotes, alerts...

The left side centralizes all information usually needed to contact the party: phone and fax numbers, email
address and postal address.

The social pane, located on the right side, tracks all future and past activities the current party had with your
company: emails, phone calls, appointments... All the notes and attachments can also be found in the social
pane. Collaboration between you and your colleagues is now possible: all posts are centralized in a sort of
“‘wall” of the party.

e

o pr e —
© o0 EEEEENE & ool i ©

&David Leroy = i ro il bocassi il |

ESISUMMARY 53 RELATIONS " DETAILS (3 TIMELINE ) FINANCIALS [ MARKETING

B parry POUICIES [6] COVERAGE [13] OPPORTUNITIES [6] QUOTES [16] ALERTS CLAIM [8] NEW QUOTE[14] NEWCLAM[3] @ ']mcwrmt
8 Individual POSTS  ACTIVITIES  NOTES

oreCall  AddTozk e L =

David Leroy

= CONTACT INFORMATION

French
olathoppenbrouwers@hotmail
003228016129
0032476290645

The central area is the most important part of the form and displays a lot of useful information concerning the
party and his portfolio. This central area is composed of various view parts.

The POLICIES view part shows all policies owned by the party with tiles. Tiles are visual elements that displays
many information regarding one item. In the case of a policy, you get the following information:

TRAV-MANUAL.docx 10/155
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e  The background color gives information about the product branch

e  The icon depicts the product

e  Three text areas provide the yearly premium, the policy’s start date and optionally it's end date

e  Three larger text areas gives more information about the product name, the policy number and the risk
object

e 5icon areas are used to display the status of the policy (active, suspended, terminating...), the presence
of ongoing claims or cases, etc.

e T r——
= [ S ——— o o EENE -~ S B o
+new - 3 DBACTIVATE o oaETE T swncupnocess EIRoRM e ==
David Leroy - party Stahs S— i
Eectve A 2 Olthor
ERSUMMARY 33 RELATIONS "% DETAIS £3 TIMELINE ) FINANCIALS (34 MARKETING
B parry 65 (6] COVERAGE[13] OPPORTUNITIES (6] QUOTES[16] ALERTS CLAIMS] NEWQUOTE[14] NEWCIAM[] © 7 socia pane
B Individual POSTS  ACTIVITIES  NOTES
Al < | AddPhoneCal  Add Tk ser v =
David Leroy Pol Activated

72017 448 PM

Policy Terminating

— CONTACT INFORMATION N
French @ AM
olat hoppenbrouwers@hotmail
003228016129 -~
v
0032478290645 =
v] /312017 800 AM
Hoppenbrouwe ™
&3 ApoRESS [ | Cemomsk
e
54, Rue Antoine Dansaert &
017 1:53 P
1000
Bruxelles = Policies
e 1237200 1130 M

The COVERAGE view part, does not only show the policies owned by the party but also all other policies in
which the party is involved as insured or beneficiary.
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Fuew - [3DBCVATE B3 connecT |+ [
& David Leroy =
EESUMMARY 23 RELATIONS "TDETAILS [ TIMELINE B FINANCIALS (34 MARKETING

BT vlunrsm cwm.\lnn OFPORTUNITIES ] _QUOTES [16] ALERTS CLAIM [8) NEW QUOTE[14] NEW CLAM 3] @ I sacia pane

Type* @ Inclvidusl FOSTS ACTIVITIES NOTES

EN2 ——— e o K

Ell

y Status Segmentation Cwner™
Effcctive A & Olaf Hop

AN - | AddPhoneCall  AddTosk  ees vy O

it Owawm b
-
o | Policy Actiated

Name* David Leroy
£ DueDate 3102017 448 PM
Completed by Otaf Hoppenbrouners Yesterd:
= coNTACT nFORMATION
French
olathoppenbrouwers @hatmal. - e
003228016129 | b
0032475290645 \# o . .
> 45 M
2 appREss — | DEmo Taak
v tzofjzefnekrifnerk
54, Rue Antaine Dansaert == .
Comple 3 Py
1000
Brusclles Discuss reactivat
Belgium

Due Date 11/23/2016 1130 AM

The OPPORTUNITIES view part, shows all prospect history for this party (lost and won opportunities) as well
as ongoing opportunities. These are presented under a process view, where for each, you can directly see in
which stage the ongoing opportunity currently is, or in which stage of the prospection it was won or lost.

E ? TRAVIATA

4 NEw - [3DEACTNATE &3 COMNECT | =
&Daw’d Leroy =

BB SUMMARY 21 ReLATIONs "EDETAILS [ TIMELINE (31 FINANCIALS [ MARKETING

= party POLICIES (6] r|ll><nmu<| upmmunlmm QUOTES [16]  ALERTS CLAIM [8] NEW QUOTE [14] NEWCLAIM[ & [ s0ciaL pane
Type B Individual

POSTS  ACTIVIIES  NOTES
M AN - | AddPhone Call  AddTask  ssx Y =
Full Hame™ David Leroy Policy Activated
tercay
2] CONTACT INFORMATION
srgusge French,
peraeg 072017 9:48 AM
slathoppenbroumers@hotmad
003228016129
032078290645 .
t 17 344 P
(= | Follow up on David
id AZ07 800 AM
oppenbrowwers 3/27/2017 5:46 P
% apDRESS [ DEmoTaak
v
------ 54, Rue Antoine Dansaert &
Postal Code 1000
Bruselles -
Betglum Date 11/23/2046 1130 AM

The QUOTES view part, shows the history and ongoing offers that have been proposed to this party. These
are presented under a process view, where for each, you can directly see in which stage those offers currently
are, or in which stage of the process they have been accepted or rejected.
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The ALERTS view part, shows very interesting information that may be useful for taking sales, marketing or
services action, in order to keep or improve customer satisfaction and customer portfolio.

“ ? TRAVIATA
+ new » [S peacTivaTe

S pARTY
8 Individual

David Leroy

= CONTACT INFORMATION
French

olat hoppenbrouwers@hotmail.
003228016129
0032478290645

B1CONNCT  +  [MADD TO MARKETING UST

&Da;/id Leroy =

EBISUMMARY 33 RELATIONS "% DETAILS [ TIMELINE (R FINANCIALS 3¢ MARKETING

POUCIES (6] COVERAGE [13] OPPORTUNITIES [6] Ilmnspm A|Rl$ CLAIM [8] NEW QUOTE[14] NEWCLAMD) ©

42»

W e

Otat Hoppenbrou.
RDCRMAI g ©
s

Effective a & OlafH
[ sociaL pane
POSTS  ACTIVITIES  NOTES
Al o | AddPhoneCall  AddTask  ees Yy =

Policy

2
£

Terminating
10/2017 9:48 AM

&

The NEW view part, displays the list of insurance products per branch. Clicking on one of them, a quote form
will open, with product and policy pre-populated, allowing you to quickly create a new offer for this party.
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ﬂ?TRAVIATA .
new - [SOBCTVAE ScONNKT - B

: PGl Cpeatin
© o METE -~ ol e

&Da—vid Leroy =
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The Map view part, displays all other parties that are in the neighborhood of this party. On the right of the map
you get a list of the current record and the other parties with associated mark point. On the map you see a
cluster of parties when there are more parties in one certain area than there is room to show the markers.
There is a distinction between a blue cluster and yellow. This is determined by the number of parties to cluster.
Yellow cluster contains more than a blue cluster.

ﬂ @ TRAVIATA
+New - [ oeactivate 83 CONNECT
&Da;/id Leroy =
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2.2.1.3 Relations tab
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The Relations tab gives an insight of relationships between the current party and other contacts stored in CRM
without leaving the form.

The left side display parties connected to the current party, grouped by affinity: family, social, or business. The
behavior of this part is similar to the behavior of the Summary part: when one of the related party is selected,
you can get information on his policy portfolio, coverage, quotes, and alerts.

= , —
+ new -

ZCONNECT |~ [MADDTOMARKETNGUST JBASSGN o EMALAUNK X DEETE I SWicHprocess CHFORM =

&Da;/id Leroy =

ERSUMMARY 33 RELATIONS "2 DETAILS B3 TIMEUING [ FINANCIALS [« MARKETING

]

FAMILY SOCIAL BUSINESS POLICIES [5]  COVERAGE [11] OFFORTUNITY [2]  QUOTES [3]

- 2+ Davio Lerov v ke v e

1 B \'ﬂ

Prive Mical mmurance
Medical
Ol Hopprimmrs

ALERTS  ACTIVITIES  POLICIES

Az 48P0

B rareay Leow provection

2.2.1.4 Details tab " LETAILS

This tab contains detailed information about the current party such as:

Civil status

° Employment status
° Birth

° Nationality

° Identity document
e  Segmentation

° KYC : this section displays some information about the investor profile, the investment experience and
the risk tolerance. The fields contains the last version of this information.
The subgrid contains the list of the different versions of the KYC.

° Personal notes
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&D.a;ﬂ'd Leroy -=
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IDENTITY DOCUMENT
Mational 1D Card

954123-952-62
21152014
21472024

Brussels

PERSONAL NOTES

2.2.1.5 Timeline tab _
Fa TIMELINE

The timeline tab is made out of two 2 major components. The bottom one, depicting the client journey (when
policies were created for this party, when it’s his/her birthday...), and the top one, depicting the contacts that
the insurance company has with him/her through time (phone calls, emails, appointments...).

EN2 v IR < o o - » sl e -
4 uew - [ DEACTIVATE ARKETING ASSIGH e EMA K X paeTe TCHPROCESS [ FORM  ees A1

8 connect | -

& David Leroy = s

ective A & Olaf o

PR SUMMARY &3 RELATIONS "2 DETAILS E3TIMEUINE B3 FINANCIALS [« MARKETING

FOt

43 p

The top time line is composed by four icons, allowing you to see all types of activities, or to filter on one of
those types: events, tasks, appointments or phone calls.

B POt
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2.2.1.6 Financials tab & FINANCIALS

This is the place where you can track billing and financial information :

° Invoicing address
° Quotes list

° Policy Pipeline : this pipeline shows the policy status. It's possible to display different charts (policy by
channel, by manager, by activation year....)

e  Premium history by year : the bar chart shows the premium evolution by year. It's possible to display
different charts (by product and year, by year, by business line...)

° Current Year Quittances : this chart shows the payment status of the active policies. The default view
shows the current year quittances.

° Payment Mode : a pie chart presents the chosen payment mode. It's possible to display different charts
(payment frequency, payment perception)

E ?TRAVIATA
#new - [ oeacTw

VATE 83 CONNECT

& David Leroy =

B SUMMARY 33 RELATIONs " DETAILS [3 TIMELINE () FINANCIALS [ MARKETING

INVOICING ADERESS POLICY FINANCIALS
Rue Antoine Dansaert, 54
----- 2 - i Polcy Pipeline v ol Fremium by vear and Product v

)
o f
i
)
1
(—\"
[ g pt—
e
Ennnn

dl§ Payment Mode v

2.2.1.7 Marketing tab
[« MARKETING

The marketing tab regroups all marketing information such as contact information and preferences for
communicating marketing materials or campaigns, marketing lists in which party has been involved, lead from
which party was generated, as well as marketing and sales scoring.
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A policy is a written contract between an insurer and a policyholder, composed by a declaration, a policy form
and endorsements or riders that amend the policy form.

In Travi@ta CRM for Insurance Carriers, every policy describes the term, the coverage, the premiums, the
involved parties and the risk objects.

2.2.2.1 Policy single view

You can access policy information through three navigation tabs.

El2 i - 5 s B o
G D Revision + - Y E PO RICING OOKUP ADDRESS BB ASSIGN €3 SHARE e

POLKCY

Trav_451263845262 = [Teera v

Fl SUMMARY (21 FINANCIAL [ TIMELINE & VERSIONS

The policy single view has been elaborated with 3 different tabs:

e The Summary tab contains most important information and provides a summary concerning the policy
guarantees, the related parties and the risk objects

e The Financial tab gives an insight of the quittances and their payments.
e The Timeline tab displays the major policy events : creation, activation, suspension, cancellation.

2.2.2.2 Summary tab
SUMMARY

The Summary Tab gives an overview of the policy general information, displayed
in 3 sections .

The left side centralizes all policy details :
e  The policy information : number, version, policy holder, intermediary, policy manager...

° The important dates : creation, activation, suspension, cancelation, end, renewal...

On the right, the social pane presents the notes and the related activities. You will find in the activities the
policy events, automatically generated by the system to highlight the major facts of the policy lifecycle
(activation, renewal...).

In the middle, we have more information about the policy details :

e Insurance product

e  Premium yearly fee
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e  Guarantees : it represents the risks covered by the policy. They are split into mandatory guarantees and
optional guarantees.

° Related Parties : there are 3 types of party relationships (holder, insured and beneficiary).

° Risk Object : this represents the item insured by the policy. There are 3 types of risk objects : vehicule,
building and other.

ﬂ:,mmm - G : o 5wl o

ew W DELETE REVISION 3 TERMINATE POLICY =3 SUSPEND POUCY =& LOCK PRICING ) LOOK UP ADDRESS BB ASSIGN (I SHARE  »ee v

]

PaLiCY

Trav_845136598152 =

B SUMMARY B FINANCIAL [3TIMELINE & VERSIONS

SOCIAL PANE

ORDER INFORMATION
Policy ™ @ Trav 845136508152 Product® B Contems Insurance
e Q-

ACTVITIES MOTES
Al o AdaPhoneCal  AddTask  ene ¥

& David Leroy
& Particulier
8 ABCBroker

y | Policy Activated
ue DateTI/72015 200 PM
1ed by Olaf Hoppenbrovwers 117152016 416 M

Type

@ & Olf Hoppenbrouwers
& -

IMPORTANT DATES
@ %/4/2015 10:43 PM
a-

@ 65016

@ siezon

[
-

oo sbove e itcnn. By dar
ers 81272016134 PM

Feactivation Date @ 6/7/2016 ;
m 8| L

2.2.2.3 Financial tab
5 FINANCIAL
This is the place where you have access to the billing information and to the payments
status of all released quittances :

The payment details : original quote, premium type, payment frequency, payment perception...
The billing address

The list of the policy quittances : emission date, amount, paid amount...

A chart showing the paid / unpaid quittances by year
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X B i
ﬂ:’TRAVIMA SIS T S © © EEEIT -
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2.2.2.4 Timeline tab _
[ TIMELINE

Here you can view the major events of the policy lifecycle (creation, activation...).

H?TRAWAT g ) o EEEUTEEE -
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R soLC 1Ry PouCY o lOCKPRICHG B LOOK $Basson JSHARE e

Mew T DeLETE REVISION =

Trav_845136598152 =

B summary (1 FNANCIAL F3TIMELINE & VERSIONS

=10

TRAV-MANUAL.docx 21/155



-

~ REALDOLMEN

to get there, together

This is the central location of your product catalog. In Travi@ta CRM for Insurance Carriers, the native
concept of “Product” has been extended to the concept of “Insurance Product”.

» Insurance products are created by grouping risks according to their focus. Each risk is represented by a
guarantee, that can be optional or mandatory.

B2 . I

[ ADD FAMILY B ADD GUARANTEE g ADDBUNDLE [IJ DELETE | v e EMAILALINK |~  [F] RUN REPORT =

+ Active Insurance Products v

v Mame Product ID Hierarchy Path Proc
ﬁ Comprehensive MNL_CI_C Sale
ﬁ Third Party Fire & Theft MNL_CI_TPFT Sale
ﬁ Family Legal Protection MNL_FLP Sale
ﬁ Private Medical Insurance ML_HEI_PME Sale
ﬁ Buildings Insurance ML_HI_B Sale
ﬁ Contents Insurance ML_HI_CI Sale
ﬁ Annual multi-trip ML_TI_AMT Sale
i singemp NL_TIST Sale
W Invest 11004 Sale
ﬁ Car Insurance Basic Cover Clo01 Sale
ﬁ Emp nefit extra EB 200 Sale
§ Profinnace 2016 LI1000-A Sale
§ Lifeinsurance LI2000 Sale

2.2.3.1 Product single view

You can access product information through four navigation tabs.

? = Sales |v Products | v Insurance Product: C... | v
ﬂ‘ TRAVIATA

[ PREVEW ola CLONE @ REVISE #RETIRE [ DELETE  [Z] REFRESH SV CONFIG & EMAILALINK (% RUN WORKFLOW  [F] START DIALOG =+

PRODUCT : IPRODUCT

Insurance Product: Comprehensive -=

22 PRODUCT DETAILS [3QUOTES ) POLICIES % SINGLEVIEW CONFIGURATI

4 Product Details

The policy single view has been elaborated with 4 different tabs:
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° The Product details tab contains main identification information such as the ID or the business line and
displays its guarantees composition.

e  The Quotes tab gives an overview of the product quote performance.
e The Policies tab is a report of the product policies.

e The Single View Configuration tab allows to configure the product icon and the product color that will
be used for opportunities, quotes or policies based on the product.

2.2.3.2 Product Details Tab o
2 PRODUCT DETAILS

The product details tab contains main identification information :

° Product ID and name

Business line and branch

]
° Payment settings, Intermediary and customer type
° Description with Details and description

It shows also the guarantees selected for the product coverage. The guarantees are splited into mandatory
and optional. Below the guarantees you get a list with the selected guarantees.

E ? TRAVIATA

(R PREVIEW b CLONE % REV

PRODUCT : IPRODUCT

Insurance Product: Comprehensive =

B PRODUCT DETAILS [3,0UOTES [ POLICIES €} SINGLEVIEW CONFIGURATION

« Product Details

PRODUCT PROPERTIES Garantees

B* HLCIC
Product Name * Comprehensive

(88 viandaiism 00000 Primary Unit Required

8 accidental damage 1.00000 Primary Unit Required
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2.2.3.3 Quotes Tab F3 QUOTES

The quote tab contains a report, based on all quotes referring to this product, giving quick information about
the sales product performance :

e  The Quote pipeline chart displays the quotes by status for the last 12 months. It's possible to select the
last month view.

e The Quote by status chart is a pie chart representing the distribution of won and lost deals.

e The Won vs Lost charts show a comparison between won and lost quotes by year or by month. It's
possible to select other charts (won vs lost by owner, status by month or status by owner). One chart shows
information for all closed quotes and the other one for the last 12 months closed quotes.

e The Performance charts compare the quote performance based on the distribution channel and the

party segmentation for all closed quotes. It's possible to select other charts (performance by branch,
performance by business line).

PRODUCT ; GARANTEE

Comprehensive

Quotes

Last 12 Months Quotes v

W

[ |
-
-
i
B 2 E
=
et
0
P
7
EH_d
I”_:‘ ’
o

Closed Quotes ¥

2.2.3.4 Policies Tab | POLICIES

The policies tab contains a report, based on all policies referring to this product, giving quick information about
the policy status and activation :

e The policy pipeline chart displays the policies by status for the last 12 months.

e The Policy by activation year and status reason chart is a pie chart representing the distribution of
policy status by activation year. It's possible to select another chart (policy by channel...).
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e The Policy by Activation charts compare the activation based on month or on year. It's possible to
select other charts (activation year by manager,...). One chart shows information for all activated policies and
the other one for the last 12 months activated policies.

e  The Activation distribution charts compare the policy activation based on the distribution channel and
the party segmentation for all activated quotes. It's possible to select other charts (activation year by
manager,...).

E ; TRAVIATA

[ PREVIEW s CLONE B REVISE W AETIRE (il DELETE  (3) Rera

VCONFIG «o EMALAUNK @ RUNWORKRLON [E]STARTDIALOG  =»e v A

PRODUCT : IPRODUCT

Insurance Product: Comprehensive =

B PRODUCT DETAILS [3,0UOTES [ POLICIES. G} SINGLEVIEW CONFIGURATION

+Policies
& g policy by Activation
Policy Fipeline
Last12 Mo ol ctanearolces
& @
-t
I Dran
9 aoi0 200 2012 2013 4 1
T ——
W Policy by Actnation Vear and Status Rea.. w Wi Policy by Activation Year and Chan... w Wl Policy by Activation Year and Party Segm.. v
P I . I
- o s -2
. gert P oo EEs B ol B -
i P, = A
- S o» . B ="
o = =
w03 20w 2om a3 ane e 2008 200 2 1 208 2017
am e

2.2.3.5 Single View Configuration Tab
L} SINGLEVIEW CONFIGURATION

The last tab contains the configuration tools of the product color and icon that you want to be displayed in
single views.

“ ?TBMIATA

[A prEVIEW CLONE  WeREVSE e

¢ WomsE [ e MK ) RUN WORKFLOW  [F] STARTDWLDS === v =

ﬂ\nsurance Product: Comprehensive

8 PRODUCT DETAIS [30u0TES ) POUICIES €3 SINGLEVIEW CONFIGURATION

“Singleview Configuration

“|Details
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The distribution channel is a system by which an insurance company reaches its insureds through an agency
system or a broker market or any other sort of intermediary.

Managing the distribution channel requires additional functionalities, such as:

MANAGE YOUR DISTRIBUTION NETWORK (B2B2C MODEL)

Brokers/agencies and their employees
Broker single view (720°)

Agreements and mandates
Production figures

Market shares and competitors

In Travi@ta CRM for Insurance Carriers, the native concept of “Account” has been extended to the
concept of “Intermediary”.

» An intermediary is a person or company, undertaking to sell the insurance product of insurance
companies.

There are different types of intermediary :

e The insurance broker sells, solicits or negotiates insurance for compensation. A broker is independent of
any insurance company : he generally has no exclusive contracts with insurance carriers. He represents
the insured, rather than the insurance company, trying to find the buyer the best policy by comparison
shopping.

e The insurance agent is an insurance company’s representative by way of agent-principal legal custom.
He has a contractual agreement with an insurance carrier and is only working on behalf of this company.

e There are some other intermediary types like a bank, a car reseller, a travel agency...

If you work in a B2B or a B2B2C model, here is where you can access to a quick and global overview of your
intermediary (broker, agent or other) data and status, by navigating through these different six tabs.

2.3.1.1 Broker single view

If you work with a distribution model, this is the place where you can access to a quick and global overview of
your intermediary, by navigating through these different ten tabs.
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1 = Distribution Intermediaries ABC Broker
= [ v - o

+ new  [§ DEACTIVATE :":, CONNECT | ~ [ ADD TO MARKETING LIST éﬁ ASSIGN e EMAILALINK X DELETE & SWITCH PROCESS FORM

INTERMEDIARY ~

IQABC Broker =

i GENERAL "4 STRUCTURE "™Z DETAILS [ TIMELINE [ VISIT REPORT &l FINANCIALS % QUALITY @& GEOLOCATION 8§ SALES PLANNING [ MARKETING

° The General tab contains most important contact information and provides a summary concerning the
current year intermediary’s production figures.

e  The Structure tab gives an insight of the intermediary structure : employees, subsidiaries, head quarter...

° The Detail tab contains detailed information about the current intermediary such as: segmentation,
agreements, bank accounts, market shares...

° The Timeline tab provides a visual and chronological representation of activities or events concerning
the current intermediary (tasks, emails, appointments...).

e  The Visit report is an overview of all the visits there are made or planned. Beside a graphical overview
of the visits with their status, there is a timeline containing all visits and the possibility to add discussion points.

e The Financial tab contains a dashboard based on production figures, useful to track the performance of
the current intermediary.

° Besides financial figures the intermediary can also be measured and evaluated on the Quality tab where
you can see a quality radar based on a set of criteria set in a template.

e The Geolocation tab gives a treeview of the intermediaries that is linked to a map where you can see
the intermediary and its customers while of this last you can see the single view of its details like policies,
coverage, opportunities, quotes....

e The Sales planning tab helps you plan sales visits on a map starting from the current intermediary and
add them to a sales plan.

e  The Marketing tab is the central location of all information used by the marketing module (opt-ins, email
address, phone number...).

2.3.1.2 General tab Es GENERAL

The general tab contains most important contact information and provides a summary concerning the
intermediary’s portfolio.

The left side centralizes all information usually needed to contact the intermediary: phone and fax numbers,

email address and postal address. The social pane, located on the right side, tracks all future and past
activities the current intermediary had with your company: emails, phone calls, appointments... All the notes
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and attachments can also be found in the social pane. Collaboration between you and your colleagues is now
possible: all posts are centralized in a sort of “wall” of the party.

E?TRAVIMA
+rew [Bos

ACTIVATE &3 CONNEC

IS ABC Broker =
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The central area is the most important part of the form and displays a lot of useful information concerning the
intermediary and his production. This central area is composed of four charts :

e The New by Business Line chart compares the current month-to-date production with the last year
month to date production.

e The Policies by Business Line pie chart shows the business line distribution for the current year

production figures.

e The Portfolio Retention chart presents for the current year production figures the forecasting, the
existing, the Portfolio Retention new and the ended policies.
e The Premiums vs Claims by Business Line chart displays the premiums income and the claims
payments for each business line for the current year production.
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2.3.1.3 Structure Tab "= STRUCTURE

The Structure tab gives an insight of the intermediary structure. The left side display a grid of the intermediary
employees.

On the right, there is a treeview displaying the subsidiaries and their employees.
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EMPLOYEES (9]  AGREEMENTS [4]

« | Main Phone ngusge  ~ Intermediary Ty | Intermadiary St Segment
3226459979

3211803543

3233544064

-90t9 mms

2.3.1.4 Details Tab *= DETAILS

This tab contains detailed information about the current intermediary such as:

e Intermediary information : status, Vat number, legal status, segment, district...

e Agreements : this section contains a list of the agreements between the insurer and the intermediary. An
agreement is a written contract by which a broker is employed as an agent to make contracts in the name

and on behalf of the insurer. It will contain details of the terms of the business relationship between a
broker and his insurer.

There are different types of agreement :

o Commissioning: a commission is a certain percentage of premium produced that is retained as
compensation by insurance agents and brokers. Also known as acquisition cost.

o Bonus : a bonus is an extra payment to reward extra performances.

o Incentive : an incentive is a form of direct compensation where insurers pay for performance
beyond normal expectations to motivate intermediaries to perform at higher levels.

e Bank Accounts : this section contains a list of the intermediary’s bank accounts. An intermediary may
have several bank accounts : dedicated to commissions, dedicated to police fees...

e Market shares : the market shares represents the intermediary’s portfolio distribution among several insurers.
This is typically the case for brokers.
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The section displays first a list of the market shares, with some details : insurer name, amount, percentage...
and a pie chart illustrating this distribution.
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2.3.1.5 Timeline Tab [ TIMELINE

The Timeline tab gives an overview of all activities on this intermediary (phone calls, e-mails, appointments
and events).

du Microsoft Dynamics CRM + % | DISTRIBUTION v Intermediaries | v ABC Broker | v
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The time line is composed by four parts, allowing you to see all types of activities, or exclusively events,
appointments or phone calls.

EXEE
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2.3.1.6 Visit Report Tab VISIT REPORT

The visit report Tab gives the user an overview of the visit reports. The visit report has different stages,
namely prepare, visit and closure.

pp— T
ENR v i - : O © N ol EIN
+ N [3DEACTVATE SconnecT - JARKETIN EMALAUNE X DELETE  § SWICHPROCESS FFORM  w - At
= Intermediany Type® | Intermediary Status | Segment Owiner®
IQABC Broker = foren e . 3 outt
& GENERAL % STRUCTURE ™2 DETAILS [ TMELINE [ VISIT REPORT il FINANCIALS ¢ QUALITY @ GEOLOCATION [ SALES PLANNING [ MARKETING
LAST 12 MONTHS VISIT REPORTS. VISIT REPORT TIMELINE

Lo 4B

DISCUSSION POINTS AND EVENTS

e Subject & Due Date Status Rasson  External Descrgtion
Mo Avalibi 43072017 B00 A. Open

On the left set there is a single view with all the visits of the last 12 months. They can be grouped by
open, waiting for approval, rejected and completed following the status of the visit report.

On the right the user gets the visit report timeline. In this timeline you can zoom in & out and go to the
actual date. Below you can find the discussion points and events. This are extra discussion points that
you want to add to the last visit report. They are added automatically and appear besides the topics link
to the template on a visit report.

2.3.1.7 Financials Tab iall FINANCIALS

The financials tab contains a report, based on all production figures referring to this intermediary, giving quick
information about the intermediary performance :
e The New by Year chart displays the production figures amount by year, for all production figures.

e The Business Line Weight compares the business line distribution in the intermediary production, year
by year, for all production figures.

e The New vs Lost Polices by Business Line compares the number of won and lost policies for each
business lines and for all production figures.

e  The Portfolio Retention chart presents the forecasting, the existing, the Portfolio Retention new and
the ended policies, year by year, for all production figures.
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e The Premiums vs Claims by Business Line chart displays the premiums income and the claims
payments for each business line and for all production year.

e  The Premiums vs Claims chart displays the premiums income and the claims payments, year by year,
for all production year.
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2.3.1.8 Quality Tab & QUALITY

Quality reports are there to evaluate intermediaries not only on production portfolio but also on quality
measurements like their knowledge, marketing effort, visibility, ....

Under the Quality tab you can find on the right the quality reports (active and draft in a different grid). On
the right side you find a quality report radar which groups all the information of the different active quality
reports in one graphical overview of the performance of an intermediary.

“?TRAVIATA
+new [ peacrivare 3 conng

IS ~5C Broker = e | st e

RATINGS

+ Quality Repart - 01/01/2015 - 57.88% - 12/12/2016 11:00 AM
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The quality report is based upon a template that you can set in the settings (extensions — quality
categories).

The quality reports are a different entity.

n ? TRAVIATA
P

3 otacTiTe @ OGLETE 48 Assion

I —
Quality Report - 01/01/2015 = T

“General

Quality Repart - 01/01/2015
8 Account Score: 57.88%
& ABC Broker
121272016 11:00 AM Rt (o]

Mo Life 7 0,10]

Employee benefits

¥ Brokerage (76%)
P Marketing effort (53.28%)
» Office (36.67%)

b Product knowledge (92.38%)

The quality report can be filled in by using the sliders. Each topic and criteria has to be filled in to get a
complete and active visit report.

You find
e The name: name of the quality report
e Audience : contact, lead or account referring to party, lead and intermediary

e Intermediary (if account is chosen in previous field) where the intermediary for whom we are
making the quality report can be selected

e Report date: the date and time of the report

Score: 57.88%

¥ Broker satisfaction (73.33%)

Incentive 9 [0,10] |
Support 8 [0,10] |
Formation 7 [0,10] |a
Life 5 [0,10] |

Non Life 7 [0,10] |a
Employee benefits 8 [0,10] |

P Brokerage (76%)
P Marketing effort (53.28%)
P Office (36.67%)

P Product knowledge (92.38%)

The topics are determined in the settings. First you get on a main section the quality category. For each
category you can define the quality criterion.
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2.3.1.9 Geolocation Tab € GEOLOCATION

The geolocation tab give you an insight in the broker and his geographical presence. You get an overview
of the intermediary and his structure on the left and in the middle a map overview of the selected
intermediary and his customers. The list is displayed at the right side of the map. At the right you see the
details of a selected end customer (on the map or in the list) with all its details like policies, coverage,
opportunities, quotes and the ability to directly create a new quote.
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2.3.1.10 Sales planning Tab % SALES PLANNING

Often your sales people want to plan their sales day starting from an orientation point like an important
intermediary. With the Sales Planning functionality you can select the intermediaries that has to be visit
using a map. There you can select the to visit intermediary and see them by status in the right list. After
selection you can add them to your sales plan of a certain day.
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2.3.1.11 Marketing Tab

[+ MARKETING

The marketing tab regroups all marketing information such as contact information and preferences for
communicating marketing materials or campaigns, marketing lists in which party has been involved, lead from

which intermediary...
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Before you may completely use the Travi@ta CRM for Insurance Carriers, you must set up your system,

by fulfilling some technical entities, by creating or importing your product catalog...

In this chapter we will see the manual setting up of the categorizations and the manual creation of the product

catalog items.

To learn more about data importation or about a synchronization with an external application, please refer to

the technical manual of Travi@ta CRM for Insurance Carriers.

This first thing you have to do is to populate the categorization entities, like the job title or the intermediary

type.

In Travi@ta CRM for Insurance Carriers, we are using lookups and picklists to add “dropdown” field to

a form.

Lookups have in many situations lots of advantage over picklists :

e Super users can manage the lookup values without needing entity customization privileges.

Lookup values can be restricted based on business units. By example, each business unit, like
the life department or the non-life department, could have different segmentations or product
branches.

Lookup values that are no longer required can be disabled. Whereas picklist options have to be
deleted and this can make data integrity a little trickier.

Large sets of options can be manage more easily. A list of 220 countries is easier to manage in
a lookup instead of a picklist.

Alternative spellings can be managed in lookups using additional attributes and customizing the
find fields in the lookup view.

Picklists have also some advantage over lookups :

It's trickier to write JavaScript that get triggered when certain lookup values are set compared to
picklist values.

Default values are harder to set for the same reason.
Users prefer the user interface look of a picklist compared to a lookup field.

So we’ve decided to use lookups instead of picklists for every categorization field if :

e The values will most likely change : vehicle type, item brand...
e The values will depend on your specific needs : district, segment,...
e The set of values is too large : country...
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3.1.1.1  Global categorizations
Some categorization lookups are used on several entities.

. Country :
This categorization lookup is used to indicate a country in four entities.

o Intermediary :
» Used to locate the intermediary addresses

o Party:
» Used to locate the party addresses
» Used to locate the invoicing addresses
» Used to indicate the birth country of the party
» Used to specify the party nationality
o Lead:

» Used to locate the lead addresses
o Risk object:
» Used to locate the property risk object addresses
The country entity contains the following information :

o The name of the country

» Portugal

o The international country ISO2 code
> PT

o The telebib code (an insurance Belgian code)
> P

° Legal Status :

This field is used on two entities to specify the legal status of companies.

o Intermediary :
» Used to indicate the legal status of the intermediaries.

o Party:
» Used to indicate the legal status of the company parties.

The legal status entity contains the following information :

o The name of the legal status :
» Limited Company

o Avreference code (official abbreviation)
» LTD

o Adescription
» Alimited company is a company in which the liability of members or subscribers of the company
is limited to what they have invested or guaranteed to the company. Limited companies may be
limited by shares or by guarantee.
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3.1.1.2 Party categorizations

Two lookups are used in the employment status section of the party form :
. Social Status :

This field indicate which is the social position of the current party, within the society (self-employee, employee, job-
seeker, student...).

The social status entity contains the following information :

o The name of the social status :
» Employee

o Areference code (like an internal identification code)
> 3

o A description
» An individual who works part-time or full-time under a contract of employment and has
recognized rights and duties. Also called worker.

. Job :

This category is used to indicate the job type of the party and can be used to segment the parties for marketing lists
or some reports.

There is another field in the employment status section to specify the exact job title of the party.
The job entity contains the following information :

o The name of the job :
» Engineer

o Areference code (like an internal identification code)
> 200

o Adescription
» An engineer is a professional practitioner of engineering, concerned with applying scientific
knowledge, mathematics, and ingenuity to develop solutions for technical, societal and

commercial problems

3.1.1.3 Intermediary categorizations

. Intermediary Type :

This is an important lookup to specify the type of the intermediaries : agent, broker,...
The intermediary type entity contains the following information :

o The name of the intermediary type
o Areference code (like an internal identification code)
o A description
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o District :

The districts represent the sales region and are used for the territory segmentation. A district can be divided in sub-

districts.
Two entities use the district lookup :

o Intermediary
o Production figure

The district entity contains the following information :

The name of the district :

A reference code (like an internal identification code)
The district manager

The business line (life, non-life...)

Parent district

A description

O O O O O O

. Mandate Type :

The intermediary can be the representative of the insurer in certain circumstances : to give the green card for a new

vehicle, to receive insurance claims or to collect premiums.

This categorization lookup is used to specify the task type the intermediary is doing on behalf of the insurer.

The mandate type is link to the mandate entity, that is related to the intermediary entity.

The mandate type entity contains the following information :

o The name of the mandate type
o Areference code (like an internal identification code)
o Adescription

. Segment :

The segment lookup is used to split into categories two entities :

o Intermediary
o Production figure

A segment may have sub-segments.

The segment entity contains the following information :

The name of the segment

A reference code (like an internal identification code)
Parent segment

A description

O O O O
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3.1.1.4 Policy categorizations

. Payment Term :

This lookup stipulate when the premium payment is to be made, e.g. within a particular number of days of the
invoice date.

The payment term entity contains the following information :

o The name of the payment term
o Adescription

. Payment Type :

The payment type is the method the party chooses to pay the premium : payment abroad, postal draft, online
payment...

The payment type entity contains the following information :

o  The name of the payment type
o Adescription

3.1.1.5 Risk objects categorizations

There are three types of risk object : property, vehicle and item. Depending on this type, the categorization is
different.

If the risk object is a property, you will use :

. Property type :

You will use this lookup to indicate the type of the real estate property : residential, commercial, vacant land...
The property type entity contains the following information :

o The name of the property type
o Areference code (like an internal identification code)
o Adescription

If the risk object is a vehicle, you will use :

o Vehicle type :

You will use this lookup to indicate the type of the insured vehicles : truck, automobile, 2-doors coupe, convertible...
The vehicle type entity contains the following information :

o The name of the vehicle type
o A description
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o Vehicle brand :

You will use this lookup to indicate the brand of the insured vehicles : Audi, Chevrolet...
The vehicle brand entity contains the following information :
o  The name of the vehicle brand

o A description

. Vehicle model :

You will use this lookup to indicate the model of the insured vehicles : Audi, Chevrolet... Every vehicle model is

linked to a vehicle brand.
The vehicle model entity contains the following information :

o The name of the vehicle model
o The reference to the brand
o Adescription

If the risk object is an item, you will use :

. Item Brand :

You will use this lookup to indicate the brand of the insured items : Apple,...
The item brand entity contains the following information :

o  The name of the item brand
o A description

. Item Type :

You will use this lookup to indicate the type of the insured items : laptop, jewel, painting...

The item type entity contains the following information :

o The name of the item type
o A description
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3.2 The product catalog
3.2.1 Data Model
The product catalog is made of insurance product.
An insurance product is a product kit (bundle), composed of one of many guarantees.

Every product is associated to a business line and to a branch.

Business Line

Product

Branch

To create a new insurance product, you must follow this procedure :

Create Create ASECEEIG Fix garantee
garantee to :
price

product

Bundle guarantee

3.2.2 Business line and branch

The first step of your product catalog configuration will be the population of the business line and the
branch entities.

° Business line :

The business lines are statutory sets of insurance policies : life, non-life, employee benefit... It may or
may not be a strategically relevant business unit.

A business line includes several product branches :

Business Line Branch
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The business line categorization is also used in some entities that aren’t part of the product catalog :

Production figure
Market share
Police

District

O O O O

The business line entity contains the following information :
o The name of the business line

o Areference code (like an internal identification code)

° Branch :

A product branch is a business line subdivision and represents an insurance product category : legal
protection, travel, car insurance...

A branch may have sub-branches.
The business line categorization is also used in some entities that aren’t part of the product catalog :

o Production figure
o Market share

The branch entity contains the following information :

The name of the branch

A reference code (like an internal identification code)
A description

A reference to a business line

A reference to a parent branch

O O O O O
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3.2.3.1 Create a new product

Create

Bundle

e Goto Setting | Product Catalog | Insurance Products & Guarantees

° Click on the ADD BUNDLE button in the ribbon.

E?TRAVIATA = Settings | v+ Products | v

+ All Insurance Products

[ ADD FAMILY il ADD GUARAN T DELETE | = <= EMAILALINK | = [F] RUN REPORT - EXCEL TEI

W Mame Product ID Hierarchy Path « Product Type
m Comprehensive ML_CI_C Sales Inventory
ﬁ Thired Partw Fire & Theft NI 1 TPFT Sales Inventory

e  Fill in the product information :

o ID: product identification number
o Product Name: the name of the product
o Business line: look up to the business line of the product (f.i. life, non-life, employee benefit)

o Branch: look up to the branch line of the product (f.i. travel insurance, health insurance,...)
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o Payment setting: look up to payment setting; the way the payment has to be done, with
allowance of a payment plan, the percentage and the frequencies (timings).

E’TRA‘” ATA = Annual payment | v @ @ e E gggRH'::Ipeneru... m o]
L % ~—

= nEwW  [§ DEACTIVATE T DELETE él’u-\SS GN ) SHARE & EMAILA LINK (\’_I.RL.I\ WORKFLOW  [¥] START DIALOG @WORD TEMPLATES = o

PAYMENT SETTING : INFORMATION

Annual payment =

4 General
Name ™ Annual payment
Owner ™ & Olaf Hoppenbrouwers
Allow Payment Plan Yes

Max Amount Percentz 100.00
Frequencies Selection | Select All || Clear All

None e Yearly Biannually Quarterly

Monthly Bimestrial By settlement

Freely

o Intermediary: look up to selection of an intermediary. Is this product specifically linked to a
certain intermediary

o Customer type: what kind of customer; enterprise of end customer
e  Description

o Details: free text field for details (one line of text)

o Description; free text multiple lines of text for description
e  Click on the “Save” button.

e (o to the Single View Configuration tab in order to assign a color and an icon to your new product.

“1mmm swes |- s - — sal e T

, susus o CLONE Il DELETE (3] REFRESH Sy CONA AILAUNK @ RUNWORKFLOW  (FISTART DIALOG 3 SWITCH PROCESS  »ee + 4 A

PRODUCT : PRODUCT

Insurance Product: Medical Insurance Plan =

B prODUCT DETALS  [3QUOTES ) POLICIES £} SINGLEVIEW CONFIGURATION

< Singleview Configuration

Color Kon

(L [l ] [ ] ] ]
I [ [S[wnfeaimml [l || o] ]|

R
c

-

]

"

4Details

& Default Unit
Primary Unit
LM
2
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° Choose a color :

o Select one of the Microsoft standard colors
o Type a RGB or an html code

o Use the color picker.

Background Color

e SENEN ENEEEEEE
o EENMENEEENE.

G 0
B o+
# | 000000 W)

e  Select one icon. All the icon having a 48x48 pixels size of your environment are displayed.

lcon

e Under details you get information from the standard CRM environment which are prefilled with
o Unit group
o Default unit
o Default price list (that is automatically created)
o Decimals supported

o Subject

There are two other tabs on the product record.
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e  Quote tab F&GUOTES

¥ RDCRM4

[RREVIEW o CLONE WeREVSE @ RETRE [ DELETE [ REFRESH SVCONRIG oo EMAILAUNK @ RUNWORKFLOW [ESTART DIALOG  +er

m Insurance Product: Comprehensive =

Last 12 Months Quotes

1y yess) v W5 Won vs Lost fby manth) v
Cuote Pipeline

Closed Quates ¥

© g Performance by Channel v

Closed uotes
100
E I I I
N (olank) Agant eroker

Here you get an overview and graphs of the related quotes to this product. You can make a selection on

the six graphs that are available giving you an insight in the timing that the product is used, the won vs
lost, channels, performance,...

 Party Segment v

A 8 ©
PR———

btark)

e Policies Tab POLICIES

u ? TRAVIATA

PPREVIEW o CLONE WpREVSE WhRETRE [ DELETE (3) ReFREsH

ALAUNK g RUN WORKFLOW [E) START DIALOG ==+

PRODUCT : IPRODUCT

Insurance Product: Comprehensive

B PRODUCT DETAILS [3QUOTES [} POLICIES ¥ SINGLEVIEW CONFIGURATION

“Policies
) a8 Policy by Month
Policy Pipeline
et 12 Mentis Pokces Lo 12 Mortms Acnates Foscies
T EEE . s
- e
— H
o 0
' 2005 2000 2011 2012 20 2017 sep206  Nov0ls  Mar207  Apr2oi7
o (e B
i Policy by Activation Y s Rea. W Policy by Activation Year and Chan... v B Policy by Activation Year and Party Segn.. v
ipoices Re—— ActhateaPoliies
o ———— 20
S mas AN 08 Nk

© ———— )1 %

. i “’" mms mm

a2 80 80 100

oM 206 2017 mv 2010 20 2006 2017

- ke I I . . I I
. Agent
- pian

Here you get an overview and graphs of the related policies to this product. You can make a selection

on the six graphs that are available giving you an insight in the pipeline that the product is used, policies
activation, policies by month and status,...

e  Go back to the product list view.
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3.2.3.2 Create a new guarantee

Create

guarantee

e Goto Setting | Product Catalog | Products
e  Click on the ADD GUARANTEE button in the ribbon.

E 3 TRAVIATA

(i@ ADD FAMILY il ADD GUARANTEE

= Sales | v Products

i ADD BUNDLE [l DELETE | * e EMAILALINK | - [¥] RUN REPORT = EXCEL TEMPLATES ~ @» EXPORT TO EXCEL | ~ i,

+ Active Guarantees |

W Name Product ID Business Line Branch Customer Type
] BUN2_Product 1: Guarantee 1 BUN2_Prodi MNon Life Car Insurance

il Car Insurance CART00 Mon Life Car Insurance Particulier
i Dental EB extension EB100 Employee Benefit Employee Benefit Entreprise

i Opitcian EB EB101 Employee Benefit Employee Benefit Entreprise

] Funeral guarantee Lioo1 Life Life

Nicahility incurance 1ona |ife | ife

e  Fill in the product information :

o ID: product identification number

o Product Name: the name of the product

o Business line: look up to the business line of the product (f.i. life, non-life, employee benefit)
o Branch: look up to the branch line of the product (f.i. travel insurance, health insurance,...)

o Payment setting: look up to payment setting; the way the payment has to be done, with
allowance of a payment plan, the percentage and the frequencies (timings).

o Intermediary: look up to selection of an intermediary. Is this product specifically linked to a
certain intermediary

o Customer type: what kind of customer; enterprise of end customer

e  Description

o Detalls: free text field for details (one line of text)

o Description; free text multiple lines of text for description

° Click on the “Save” button.
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e Gotothe Single View Configuration tab in order to assign a color and an icon to your new product.

ﬂ?mmm - M 5 s o

#pusush | - [RPREVEW ok CLONE [ DELETE (2) REFRESH SV CONFIG @ RUNWORKHOW [FISTARTDWLOS 3 SWITCH ROCESS  =ee LR

Insurance Product: Medical Insurance Plan =
B PRODUCT DETAILS [3QUOTES [ POLICIES £} SINGLEVIEW CONFIGURATION

+Singleview Configuration

Color

+Details

° Choose a color :

o Select one of the Microsoft standard colors
o Type a RGB or an html code

o Use the color picker.

Background Color

mmm DEEEECEEEEEENE
I EEECEEEEEE

L
B ¢ cooodo Q

B of=
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e  Select one icon. All the icons in your environment having a 48x48 pixels size are displayed.

lcon

e Under details you get information from the standard CRM environment which are prefilled with

Unit group

Default unit

Default price list (that is automatically created)
Decimals supported

Subject

O O O O O

3.2.3.3  Add a guarantee to a product

Associate

guarantee
to product

You must now associate your new guarantee to the insurance product you’ve previously created.

e Open the product to which the guarantee must be associated.
e Click on Plus of the associated product sub grid.

“ ? TR.@VIATA

mclone |l DEETE 3] AEFRESH Sy coneIS LAUNK G AUNWORKROW [EISTARTDWALOG  § SWITCH PROCESS  +ne t+ o+ =

p——
m Insurance Product: Medical Insurance Plan -=

Medical Ingurance Pua

Description
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e Inthe next window you can link the guarantee to the insurance product

Olaf Hoppenbrou...

E 3TRAVIATA = Medical Insurance P... @ @ b B rocrRmal

B save  E3'SAVE & CLOSE = FORM EDITOR

PRODUCT ASSOCIATION

Bundle Product: Medical Insurance Plan =
4« GENERAL

Insurance Product™ @ Medical Insurance Plan

*
Guarantee 0 --

Required * Required
Color a8 -
leon B -
o The insurance product
o Guarantee : look up guarantee (see below)
o Required; is this a mandatory (requited) guarantee or is it optional
o Color: not applicable
o lcon; not applicable

e  Select in the look up records view the guarantee you’ve created and add it to your product.

Look Up Records x
Enter your search criteria.
Look for Product ﬂ
Lookin  Product Lookup View v
I Search o I
~"  Product Mame 4 D o
Accident 4000€ ML_CI_C_08 ~
Accidental damage ML_CI_C_08
Accidental Damage ML_HI_BI_D5 v
1- 74 of 74 (0 selected) Page 1
Selected records:
Remove
New Add Cancel
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e  Go back to your product form, and have a look at its new composition.

ﬂ ?TRAVJATA

®pupUsH - [APREVEW e CLONE i

Otaf Hoppenbrow...
5 rockmdl

~  Insurance Product: M.. | ~

ONFG aEMALAUNK @ RUNWORKFOW [EISTARTDALOG 3 SWITCHPROCESS  »

PRODUCT : IPRODUCT

Insurance Product: Medical Insurance Plan =

5 PRODUCT DETAIS [3QUOTES [ POLICIES £} SINGLEVIEW CONFIGURATION

4+ Product Details

PRODUCT PROPERTIES Garantees

HLM

Medical Insurance Plan

Nan Life
Health Insurance

100000 Primary Unit Required

e  Publish the product to activate it

Remark:
e It is not possible to add an extra guarantee once you have published the product!

3.2.3.4  Configure a guarantee price

Fix

guarantee
price

When you add a guarantee to an insurance product, Travi@ta CRM for Insurance Carriers automatically
creates a new price list item.

This price list item has a standard value of 0€.
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If you want to change this value, follow these steps :

e (o to the insurance product to which the guarantee you want to update is linked. In “details”, open
the price list:

m_— ——
m3mvm = oo oo = e Y B o I
(R PREVIEW  c CLONE [2) REFRESH 5V CONF AAILALINK 5 RUN WORKFLO oo +

# REVSE W RETRE W DELE

PRODUCT : IPRODU

Insurance Product; Life Insurance =

[ Dread Disea

o
Price list items

4Details

@ Default Unit

e Inthe pricelist price level window you see an overview of all price list items (in this case guarantees)

n ?TRAWATA
+

new [3oeAcTvATE i CEETE

PRICE LIST : PR

L2000 = e

Price List Items

+
ct 4
€10000
€000
D o
«Territary Relationships
Territaries
+
-t
Ac A
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e Open the price list item by clicking on the line ( and not on its name hyperlink while you are
redirected to the product record). Here you can change the price and save it (or determine other
standard Dynamics settings on pricing).

ﬂ ?TRAVIATA = ~ Products | v Income Disability = «

=+ NEW I DELETE

e EMAILALINK % RUN WORKFLOW  [FISTARTDIALOG & SWITCH PROCESS  [E|WORD TEMPLATES ~ [¥) RUN REPORT ~ FORM EDITOR

PRICE LIST ITEM : PRODUCT PRICE LIST

Income Disability =

4 General

Price List *
Product™®
Unit™

Pricing

Pricing Method *
Amount™

Percentage

Rounding

Rounding Policy
Rounding Qption
Rounding Amount

TRAV-MANUAL.docx

LI2000 Currency euro
Income Disability Discount List
Primary Unit Quantity Selling Option ™ No Control

Currency Amount

€0.00
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4 Core insurance management

In this chapter we will describe the core insurance management concepts as supported by the Travi@ta CRM
for Insurance Carriers solution.

Depending on the channel (direct or indirect), the sales process can start by capturing a lead or an opportunity.

Afterwards, independently from the channel, an opportunity is converted into a quote, which results in the
creation of a policy.

Quote
Management

Lead Opportunity

Management

Policy
Management

Management

4.1 Lead management

A lead is an individual, group of individuals or a company, that might have an insurance need or is a potential
intermediary to sell our insurance products.

The concept of lead in Travi@ta CRM for Insurance Carriers, is suited for insurance companies working in
the B2C or B2B2C and in the B2B business model.

E 3 TRAVIATA

EHSAVE SAVE&CLOSE =+ NEW 4 EDIT PROCESS FORM EDITOR

= sales |v leads | v Newlead (CINON s:orch CRM data

LEAD :ILEAD ¥
New Lead = Lesd Source
ooty (e § Devir
Existing Party? click to enter Estimated Budget click to enter ! Copture Summary click to enter
Existing Intermediary? click to enter Purchase Process click to enter i
Purchase Timeframe click to enter Identify Decision Maker mark complete
< Summary
Lead T*,'pe' Party POSTS ACTIVITIES NOTES ONENOTE
Party Type ™ Individual Al - |AddPhoneCall  AddTask  «ev v
Intermediary
We didn't find any activity records.

Topic*
First Name *
Last Name *

Job Title

CONTACT

Business Phone
Mabile Phone
Email

‘Website

COMPANY

Street

Past Crde
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The lead can be a potential final customer with which the insurance company working in direct channel, may

do business with. If you choose party as lead type you can select the intermediary that has to be linked to this
lead.

If you choose intermediary as lead type it will be a potential broker or agent.

E ?TR AVIATA = v leads | v Newlead

Hsave EPsavEaclosEe 4+ NEW & EDIT PROCESS FORM EDITOR

LEAD : ILEAD ™
Qualify (Active)
Existing Party? click to enter Estimated Budget click ta enfer ! Capture Summary click to enter
Existing Intermediary? click to enter Purchase Process click to enter i
Purchase Timeframe click to enter i ldentify Decision Maker mark complete
4 Summary
Lead Type™ Intermediary POSTS ACTIVITIES NOTES ONENOTE
Intermediary -- All - | Add Phone Call  Add Task
Topic® " . .
We didn’t find any activity records.
First Name *
Last Name *

Company Name *

Companv Code

Lead record contains the standard basic data such as organization or contact information, and how a lead was
generated (e.g. partner, advertisement, seminar, website ...).

Also lead creation and qualification process in our solution corresponds to the standard Dynamics CRM,
therefore we recommend you refer to the CRM documentation about it.

The process of qualifying an intermediary lead into an opportunity is not supported. It is not logic that
an opportunity is created to convince a potential intermediary.
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4.2 Opportunity Management

In this section we describe the opportunity to policy sales process, as it is supported by Travi@ta CRM
for Insurance Carriers solution.

“?TRAVIATA e o e
+ NEw R CLOSEAS WON @ CLOSE AS LOS &2 assicn i
New lead = T | T | 2 e
- -Zr.' A S [ T

4 Summary

Opportunity Information Product Detits Notes Pans
Mew lead FOSTS ACTIVITIES NOTES  ONEWOTE
Ceportunin Typs Simulation + Al . | AddPhoneCall AddTask s v

Opportunity Details

An opportunity is a core record in the insurance sales process, used to represent a potential sale to a specific
party, from an intermediary (in the B2B model) or from the insurance company (in the B2C or B2B2C model).

It is used when aiming to sell new or existing insurance products to new or existing market.

Opportunity holds information such as potential insurance product, asset value or potential premium fee. But
at this stage the exact insurance product guarantees, risk objects and related parties (i.e. policy holder, insured
and beneficiary) are unknown.

There are different opportunity generation options within CRM:

» It can be created manually in CRM by a sales team member, by clicking New in the Opportunity area,

» It can be derived from a lead by qualifying this latest in CRM,

» It can be created from a Party form,

» It can be automatically generated via web service from a portal, when a potential or existing customer
submits a demand for simulation or request for information.
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In this section we illustrate how to create an opportunity from the Opportunities view or by a converting
alead.

4.2.1.1 Create an Opportunity from Opportunities view

e Goto Sales | Opportunities

ﬂ ETRAVIATA |

My Work Business Discussion Tools
5 [ "

Bashbe Part Salesp
ashbosrds E -~ ales Plans

What's New Iﬂ Polici

e Click New from the Opportunities view.

+  Opportunities | «

= [¥] RUN REPORT ~ EXCEL TEMPLATES - ﬁ,_, EXPORT TO EXCEL

+ My Open Opportunities ~

' | Topic Est, Close Date #p Est. Revenue Contact Accour

Demao apportunity ABDIL OZGUR

e  Fill in the opportunity information.

o Topic : the name of the opportunity to easily find it back

o Opportunity Type: simulation, request or intermediary

o Potential Customer: who is the end customer

o Intermediary: which intermediary (f.i. broker or agent) is selling the product

o Asset Value: what is the to insured value of the linked object

o Potential Premium: what is the potential premium we can ask per year (estimated revenue)
o Product

o Opportunity details
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e  Description of the opportunity

° Click on the Save button.

[ [ — RS ® ® = K
-
4 new R CLOSE AS WO © CLOSEAS LO B2ASSIGN = EMAILALINK [l DELE] o SWITCH PROCESS EDITPROCESS [ FORM Ell
Insurance product = . o Inprogss 2o
® it e A N R LT T
o Topc” Insurance product | \phure Summary ek to ente
e oot
m

4Summary

Opportunity Information Product Details
POSTS ACTIVITIES NOTES ONENOTE
+ Al . | AddPhone Cal  Add Task T

Insurance product
Opportunity Type Request

A IMPELLIZZEER
ABC Broker

€15,000.00
€250.00

Opportunity Detalls

4.2.1.2 Create an Opportunity from Lead

e Open the lead record you wish to qualify. From the lead form navigation pane, click on Qualify
button.

1 = v Leads | ~ Bernard Guillaume | «
B2

= NEW T DELETE [ ADD TO MARKETING LIST S8 ASSIGN ) SHARE e EMAILA LINK T FOLLOW  sss

LEAD : ILEAD ™

e System creates a new opportunity and the opportunity form opens up.

When a lead is converted to an opportunity following fields are pre-populated based on lead:

o Topic: Comes from lead topic

o Potential Customer:

e In case lead concerns a party that does not already exist in CRM, potential customer field contains
a new party that is created based on lead first name and last name

e In case lead concerns an existing party mentioned in the lead qualification stage fields, potential
customer field contains this existing party.

e Click on the Save button.
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In this section we illustrate the two options o closing an opportunity either as won or as a lost deal.

4.2.2.1 Close an Opportunity as Lost

In Travi@ta CRM for Insurance Carriers, closing an opportunity as lost corresponds to the standard
CRM feature.

e Open the opportunity you need to close. From the lead form navigation pane, click Close as Lost

-
E & TRAVIATA

4+ NEw R CLOSE AS WON

= Sales | v Opportunities | ~  Offer Car Insurance | ~

[© CLOSE AS LOST

S ASSIGN e EMAILALINK Tl DELETE = SWITCH PROCESS ~ # EDIT PROCESS FORM

Offer Car

-

Insurance =

e Click OK on the following pop-up screen.

Close Opportunity x
Provide the following information about why this opportunity is being
closed.
Status Reason * Canceled ﬂ
Actual Revenue £0.00
Close Date * 3/10/2015 v
Competitor
Description

OK Cancel

I

e  Opportunity is deactivated with status Lost and status reason corresponding Canceled or Out-Soled
(depending on the status reason selected in the pop-up screen above) and it is read-only.

4.2.2.2  Close Opportunity as Won and create Quote

In Travi@ta CRM for Insurance Carriers, we assume that an opportunity can be closed as won, when
a quote can be sent to the party regarding this deal.

TRAV-MANUAL.docx 60/155



-

~ REALDOLMEN

to get there, together

Unlike standard Dynamics CRM process, where many quotes can be created from one Opportunity to
reflect different pricing offers, in Travi@ta CRM for Insurance Carriers, each quote is linked to one
single opportunity, and thus the opportunity is deactivated as soon as a quote is generated.

The reason for that, is the assumption that in the insurance business, usually only one project of contract
is proposed for a specific insurance product, before the final contract is signed.

This chapter explains how close an opportunity as won and how a new quote is created from an
opportunity.

e Open the opportunity record you want to convert. From the opportunity form navigation pane, click
on “Close as Won” button.

= Sales | v Opportunities | «  Offer Car Insurance | «

p CLOSE AS LOST éﬁ ASSIGN & EMAILALINK  TIJ DELETE = SWITCH PROCESS  # EDIT PROCESS FORM

------ UNITY - IOPPORTUL -

ffer Car Insurance =

e Click OK on the following pop-up screen.

Close Opportunity x

Provide the following information about why this opportunity is being

closed.

Status Reason * N |

Actual Revenue * £0.00

Close Date * 10/13/2014 =1

Competitar ﬂ

Description

OK Cancel

S

e  Opportunity is deactivated with status Won and status reason Won and it is read-only.

e Inthe background, a new quote is created in status Draft.
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4.3 Quote management

A quote represents a project of insurance contract between a party and the insurance company (in the
B2C model) or the intermediary (in the B2B model).

It holds all information of the final insurance contract such as policy holder, insurance product, related
guarantees, covered risk objects and related parties. (i.e. policy holder, insured and beneficiary).

Create Activate Revise Close
Quote Quote Quote Quote
In this chapter we describe the main quote management features supported by Travi@ta CRM for

Insurance Carriers:

» Create a quote: either from scratch or from an opportunity
» Activate a quote: to make it valid during a fixed period of time
» Revise a quote: to modify some of the quote terms

» Close a quote: either close it as lost or cancelled (in case the deal was not successful) or close it
as Won and convert to policy (in case the party has accepted the quote terms).

4.3.1 Create a Quote
Create
Quote

There are different quote generation options within CRM:

» It can be created manually in CRM by a sales team member, by clicking New in the Quotes area,
» It can be created from within an opportunity,

» It can be created from a Party form.

In this section we illustrate how to create a quote from an opportunity and from the Quotes view.
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4.3.1.1 Create a Quote from Opportunity

T r—
5 socRmal
Offer Car | _ Potential P o
er Lar insurance = 120000 n Prog & OlatHoy
G)
iy (Ackioe) = Next Stage.
AELEN o ted Buciget €21,000.00 Capt
etk ta enter 0 ent
e
+Summary -
Opportunity Information Product Details Notes Pane:
opic * Offer Car Insurance duct - POSTS ACTIVITIES NOTES ONENOTE
e Simulation + AN - | AddPhone Call  AddTesk  ene ry o
ot T I Emal [Customer ) Cres
AN
o
£21,000.00
€1.200.00
Opportunity Detail: D

e On an opportunity you can create a quote using the plus sign in the sub grid under the product

selection.

From the moment we clicked the plus sign a new window will be created for the quote.

S

“?TRAVIATA i e -
e B8 assion T CHPROCESS EDITPAOCESS EFORM  wee LI

R CLOSE A5 WO ® CLOSE A5 LOST

€.20000 In Progress

Offer Car Insurance = :
8 ety o

A ELEN €21,000.00
dlick to enter 10 enter
i ]
4 Summary
Opportunity Information Product Details Hotes Pane
Offer Car Insurance 4 POSTS ACTIVITIES NOTES OMENOTE
Simulation + AN - |AddPhone Call  AddTask  eee Y =
Total Amount
- o x

¥ Quote: Offer Cor

AELEN -
re | hitps://rdermdi cm4 dynamics.com

— ﬂ 2 TRAVIATA
+ e

€1.20000
W il oELETE B caculate [ A o= EMAIL A LINK RU P
Opportunity Details | quom:iquon
Offer Car Insurance = Tomimpatyies | Sachafon | et 3 ot

)

4Summary

QUOTE INFORMATION QUOTE DETAILS .

Following Quote fields are taken over from opportunity:

[ ]
Policy Holder: this party is taken over from opportunity Potential Customer field.

@)
Also a related party of type policy holder is created for this party in the quote related parties sub-

grid.
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o Intermediary: value is taken over from opportunity Intermediary field
o Name: value is taken over from opportunity Topic field
o Product: value is taken over from opportunity Product field

All the mandatory Guarantees related to this product are also automatically generated and available
in the quote Guarantees sub-grid.

e Inthe quote, following fields are automatically populated by CRM:

o Quote ID: quote number generated automatically by CRM at quote creation, and which
cannot be modified.

o Revision ID: quote version number generated automatically by CRM at quote creation, and
which cannot be modified manually.

e You can fill in additional Quote fields. To do so, we recommend the use of the CRM standard Quote
business process flow, which will guide the sales representative in filling quote data . Please refer
to the section “Create a Quote from Quotes view” for more information about this process.

4.3.1.2 Create a Quote from Quotes view

As explained above, a quote can be created by closing an opportunity as won, but it can also be created from
scratch.

This section describes how to create a new Quote from scratch, and how to populate its data guided by the
standard CRM business process flow on Quotes.

e Navigate to the Sales module, Quote area, and click button New

[ DELETE | ~ oS EMAILALNK = [F] RUN REPORT ~ EXCEL TEMPLATES = @._) EXPORTTOEXCEL  ~ i IMPORTDATA | = ol CHART PANE ~ ng‘u’ EW

+ My Quotes ~

e Independently how it is created (from opportunity or from scratch), a newly created Quote is always
in a Draft status.

CRM provides an out-of-the-box business process flow for quotes management, that serves as a
guideline for the sales representative during the quote life-cycle.

We recommend to use this business process flow stages in order to populate the Quote screen.
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Qualify Stage

The first stage of a Quote when it is created is the Qualify stage.

The Qualify stage consists mainly of identifying the future actors in the policy contract, thus potential
policy holder an intermediary.

Provide following information in the Qualify stage:

Identify Party: where one can select the potential future party. Based on this, will populate
the Policy Holder field on the form.

When policy holder field is populated, on save, a related party of type policy holder is created
for this party in the related parties sub-grid.

In case of LIFE insurance, additional parties will be added to this sub-grid such as insured
and beneficiary party.

In case of a NON-LIFE type of insurance, it is the list of risk objects that will have to be
enriched, containing the objects under risk that the insurance will have to cover.

Intermediary: indicates the agent, broker or other intermediary that is offering this insurance
product of specific insurance company. Based on this, will populate the Intermediary field on
the form.

Purchase Timeframe: one can indicate here an estimation of time within which one expects
to close the deal.

Capture Summary: free text on any other unstructured information available on this deal.
Based on this, will populate field Description.

Develop Stage

Once this basic information is gathered, it is time to develop the quote and gather information about the
product to be sold and pricing.

Qualify

This can be done in the Develop stage, by providing following information.

e To get to this stage, click Next Stage button from the Qualify stage. After that, the Active flag has
moved to the Develop stage.

e Provide following information in the Develop stage:

TRAV-MANUAL.docx

o

o

Party Need: unstructured text information about insurance needs of the policy holder.

Proposed Product: indication the insurance Product concerned by this deal. Based on this,
will populate the Product field on the Quote form.
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When Product is updated, on save, all the mandatory Guarantees related to this product are
automatically generated and available in the quote Guarantees sub-grid.

Identify Competitor: indication of any other insurance companies where the party has also
asked for a quote.

Base Premium: potential premium yearly fee to be entered manually. Based on this, will
populate the Base Premium field on the Quote form.

Discount premium %: discount value on the base premium that the party can benefit from in
this quote. Based on this, will populate the Discount premium field on the Quote form.

Premium Yearly fee: Is the final yearly fee that the party is supped to pay after discount has
been applied to the base premium. Based on this, will populate the Premium Yearly fee field
on the Quote form.

This filed can be populated manually, or automatically calculated on click of button Calculate, only
available for a Draft status reason Quote.

Field premium yearly fee will be updated automatically based on this formula:

Premium Yearly fee = Base Premium — (Base Premium * Discount Premium/100 )

e In addition to the fields under the Develop stage process flow, it is also relevant at this stage to
populate following information:

o

Related Parties: In case of a LIFE insurance, if the information is available, one can add
additional parties to the policy holder in the related parties sub-gird.

In order to indicate for example the insurance beneficiary or insured person.

Risk Objects: In case of a Non-LIFE insurance, if the information is available, one can add
risk objects to the risk objects sub-gird.

In order to indicate the object under risk that is covered by insurance contract.

Guarantees: except the mandatory guarantees automatically populated from the system on
update of the product, one can add other optional guarantees related to this same product,
in the Guarantees sub-gird of the quote form.

Propose Stage

Once all information needed for the quote is gathered, it can be proposed to the final customer.

Qualify

e To do so click on next stage from the Develop stage. After that, the active flag, has moved to the
Propose stage of the quote business process flow.

TRAV-MANUAL.docx
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e Inthe Propose stage, you can indicate information as follows.
o Send Quote: one can indeed print the quote as word document and submit it to the party for
approval. In case quote document has been sent to the party this flag can be set to Yes.
o To print a word version of the quote, click “Print Quote for Customer” from the command bar.
o Effective From: indication of the offer validity start date.

o Effective To: indication of the offer validity expiration. This implies for example, that after this
date, the propose premium yearly fee cannot be guaranteed anymore.

o Premium Yearly Fee: the final premium yearly fee that has been proposed to the party.

o Quote ID: quote number generated automatically by CRM at quote creation, and which
cannot be modified.

Typically, from the Develop stage, once you have entered the quote effective date and quote has been
submitted to party, you will need to Activate the quote, so that the next steps of the process can be
executed.

These next steps may concern revising the quote, closing the quote as lost or converting it into a policy.

This section describes how to Activate a quote.
Activate
Quote

e  Open the draft quote that you want to activate, click Activate Quote from the command bar.

E ? TRAVIATA

== NEW D DELETE [E CALCULATE

= Sales | v Quotes | v carinsurance ~

[ ACTIVATE QUOTE

EL PRINT QUOTE FOR CUSTO... él’o ASSIGN ) SHARE &= EMAIL A LINK .’3{. RUN WORKFLOW

QUOTE : IQUOTE

e Quote changes into status Active, where all fields become read-only, and no guarantees, risk objects
or related parties can be added.

e With the Active status, new buttons appear on the form, such as Create Policy, Revise and Close
Quote.

4+ new i DEteTe [ createpoucy B REVISE PRINT QUCTE FOR CUSTO...  [5 CLOSEQUOTE 8 ASSIGN ) SHARE =3 EMAIL A LINK
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Once a quote has been proposed to a party, the party may not agree on the quote terms, and request
some modifications, such as a discount or a change in the guarantees for example.

It is possible to revise a quote, and submit it again, before it is accepted by the final customer.
In this section we explain how to revise a quote, and what happens when a quote is revised.

An active quote that has been proposed to a party, cannot be edited anymore. It is recommended to
revise the existing quote, so that you to track all the changes that were made before the deal is won or

lost.
Revise
Quote

e  Open the active quote you want to revise, and click Revise button from the command bar.

Sales | v Quotes ~ carinsurance | v

?TRAVIATA

4 NEW [ DELETE D CREATE P{ PRINT QUOTE FOR CUSTO... [; CLOSE QUOTE é& ASSIGN  €) SHARE &= EMAIL A LINK
e Anew Quote in Draft status is created and displayed on the screen, with exactly same data as the
revised Quote, except that Revision ID number is incremented by one.

e Also keep in mind that after revision, on the Policy Holder Party form, in the Single View showing the
list of Quotes, only the highest version for a Quote ID is displayed.

In this section we illustrate how to close a quote either as lost in case the party is not interested, or close
it as a Won and generate a policy from it in case party has agreed on quote terms.

Close
Quote

4.3.4.1 Close Quote as Lost

It may be that party rejects the quote, and is not even interested by a revised version, for example, in
case it has accepted another quote from a competitor.

In this case, the quote must be closed as Lost, as explained in this section.
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Open the active quote you want to close, and click button Close Quote from the command bar.

= Sales | v Quotes «  carinsurance |«

3 TRAVIATA

=+ new [0 DELETE [ CREATE POLICY

D REVISE PRINT QUOTE FOR CU él’o ASSIGN € SHARE = EMAIL A LINK

e On the pop-up screen that shows up, complete the screen as follows:
o Status Reason: Select option Lost or Canceled in the Status Reason
e Lostis relevant in case the party has for example accepted another quote from a competitor.

e Canceled will typically be used in case of administrative error in the quote or in case the quote has
expired (i.e. effective to date is bypassed).

Status reason Revised is also available. If select this status reason and you check the radio button Create
a revised quote, then system will have the same behavior as when clicking button Revise from an active
Quote.

o Close Date: Indicate as Close Date the date on which you want the closure to be official. By
default CRM proposes the current date.

o Do not revise this quote : Check this option, which is the most relevant option in this scenario
since we want to close the quote as lost or cancelled.

e Click OK

Close Quote X

You're closing this quote.

Status Reason I |
Close Date 3/10/2015 =0

Description

P _
\_J Create a revised quote

= ~ :
(@) Do not revise this guote

OK Cancel

e  Quote is deactivated with status Closed and status reason Lost, and it is read-only.
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4.3.4.2 Create a Policy from Quote and close quote as won

In case the party accepts the quote terms, you can convert it into a policy, and thus propose a final
insurance contract to this party.

This action will automatically close the quote as won.

This section explains how to create a new policy from a quote.

e  Open the active quote you wish to convert into a Policy. From the quote, click on button Create
Policy from the command bar.

Sales | v Quotes ~ carinsurance | v

E* REVISE PRINT QUCTE FOR CUSTO... [} CLOSEQUOTE 8 ASSIGN € SHARE = EMAIL A LINK

e  On the pop-up screen that shows up, complete the screen as follows:

o Leave the default option Won or Canceled in the Status Reason

o Indicate as Date Won the date on which you want the wining of the quote to be official. By
default CRM proposes the current date.

e Click OK

Create Order

Usz this quote to create an order.

Status Reason | Won e

Date Won 1162014 T

Diescription

e Quote is deactivated with status Won and status reason Won, it is read-only, it becomes read-only
and disappears from the screen.

e  The system created a new policy from the quote, with status Active and status reason Draft. This
new policy form is automatically displayed on the screen.
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4.4 Policy Management

The policy is the final insurance contract between a party and the insurance company (in the B2C model)
or the intermediary (in the B2B model).

Create Activate Release a Tracka Suspend Reactivate Cancelling Terminate
policy Policy quittance payment Policy Policy Policy Policy

In this chapter we describe the main policy management features supported by Travi@ta CRM for
Insurance Carriers:

» Create a policy: on creation of a policy, one must specify the validity period, a fixed insurance
product and guarantees, premium fee, related parties and risk objects.

» Activate a policy: Once a policy has been created, it is effective only once it is activated and the
effective date is fixed. This is the start date of the validity period.

» Release a quittance: A quittance record specifies the amounts due by the policy holder, related to
a specific policy premium yearly fee, to be paid at a payment frequency indicated in the policy.

For example one quittance per year is generated for an annual payment frequency, one quittance per
month for a monthly payment frequency...

Keep in mind the quittance generation is a manual operation in this version of the solution.

» Track a payment: A payment represents the date and amount perceived on the bank account of
the intermediary or insurance company, relative to a specific quittance and thus policy premium fee

» Suspend a policy: A policy can be suspended for a specific timeframe, meaning that the risk
objects are not covered by this policy during this period of time.

» Reactivate a policy: It is possible to reactivate a suspended policy at any time, but reactivation of
a cancelled policy is allowed only in case of administration error and can only be performed by users
having System Admin or Sales Manager security role.

» Cancelling a policy: A policy can be cancelled at any moment, meaning that the risk objects are
not covered by this policy during this period of time.

» Terminate a policy: Once that all the administrative steps executed in the cancelling period have
been completed, the policy can be definitely terminated.
Terminating the policy corresponds to setting the policy record to an Inactive status, in this case

Cancelled.

In Travi@ta CRM for Insurance Carriers, there is no possibility for an end-user to deactivate a policy
from the policy form.

This can be done via web-service call or via a workflow.
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You can of course create a policy from scratch or from a quote. In both cases policy is in a Draft status reason,
and can be edited.

In this section the two options are illustrated.
Create
policy

4.4.1.1 Create a Policy from Quote

In case the party accepts the quote terms, you can convert it into a policy, and thus propose a final
insurance contract to this party. This action will automatically close the quote as won.

This section explains how to create a new policy from a quote.

e  Open the active quote you wish to convert into a Policy. From the quote, click on button Create
Policy from the command bar.

Sales | v+ Quotes +  carinsurance | «

+ new o QFLETE [ CREATE POLIC B REvISE PRINT QUCTE FOR CUSTO...  [5) CLOSEQUOTE S8 ASSIGN ) SHARE = EMAIL A LINK

e  On the pop-up screen that shows up, complete the screen as follows:

o Leave the default option Won in the Status Reason

o Indicate as Date Won the date on which you want the wining of the quote to be official. By
default CRM proposes the current date.

e Click OK

Create Order

Use this quote to create an order.
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e  Quote is deactivated with status Won and status reason Won, it is read-only, it becomes read-only
and disappears from the screen.

e  The system created a new policy from the quote, with status Active and status reason Draft. This
new policy form is automatically displayed on the screen.

e  When a policy is created from a quote, following fields are taken over from quote:

o Policy: Contains the quote name.

o Policy Holder: Contains the policy holder from quote

o Intermediary: Contains the intermediary from quote

o Product: Contains the Product from quote

o Premium Yearly Fee: Contains the Premium Yearly Fee from quote
o Guarantees: Guarantees from quote

o Related Parties: Related Parties from quote

o Risk Objects: Risk Objects from quote

e When a policy is created, following fields are automatically populated by CRM:

o Policy Version: Is automatically generated.
o Customer Type: contains the customer type value coming from Product
o Policy Manager: contains the user that created the policy

o Entry Date: contains current date, i.e. date when policy was created

e You can complete additional Policy fields, and

o BLID
o Policy Holder

o Language

o Click Save button.
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4.4.1.2 Create a Policy from Policies view
You may directly create a policy from the Policies view. This section describes how.

e Goto Sales | Policies

= [ = - §

My Work Business Sales Marketing Goals
@ Dashboards Parties (b Leads Marketing Lists @ Go

Opportunities Quick Campaigns

E What's New Policies
Activities POHCi@S

Quotes

Products

Sales Literature

Bl IELER

o Click on the New button in the ribbon.

E?TRAWMA = - e

NEW T DELETE |+ e EMAILALUNK |~  [F] RUN REPORT ~ EX

* My Policies ~

e When a policy is created, following fields are automatically populated by CRM:

o Policy Version: Is automatically generated.
o Customer Type: contains the customer type value coming from Product
o Policy Manager: contains the user that created the policy

o Entry Date: contains current date, i.e. date when policy was created

e  Complete following fields in the screen:

o Policy: the name of the policy

o BIL_ID: the back end ID number

o Policy Holder: who is the holder of the policy

o Customer type: what kind of customer is it; individual or enterprise

o Intermediary: which intermediary is involved or the producer of the policy
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o Policy Manager: who is the internal policy holder
o Language: which language is applicable
o Product: for which insurance product is the policy

o Premium Yearly Fee: what premium fee is applicable

e Click on the “Save” button, and then refresh the screen (F5).

This is what the newly created Policy form looks like.

The mandatory guarantee related to the selected product, has been automatically inserted among the
guarantees.

Also a policy holder party role record has been added automatically among the related parties for the
selected policy holder.

Following fields are also automatically populated by CRM:

o Policy Version: generated via standard CRM auto number feature
o Customer Type: derived from the customer type defined in the product
o Entry Date: corresponds to current date

o Business Line: derived from the business line defined in the product

E ?TRAVIATA

Medical insurance = sl vt

[2) SUMMARY G FINANCIAL [ TIMELINE & VERSIONS

ORDER INFORMATION POLICY DETAILS SOCIAL PANE
Medical insurance Product™ Medical Insurance Plan Premium Yasrly Fee*  €500.00 ACTIVITIES  NOTE s
Al - | AddPhone Call  Add Task Y =
Garantees 4+ Related Parties. +
ABDURRAHMAN TANRIKULU

IMPORTANT DATES

8 41472017 410 PM

Risk Objects +
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e  Three navigate to buttons now show up on the form. To complete the policy form, go to the

Financial navigation page, by clicking the Financial navigate to button.

E ETRAVIATA — Sales | Policies | Medical insurance | «

4 NEW [ DELETE %, ACTIVATE POLICY =5 LOCK PRICING LOOK UP ADDRESS &8 ASSIGN € SHARE = Eb

POLICY

Medical insurance =

SUMMARY (5l FINANCJAL [3 TIMELINE & VERSIONS

FINANCE QUITTANCE

e  Complete the policy creation by providing values for following fields

o Quote

o Premium Yearly Fee
o Premium Type

o Payment Frequency
o Bank Account

o Payment Mode

o Payment Perception

o Channel

° Click on the “Save” icon or Ctrl+S
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On creation of a policy, it has status reason Draft.
A policy remains in status reason Draft during the time that is necessary to complete all the administrative
tasks (paper work, signatures, verification of policy holder financial status, integration in legacy

system...).

Once all these tasks are completed, and the Policy can finally start being effective, it must be activated
in CRM.

This section describes how.
Activate
Policy

e  Open the newly created policy , and click button “Activate Policy”

B2

= NEw ] DELETE [|%, ACTIVATE POLICY S LOCK PRICING LOOK UP ADDRESS éﬂn ASSIGN ) SHARE & EMAIL A LINK f;tl. RUN WORKFLOW

= Sales | v Policies | v+ Medical insurance | ~

POLICY

Medical insurance =

e In case Effective Date is empty, system will display following error message, which indicates that
Effective Date is required in order to activate the policy. Click OK

rdcrmdi.crm4.dynamics.com says:

The effective date should be filled before to activate a policy

Prevent this page from creating additional dialogs.

e Provide the missing date in the policy form,

Click Save icon (or Ctrl+S)

Click button “Activate Policy” again
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e On refresh of the screen again (F5), notice that Policy has now an Activate status reason, and is
not editable anymore, expect a few fields as displayed below:

o Notice Date
o Suspended From

o Suspended To

e Also notice that the Guarantees, Related Parties and Risk Object sub-grids have been replaced by
three corresponding single view components, representing same data as tiles.

El2 i i B o
F Wew W paeE REVEION BT N NG R 100k = [y Gors = .

Medical Insurance -= TR e

B SUMMARY 3 FINANCIAL 3 TIMELINE © VERSIONS

ORDER INFORMATION POLICY_DETAILS SOCIAL PANE
Policy* & Medical Insurance Product* & Medical Insurance Plan Premium Yearly Fee * @ €250.00 ACTIVITIES  NOTES
] - All - | AddPhone Call  AddTask  ee =
o & GARANTEE [1] RELATED PARTIES [1] v T

& ABDURRAHMAN TANRIKULU 5 | Po

8- @.:m‘ & o
& ABC Broker Maifed by jons Poeimans. Tody
5 | Policy Created

B & OlfHoppenbrouwers Due Date 4/14/2017 422 PM
Madified by joris Poslmans Today

IMPORTANT DATES
& 4142017 a22Pm
8-
& anannn RISK OBJECTS

4.4.3 Release a quittance

For each policy released, Travi@ta CRM for Insurance Carriers allows to release quittances for it. This
section describes how.

Create EEEHE
quittance
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e Navigate to the Financial navigation page, by clicking the Financial navigate to button.

The on the Quittance sub-grid, click the + button, and the click “+ New” button from the lookup field.

[ [ - — o0 DT - oo e -
.

Medical Insurance = .

Pl SUMMARY (I FINANCIAL B3 TIMELINE 2 VERSIONS

FINANCE QUITTANCE PAYMENTS
L H e

jearty Fee* @ €250.00

B Reflesive
# MNone

8-
@ Offline
8 By Company
8 Poper

BILL TO ADDRESS
8-

CE TN

e  The quittance form opens up.

? = Distribution | v  Quittances | v  New Quittance
B2 i

K savE E'sAvE&CLOSE <k NEW  [E FORM EDITOR

QUITTANCE

H Type Status Reason Status™ Owner"
New Quittance = : s ot on

4 General
General Payment Informations
Quittance Number® € - Amount™
Mame ™ - Emmission Date
BLID - Expiry Date™
Bank Account
Policy ™ & Medical Insurance Communication
Policy Version & 1-Medical Insurance Currency euro
Type - Refund Amount %™
Refund Type - Fees Amount %™
Provisiona No Duration™
Payment Plan - Refund End Date
Final Customer * ABDURRAHMAN TANRIKULU
Payment Status
Amount Paid a -
Amount Remaining @ --
Notes

ACTIVITIES NOTES

Ne records found.
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4.4.4

Complete the following fields:

Quittance Number

Name

BI_ID

Policy

Policy version (which comes automatically)
Type : Quittance or refund

Refund Type : No Claim Bonus or profit sharing
Provisional or not

Payment plan

Final Customer

Amount

Emission Date

Expiry date

Bank Account

Communication

Currency

Refund amount%

Fees amount%

Duration

Refund end date

Click Save button

Track a payment

For each quittance released, Travi@ta CRM for Insurance Carriers allows tracking the amount
perceived on the bank account of the intermediary or insurance company, relative to a specific quittance
and the policy premium fee.

This section describes how to do this.

TRAV-MANUAL.docx
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e  From the Quittance form on which you want to add a payment, click + on the Payments sub-grid

E ‘, TRAV'AT e Distribution ~ Quittances ~ Quittance medical in..
+ NEW

[ DEACTIVATE T DELETE $8ASSIGN ) SHARE e EMAILALINK % RUNWORKFLOW [BJSTARTDIALOG 5 SWITCH PROC
QUITTANCE
H N N Type Status Reason Status” Owner”

QU |ttance med |Ca| |n' = Quittance Active Active & Olaf Hoy
Payment Status
Amount Paid 8-
Amount Remaining B €250.00

Notes

ACTIVITIES NOTES

Enter a note

4« Payments

Payment (Quittance) El

Quittance Payment Type 1 Payment Amo Payment Date Description Name

e  The payment form opens up. Complete the following fields:

o Payment Type
o Quittance
o Payment Amount

o Payment Date
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»

& s

Bl 2 ravina o pors
H save SAVE& CLOSE 4+ NEw E L

PAYMENT

New Payment = 5 et & Ot
« General
e * O - ACTIVITIES NOTES
No records found
Quittance * Quittance medical
nent A n

Description

° Click Save button

e  Coming back to the quittance record for which you just registered the payment, you will notice that
fields Amount Paid and Remaining have been updated on the quittance form, according to the paid
amount.

“ ?TRAVIATA
4+ new [ oeacn

Quittance medical insurance -= o s i
«General
s R s
itaince Nambér® Q2017 Amount” €250.00 ACTIVITIES NOTES
Quittance medical insurance & Date 4140t er——
wonon
8 Medic
Quittance Retund &t 0.00
Fees An %t 0.00
No. Duration * 12 months
-
& €25000
4 Payments

Payment (Quittance) +

e  Coming back to the policy for which the quittance and payment were issued, in the Financial Tab,
notice the payments charts has been updated as well.
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El2 0 : ( 5wl o

poLICY

Medical Insurance =

[ summany 5 FINANCIAL [ TIMELINE & VERSIONS

FINANCE QUITTANCE PAYMENTS

Palicy RefundType  Provisional

B
<

Premium Yearly Fee* @ €250.00

oo 8 Reflexive

¢ @ None 300,00

A -
& Offline

& By Company
B Paper

BILL 1O ADDRESS
8-

EEDED

pavment Policy
e  Open the active policy that you want to suspend, and click on button “Suspend Policy”

“ ?TRAVIAT
+ e

wew Woese  mevision - ETERMNA

u

Medical Insurance = Frosriy

[ sumMmARY ) FINANCIAL [3TIMELINE @ VERSIONS

ORDER INFORMATION POLICY DETAILS SOCIAL PANE
G Medical Insurance Product” B Medical Insurance Flan Premium Yearly Fee® @ €250.00 ACTVITIES  HOTES
wo . Al « | AddPhaneCall  Add Task  ses
Ll L GARANTEE [1] RELATED PARTIES (1) ! T

@ ABDURRAHMAN TANRIKULU

" § & ‘ 3 Poli

G & OufHoppenbrouers L&
@ -

/2017 422 PM

IMPORTANT DATES
B 44207 a22mm
a-
@ 4142017 RISK OBJECTS

4152017
46201 ERY
a-

e In case Suspended From Date is empty, system will display following error message, which
indicates that Suspended From Date is required in order to suspend the policy. Click OK
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rdcrmédi.crm4.dynamics.com says:

Please fill the SuspendedFrom before to suspend this policy

Prevent this page from creating additional dialogs.

o

e  Fill-in missing date in the policy form.
Notice that system will not accept a suspended from date prior to effective date.

e Click Save icon (or Ctrl+S)
e Click button “Suspend Policy” again,

e On refresh of the screen again (F5), notice that Policy has now a Suspended status reason, and is
still not editable, expect fields

o Notice Date

o Suspended To

4.4.6 Reactivate a Policy
pavment Policy

e Open the suspended policy that you want to re-activate, and click on button “Activate Policy”
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El2 i = < - © o I 5 el
<
+new @ousE  revision @ acvate poucy [k TERMINATE B K PRICGNG I LOOK UP ADDRESS 8 ASSIGN
Medical Insurance -= A ot
B suMMARY ) FINANCIAL [ TIMELINE  © VERSIONS

ORDER INFORMATION FOLICY DETAILS SOCIAL PANE
& Medical Insurance Product™ @ Medical Insurance Plan ihes® @ €250.00 ACTIVITIES  NOTES
E - | AddPhoneCall  ASITask  wem
“ ARTIES 1] M

GARANTEE [1]

& ABDURRAHMAN TANRIKULY

‘- @ ) 5
£ s m V

& & OlafHoppenbrouwers &
L]

e AN4R017 422 PM
d by jors Poekmans Tode,

IMPORTANT DATES
ntry Date 8 4na20n7 a22PM

8-

& 4u20m RISK ORIECTS

& ans2om

anem?
8-

e In case Suspended To Date is empty, system will display following error message, which indicates
that Suspended To Date is required in order to re-activate the policy. Click OK

, , X
rdcrm4i.crm4.dynamics.com says:

Error during Policy Activation : Object reference not set to an instance of
an object.

Prevent this page from creating additional dialogs.

¢ Fill-in missing date in the policy form.

Notice that system will not accept a suspended to date prior or equal to suspended from date.

e Click Save icon (or Ctrl+S)

o

e Click button “Activate Policy” again

o

e On refresh of the screen again (F5), notice that Policy has now an Active status reason, and is still

not editable, except fields:
o Notice Date
o Suspended From

o Suspended To
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4.4.7 Cancel a Policy

During this cancelling period a certain number of administrative steps are executed (in the legacy
systems, official notification to policy holder...).

Suspend Cancelling
payment Policy

e  Open the active policy that you want to cancel, and click on button “Terminate Policy”

Sales v Policies | v  Medical Insurance | v o @ T Gt Horpesbeou (NN ”
E:’THAVIAIA - * e e | =
o NEw i DELETE REVSICN NATEPOUCY  cSiRUSPEND POLICY ol LOCKPRICNG B LOOKUPADDRESS BB ASSIGN  (JSHARE  oss A
Medical Insurance = Sgiive | st

L suMMARY ) INANCIAL [3TIMELINE & VERSIONS

ORDER INFORMATION POLICY_DETAILS SOCIAL PANE
Polcy® 8 Medical Insurance Product® 8 Premium Yaury Fee® @ €250.00 ACTWITIES  HOTES
- | - | AddProneCall AddTak  ens =
£LID s GARANTEE (1] RELATED PARTIES [1] T

w Mancatory e
B ABDURRAHMAN TANRIKULU

8- ®W|
& ABC Broker

PolicyMomager® @ & Olaf Hoppenbrouwers

Q-

IMPORTANT DATES
B 442017 422PM
Q-
8 anapnt RISK OBJECTS

Q-

Ane0T
B anezoy

e In case Notice Date is missing, system will display following error message, which indicates that
Notice Date is required in order to cancel the policy. Click OK

rdcrmdi.crm4.dynamics.com says:

Please fill the Notice Date before to terminate the policy

Prevent this page from creating additional dialogs.

e  Fill-in missing date in the policy form.
Notice that system will not accept a notice date prior to effective date

e Click Save icon (or Ctrl+S)

e Click button “Terminate Policy” again
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e On refresh of the screen (F5), notice that policy has now a Cancelling status reason, and is not
editable anymore, expect one field

o End Date

Terminate
Policy
For a policy in the cancelling status, once that all the administrative steps executed during the cancelling

period have been completed, the policy can be definitely terminated.

Terminating the policy corresponds to setting the policy record to an Inactive status.
In Traviata, there is no possibility for an end-user to deactivate a policy from the policy form.

This can be done via web-service call or via a workflow.
There is no possibility for a user to deactivate a policy from CRM.

This should be done via web-service call, triggered by a back-end command to definitively terminate a
policy.

These are the fields to be populated when deactivating a policy:

o End date: indication of the date when the policy comes to an end, and is definitely
deactivated.

o Status: Canceled

o Status reason: chose between Canceled and Terminated

e Cancelled will be used in case where policy is deactivated because of administrative reasons
(administrative error, missing data never provided...).

e Terminated must be used for deactivating the policy when it has reached the end of its validity period.

In this section of the document we describe in details the data model, the attributes and the features related
to the standard and custom entities used in the Travi@ta solution.
Note: the attributes section only describes the attributes appearing in the entity forms.
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An agreement is an insurance contract between the insurer company and an intermediary. An agreement can
contain one or many mandates.

Agreement

Mandate

51.1 Attributes of an Agreement

E;TRAVIATA =

T DELETE  $8ASSIGN ) SHARE 3 EMALALINK % RUNWORKFLOW [F1STARTDIALOG [l WORD TEMPLATES +

+ new [ DEACTIVATE

AGREEMENT

Intermediary ™
Agreement Number*

Owner "

Description

Dates

Signature Date

Valid From ™*

Mandates

Name T

TRAV-MANUAL.docx

Distribution | v  Agreements =+  ABC Broker - Incenti... | v

General
Policy B -
Policy Version B -

ABC Broker

Trav_ABC_0124
.

12/15/2014
1/1/2015

ABC Broker - Commissioning - 01/01/2013

ABC Broker - Incentive - 01/01/2015 =

Rate (%)

Recurrent Fee

& joris Poclmans

Currency
Valid To
Created On Agreement Description Mandate Num.. Mandate Type | Valid From Valid To
-Findersa.  9/19/2016 12:17 PM ABC Broker - Inc... FF2016M12 Finders agreeme.. 1/1/2016 12/31/2016

12/31/2015
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Field Description

Tab “General”

Section “General’

Policy

The related policy

Policy Version

Policy version related to agreement and policy

Intermediary

The linked intermediary for the agreement

Agreement Number

Number of agreement

Owner Who owns the agreement
Description Free text field for more details on agreement.
Rate % Which percentage is entitled

Recurrent fee

Which fee is entitled

Currency

The currency of the amount

Section "Dates"

Signature Date

Indication of date when agreement was signed.

Valid From

Indication of date when agreement validity period starts.

Valid To

Indication of date when agreement validity period ends.

Section "Mandates"

Mandates

List of mandates related to this Agreement.

Section "Notes"

Activities

Activities pane.

Notes

Notes pane.

On creation of an agreement record, the policy and policy version cannot be added. To do so you have to go
to the policy itself and add the agreement. Or you can directly start within a policy creating a new agreement.
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5.2 Bank Account

Bank accounts are used in quittances, to specify the account on which payment should be done, and it belongs
to one intermediary or to one party (e.g. compensation fees by insurer, policy premium fees by party...).

II
5.2.1 Attributes of a Bank Account

Field Description

Bank Account

Tab "Header"

Owner Owner Id

Status Status of the Bank Account
Tab "General"

Section "General"

Intermediary The name of the custom entity.

Contact Free text field for more details on bank account.

Section "Section"

Bank Account Type BIC Code

Bank Account Number ]Icggg:ation of bank account purpose (e.g. commission fees, premium
BIC Code Contact person to which bank account belongs to.

SWIFT Code SWIFT Code

Details Intermediary to which bank account belongs to.

Section "Notes"

Activities Activities pane.

Notes Notes pane.
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5.3 Branch

Branches indicate the insurance classification (e.g. car, home, civil liability...). They can be used in a product,
production figure or a market share. A branch can have sub-branches, and is specific to a business Line.

Production Figure

Market Share

L
=

5.3.1 Attributes of a Branch

eld De ptio
Tab "Header"
Owner Owner Id
Status Status of the Branch

Tab "General"

Section "General"

Name

The name of the custom entity.

Description

Free text field for more details on branch.

Business Line

Indication of the business line to which branch belongs (typically
Life or Non-Life)

Parent

Indication of the parent branch (e.g. the branch accidents, may be
split into two sub-branches i.e. work accidents or other accidents)

BI_ID

Indication of the branch code in a backend system (e.g. BI, ERP...)

Section "Products”

List of products in this branch.
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5.4 Business Line

A business Line, indicates the insurance type; typically Life vs Non-Life. It is used in all the entities depicted
below with which it has a 1-N relationship.

Note: In some of these entities it may not be editable (e.g. in policy it is inherited from Product and cannot be

modified).

Production Figure I —“II
Market Share I

Business Line

Branch II

=N

g |

54.1 Attributes of a Business Line

eld De ptio
Tab "Header"
Owner Owner Id
Status Status of the Business Line
Tab "General"

Section "General"

Name The name of the custom entity.
Status Status of the Business Line
Bl ID Indication of the business line code in a backend system (e.g. Bl,

ERP...)
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5.5 Country

ISO2 code and names of all countries. Country is used in many entities where address or places must be

specified (such as party, lead, intermediary, policy...).
Lead I I Risk Objects I I
P Intermediary II

=

55.1 Attributes of a Country

eld De ptio
Tab "Header"

Status Status of the Country

Owner Owner Id

Tab "General"

Section "General"

Name The name of the custom entity.

Code Telebib Telebib Code for Country from List 519B
Code ISO International country 1ISO2 code.
Sovereignty

Type

SubType

ITU-T Telephone code

Formal Name

Capital

ISO 3166-3 Letter Code

ISO 4217 Currency Name

ISO 4217 Currency Code

IANA Country Code TLD

Description

TRAV-MANUAL.docx 93/155



REALDOLMEN

to get there, together

5.6 District

District is renamed from standard Territory entity. It represents sales regions, and is typically used for territory
segmentation of your intermediaries. It can be used in production figures, and is specific per business line.
Also a district can be divided in sub-districts.

District District Production Figures

5.6.1 Attributes of a District

Tab "General"

Section "Territory Information”

District Name Name of the territory.
BI_ID Indication of the district code in a backend system (e.g. Bl, ERP...)
District Manager Unique identifier of the manager of the territory.

Indication of the business line to which the district belongs (typically

Business Line Life or Non-Life)

Parent District Indication of parent district.

Section "Description”

Description Description of the territory.
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The Event entity is a custom activity entity. It indicates an event on any entity (e.g. policy status change,
birthday of a party...). An event is typically created automatically by CRM.

Field Description

Tab "Header"
Priority Priority of the activity.
Due Date Scheduled end time of the activity.

Activity Status

Status of the activity.

Owner

Unique identifier of the user or team who owns the activity.

Tab "General"

Section "General"

Subject Subject associated with the activity.

Event Type 2&?8: 33; erﬁ;c;atgt?] ;r;; type of event (e.g. Information, Call to
Priority Priority of the activity.

Regarding Unique identifier of the object with which the activity is associated.
Customers Customer with which the activity is associated.

Owner Unique identifier of the user or team who owns the activity.

Section "Dates"

Start Date

Scheduled start time of the activity.

Actual Start

Actual start time of the activity.

Actual End

Actual end time of the activity.

Actual Duration

Actual duration of the activity in minutes.

Due Date

Scheduled end time of the activity.

Section "Description”

Description

Description of the activity.

Section "Notes"

Notes

Notes pane.

Each time a policy is created in the system, activated, suspended or put in cancelling status, an event record
is created by the system in the background and can be viewed from the policy Timeline tab.
Also Events can be created manually on any other entity, such as party (e.g. birthday alert...), intermediary...
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5.8 Insurer

An insurer represents the insurance company undertaking to pay compensation in an insurance agreement.
This refers to the standard CRM entity Competitor.
As an insurance company here is where you will store your competitors, and you will use this in a market
shares to indicate which part of the intermediary portfolio is hold from which of your competitors.

Product

5.8.1 Attributes of an Insurer

Market Share II

Field Description
Tab "General"
Insurer Name _Type the_company or business name used to identify the competitor
in data views and related records.
Insurer Number Type the insurer number.
Legal Status Select insurer legal status.
VAT Number Type the VAT number.
Section "Communication"
Main Phone Type the main phone number associated with the primary address.
Other Phone Type a second phone number associated with the primary address.
Email Type the email associated with the primary address.
Website Type the website URL for the competitor.
Fax Type the fax number associated with the primary address.
Section "Address"
Street 1 Type the first line of the primary address.
Street 2 Type the second line of the primary address.
Street 3 Type the third line of the primary address.
ZIP/Postal Code Type the ZIP Code or postal code for the primary address.
City Type the city for the primary address.
Country Type the country for the primary address.
Section "Posts | Notes"
Posts Posts pane.
Notes Notes pane.
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5.9 Intermediary

An intermediary is typically a company, undertaking to sell the insurance product of one (typically a agent) or
many (typically an broker) insurance companies, which is reflected in the agreements it has signed with the
insurance company.

It can have many bank accounts, for example one to allow him to receive commission payments, one for claim
reimbursement fees...

An intermediary can of course sell one or more policies, make one or more offers and be implicated in one or
more opportunities.

It can also have one or many contact persons working for it. Refer to the Party of type intermediary contact for
more details on this.

You can track per year the top competitors per intermediary, and identify which portion of the intermediary
portfolio is owned by you or your competitors. You can do this by creating many market share records per
year and per competitor (i.e. insurer).

The production figures are used tracking figures related to your intermediary such as number and amount of
lost polices, of new ones per year, per quarter...

Bank Account II
Market Share I

Production Figure

Agreement II
Policy II
0 .

Intermediary
II
Party II pportunity II
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Field Description

Tab “Header”

Intermediary Type Indication of intermediary role towards insurer (e.g. agent,
broker...).

Intermediary Status Indication of intermediary's status.

Segment Indication of the intermediary's classification (e.g. gold, silver...).

Indication of the user or team who is assigned to manage the
Owner record. This field is updated every time the record is assigned to a
different user.

Tab “General”

Section “INTERMEDIARY”

Intermediary Name Type the company or business name.

Indication of intermediary role towards insurer (e.g. agent,
broker...).

Type a unigue identification for a company in the insurance market
(e.g. FSMA number in Belgium...).

Intermediary Type

Company Code

Intermediary Level Classification of the intermediary

Section “CONTACT INFORMATION”

Email Type the primary email address for the account.

Main Phone Type the main phone number for this account.

Mobile Phone Type a third phone number for this account.

Fax Type the fax number for the account.

Contact Method Select the preferred method of contact.

Language Select language for this intermediary (e.g. French, Dutch...).

Section “ADDRESS”

Street Type the first line of the primary address.

Postal Code Type the ZIP Code or postal code for the primary.
City Type the city for the primary.

Country Search and select the country.

Section “Production figures”
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Field Description

New by Business Line Graph based on inline visualization
Policies by Business Line Graph based on inline visualization
Portfolio Retention Graph based on inline visualization

Premiums vs Claims by Graph based on inline visualization
Business Line

Tab "Structure"

Section “Employees”

List of the people working for this intermediary. Color formatting is set in the parameter of Single
View Builder — Grid View

Section “Agreements”

List of the agreements in place for this intermediary. Color formatting is set in the parameter of
Single View Builder — Grid View

Section "Structure"

Tree View showing the hierarchical structure of this intermediary group. Clicking on one of the sub
intermediaries will show the employees and agreements in the linked grid view of this sub
intermediary.

Tab "Details"

Section “Intermediary Informations”

Intermediary Status Select the account's status.

Choose the parent account associated with this account to show
parent and child businesses in reporting and analytics.

Type a unique identification for a company submitted to VAT
regulations.

Search and select the legal status of a company (e.g. Limited
liability company, nonprofit company...).
Search and select the intermediary classification (e.g. gold,

Parent Account

VAT Number

Legal Status

Segment

silver...).
Choose the sales region or territory for the account to make sure
District the account is assigned to the correct representative and for use in
segmentation and analysis.
Score Type the marketing or sales score for this intermediary.

Type the number of employees that work at the account for use in

No. of Employees marketing segmentation and demographic analysis.

Section "Market Shares"

List of and pie chart displaying market share records related to this intermediary. First grid gives
the numbers representing the market share — below is a pie chart so you can see the actual
partition of the market share.
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Field Description

Section “Agreements"

List of agreements for this intermediary.

Section "Bank Accounts"

List of bank accounts for this intermediary.

Tab "TimeLine"

Gives an overview of overall activities on this intermediary (phone calls, e-mails, appointments and
events). Here you can sort the activities via the menu. You can zoom in & out, refresh, go back in
time, to the actual time and go forward in time.

Tab "Visit Reports"

Section "Last 12 months"

Displays the visit reports grouped by:
- Open

- Waiting for approval

- Rejected

- Completed

Section " Visit Report timeline "

Gives all the visit reports in a timeline. You can double click on an item to open a visit report

Section "Discussion points and events"

Here you can add extra discussion points. These points are automatically added to the next visit
report topics.

Tab "Financials"

Section "Production Evolution”

Displays charts:
- The amount of new polices per year
- Per year the proportion of each business line in the portfolio

Section "Portfolio Retention"

Displays charts:
- The number of won vs lost policies per business line.
- Per year the portfolio retention i.e. count of existing policies vs new ones, vs ended vs forecasted.

Section "Claims vs Premiums"

Displays charts:
- Amount of premiums paid vs, amount of claims paid per business line
- Amount of premiums paid vs, amount of claims paid per year

Tab "Quality”
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Field Description

Section "Activated Quality Reports"

This is a list of all the activated quality reports. These quality reports are based upon a template
(settings — quality category)

Section "Drafts"

When creating a new quality report it will first appear in Draft version. After you have selected new
a new version will open with the quality report. You must refresh to see all the sliders representing

the criteria and questions for each section/topic to be evaluated. After you have filled in you will get
the report in Draft view. Re-open the draft version and make it active.

Section "Quality report"

Displays quality template radar charts:
- The displayed scoring is a total of all the quality reports that are active. Remark; the radar will not
be shown if one of the criteria/questions has not been filled in properly.

Tab "Geolocation"

Section structure of Intermediary

This is a tree view containing all the intermediaries linked to the selected intermediary. The tree
view is part of a broadcast subscribe feature. Clicking on an intermediary will show the information
in the other single views on the record.

Section Map

When selecting an intermediary you will get the selected intermediary and his customers on a map.
On the right you will get a list of all the related entities.

Section Single View

When selecting a customer on the map or the list, it will give the broadcast information of that
party. You will get an overview of all its policies, coverage, opportunities, quotes and you’ll be able
to directly create a new quote.

Tab "SalesPlanning"

Section Map

See all the intermediaries in a map by segment or classification.

Section Single View

You can select an intermediary on the map or the list, and then select them to add them to a sales
plan or clear them. Adding them to the sales plan will give a list of all the sales plans per day to
organize the sales visits.

Tab "Marketing"

Section “Contact Information”

Choose the primary contact for the account to provide quick access

Primary Contact to contact details.
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Field Description

Main Phone Type the main phone number for this account.

Mobile Phone Type a third phone number for this account.

Other Phone Type a second phone number for this account.

Email Type the primary email address for the account.
Email 2 Type the secondary email address for the account.
Email 3 Type an alternate email address for the account.

Section “Contact Preferences

Contact Method Select the preferred method of contact.

Select whether the account allows bulk email sent through
campaigns. If Do Not Allow is selected, the account can be added
to marketing lists, but is excluded from email.

Select whether the account allows direct email sent from Microsoft
Dynamics CRM.

Select whether the account allows direct mail. If Do Not Allow is
selected, the account will be excluded from letter activities
distributed in marketing campaigns.

Select whether the account allows phone calls. If Do Not Allow is

selected, the account will be excluded from phone call activities
distributed in marketing campaigns.

Do not allow Bulk Emails

Do not allow Emails

Do not allow Mails

Do not allow Phone Calls

Preferred Time Select the preferred time of day for service appointments.

Section “Marketing”

Shows the lead that the account was created from if the account
was created by converting a lead in Microsoft Dynamics CRM. This
is used to relate the account to data on the originating lead for use
in reporting and analytics.

Select whether the account accepts marketing materials, such as
brochures or catalogs.

Shows the date when the account was last included in a marketing
campaign or quick campaign.

Originating Lead

Send Marketing Materials

Last Date Included in

Campaign

Section "Marketing Lists"

List of active marketing lists where this intermediary is included.

Tab "SOCIAL PANE"

Posts Posts pane.
Activities Activities pane.
Notes Notes pane.
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5.10 Intermediary Type

This is an intermediary attribute, that indicates the intermediary role towards insurer (e.g. agent,
broker...).

Intermediary Type Intermediary

5.10.1 Attributes of an Intermediary Type

eld De ptio
Tab "Header"
Status Status of the Intermediary Type.
Owner Owner Id.
Tab “General”
Section “General’
Name The name of the custom entity.
BI_ID Type internal (back-end) identification of intermediary type.
Description Type free text for more details.
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5.11 Item Brand

This is an attribute of a risk object of type other, and indicates the brand of any object other than vehicle
(e.g. HP, Nespresso...)

Iltem Brand Risk Object

5.11.1 Attributes of an Item Brand

eld De ptio
Tab "Header"
Status Status of the Item Brand.
Owner Owner Id.

Tab “General”

Section “General’

Name (Vehicle Brand) The name of the custom entity.

Description Type free text for more details.
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5.12 Item Type

This is an attribute of a risk object of type other, and indicates the type of any object other than vehicle
(e.g. personal computer, coffee machine, jewel...).

Iltem Type Risk Object

5.12.1 Attributes of an Item Type

eld De ptlo
Tab "Header"
Status Status of the Item Type.
Owner Owner Id.

Tab “General”
Section “General’

Name (Property Type) The name of the custom entity.
Code Type a unique code.
Description Type free text for more details.
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5.13 Model (Vehicle)

This is an attribute of a risk object of type other, and indicates the type of any object other than vehicle
(e.g. personal computer, coffee machine, jewel...).

Iltem Type Risk Object

5.13.1 Attributes of an Item Type

eld De ptlo
Tab "Header"
Status Status of the Item Type.
Owner Owner Id.
Tab “General”
Section “General’
Vehicle Brand Choose the brand of the vehicle
Vehicle Model Choose the model of the brand of the vehicle
Description Type free text for more details.
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5.14 Social Status

This is a party attribute that indicates the social status of a party (e.g. contractual, active associate, ...).

Party

5.14.1 Attributes of a Social Status

eld De ptIo
Tab "Header"
Status Status of the Job.
Owner Owner Id.
Tab “General”
Section “General”
Name The name of the custom entity.
Code Type a unique code.
Description Type free text for more details.
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5.15 Job

This is a party attribute that indicates the job of a party (e.g. artist, architect, teacher...).

Party

5.15.1 Attributes of a Job

eld De ptlo
Tab "Header"
Status Status of the Job.
Owner Owner Id.

Tab “General”

Section “General”

Name The name of the custom entity.
Code Type a unique code.
Description Type free text for more details.
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5.16 KYC

The KYC (Know your customer) entity is used to record and archive the investor profile of the parties.

=N

Field | Description
Tab “General”

Section “General”

Party

5.16.1 Attributes of a KYC

Name Name of the KYC record. As best practice choose the most explicit and
unique name (by example, Party — Created On)

Party Reference to the Party of the KYC record.

Owner Reference to the user owning the KYC record.

Created On Creation date of the KYC record.

Section “Results”

Investor Profile Define the investor profile of the party : Income Preservation,
Conservative, Balanced, Dynamic.

Investment Define the investment experience level of the party : Retail, Sophisticated,

Experience Expert.

Investment Define the investment knowledge level of the party : Retail, Sophisticated,

Knowledge Expert.

Risk Tolerance Define the risk tolerance level of the party : Low Risk, Moderate-Low Risk,
Moderate Risk, High Risk.

Reference Define the reference currency of the party : euro, US dollar,...

Currency

Section “Notes”

Note Text ‘ Activities and Notes pane

5.16.2 Feature Detalils

When a new KYC record is saved, automatically a workflow update the KYC information on the Party form.
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5.17 Lead

A lead is a prospect or potential sales opportunity that you can capture during an event (e.g. webinar,
workshop...) or from your website. When you identify what insurance product specifically a lead may be
interested in, you can qualify it into an opportunity and a party if this interest comes from an existing party. If
you cannot contact the lead, or learn that it is not interested anymore, you will have to disqualify it.

Standard CRM allows you to qualify many times the same lead into an opportunity and/or Party, therefore the
N-N relation depicted below. Indeed a lead that you thought as lost, might come back and show real interest
on a product, therefore you can re-open the lost lead and qualify it into a new opportunity.

In our insurance solution you can also have an intermediary as a lead. This enables the possibility to do a
follow up of potential new partners/intermediaries. There is no link to the further process as creating an
opportunity for gaining an intermediary would lead to confusion into your pipeline.

Note: This implies that you should look for an existing leads (active or closed) before creating a new one,
which is strongly advised in order to avoid polluting your CRM with redundant data.

Opportunity

5.17.1 Attributes of a Lead

Field Description
Tab “Header”

Select the primary marketing source that prompted the lead to
Lead Source contact you.

Select a rating value to indicate the lead's potential to become a

Rating customer.

Select the lead's status.
Status

Enter the user or team who is assigned to manage the record. This
Owner field is updated every time the record is assigned to a different user.

Tab "Summary"
Section "CONTACT"

Choose between a party or an intermediary. If the lead is a party

Lead Type you will get an extra field
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Field Description

Party Type

This field only appear if the lead type equals “Party”. Choose
between an individual and a company

Intermediary

Select the intermediary you want to link to this lead.

Type a subject or descriptive name, such as the expected order,

Topic company name, or marketing source list, to identify the lead.

Type the first name of the primary contact for the lead to make sure
First Name the prospect is addressed correctly in sales calls, email, and

marketing campaigns.

Type the last name of the primary contact for the lead to make sure
Last Name the prospect is addressed correctly in sales calls, email, and

marketing campaigns.

Type the job title of the primary contact for this lead to make sure
Job Title the prospect is addressed correctly in sales calls, email, and

marketing campaigns.

Business Phone

Type the work phone number for the primary contact for the lead.

Mobile Phone Type the mobile phone number for the primary contact for the lead.
Email Type the primary email address for the lead.
Website Type the website URL for the company associated with this lead.

Section "ADDRESS"

Street Type the first line of the primary address.

Post Code Type the ZIP Code or postal code for the primary address.
City Type the city for the primary address.

Country Search and select the country.

Country/Region

Type the country or region for the primary address.

Section "SOCIAL PANE"

Posts Posts pane.
Activities Activities pane.
Notes Notes pane.

Section "MARKETING INFORMATION"
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4

Field Description

Select the primary marketing source that prompted the lead to

Lead Source
contact you.

Choose the campaign that the lead was generated from to track the
Source Campaign effectiveness of marketing campaigns and identify communications
received by the lead.

Select whether the lead accepts marketing materials, such as
Marketing Material brochures or catalogs. Leads that opt out can be excluded from
marketing initiatives.

Shows the date when the lead was last included in a marketing

Last Campaign Date . ; ;
campaign or quick campaign.

Section "CONTACT METHOD"

Preferred Select the preferred method of contact.

Select whether the lead allows direct email sent from Microsoft

Email Dynamics CRM.

Select whether the lead accepts bulk email sent through marketing
Bulk Email campaigns or quick campaigns. If Do Not Allow is selected, the lead
can be added to marketing lists, but will be excluded from the email.

Phone Select whether the lead allows phone calls.

Mail Select whether the lead allows direct mail.

After the creation of a Lead, it is possible to qualify it into an opportunity or disqualify it (i.e. deactivate the
lead). This is not possible when the lead is of a type “intermediary”.
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5.18 Legal Status

This is an attribute of Party of type company and Intermediary indicating the legal status of a company (e.g.
Limited liability company, nonprofit company...).

Intermediary

Legal Status

5.18.1 Attributes of a Legal Status

eld PDe DLIO
Tab "Header"
Status Status of the Legal Status.
Owner Owner Id.

Tab “General”

Section “General’

Legal Status

The name of the custom entit+A514:B515y.

Code Type unique code.
Description Type free text for more details.
Country For which country is this legal status
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5.19 Mandate

Mandate exists within an agreement between an insurer company and an intermediary, designates the terms
and obligations of the intermediary in executing the mission provided by the insurer.

Mandate

Agreement Mandate Type

5.19.1 Attributes of a Mandate

Field Description
Tab "Header"
Name The name of the custom entity.
Owner Owner Id.
Tab “General”

Section “General”

Mandate Type Indication of the type of mandate (e.g. placement mandate...).

Agreement Agreement to which Mandate is linked.

Mandate Number Indication of the mandate number in a backend system (e.g. BI,
ERP...).

Valid From Mandate validity start date.

Valid To Mandate validity end date.

Section "Description”

Description Free text for more details.

Section "Notes"

Activities Activities pane.

Notes Notes pane.

5.19.2 Feature details

On creation of a mandate record, the mandate name Is calculated as the concatenation of fields Agreement
and Mandate Type. Mandate name is also recalculated when one of these two fields changes.
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5.20 Mandate Type

This is an attribute of Mandate, and indicates the type of mandate (e.g. placement mandate...)

Mandate Type

5.20.1 Attributes of a Mandate Type

eld De ptIo
Tab "Header"
Status Status of the Mandate Type.
Owner Owner Id.

Tab “General”

Section “General’

Mandate Type The name of the custom entity.
BI_ID Type internal (back-end) identification of intermediary type.
Description Type free text for more details.
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5.21 Market Share

Market share is used to track the portfolio share of an intermediary among several insurer companies.

Insurer Market Sahre Intermediary

Business Line

5.21.1 Attributes of a Market Share

eld De ptio
Tab "Header"

Name The name of the custom entity.
Status Status of the Market Share.

Owner Owner Id.

Tab “General”

Section "General"

Intermediary Indication of intermediary.

Insurer Indication of insurer.

Date Indipation of d_atg when_the Market Share survey was completed
(typically year is interesting).

Year Indication of year or which this market share info is valid.

Section "Section"

Business Line Indication of insurance type typically Life vs Non-Life.

Indication of insurance classification (e.g. car, home, civil

Branch liability...).
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Field Description

Indication of total amount of policies that this intermediary sells for

Amount -
this insurer.

Count Indication of number of policies that this intermediary sells for this
insurer.

Percentage Indu;atlon of percentage of policies that this intermediary sells for
this insurer.

Section "Notes"

Activities Activities pane.

Notes Notes pane.

5.21.2 Feature details

On creation of a market share record, the market share name Is calculated as the concatenation of fields
Intermediary, Branch, Business Line and Insurer. Market share name is also recalculated when one of these
fields changes.

Though fields Percentage, Count and Amount are optional, it is required that at least one of them is filled, in
order to save a Market share record.
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5.22 Opportunity

An opportunity, is a potential revenue-generating event, or sale to a party, on a specific product. You have the
choice between creating an opportunity from scratch or by converting a lead (of type party) into an opportunity,
once you know what insurance product may interest the party.

An opportunity can lead to simulations in your back-end systems, and end-up in the creation of a quote.
Standard CRM allows to create many quotes for the same opportunity. However the process we recommend
is to convert the opportunity into one quote, after which you can of course revise the quote and make many
offers until you can reach an agreement which will lead to a policy.

Also note that standard CRM allows to track many competitors on who you win or against who you lose an
opportunity.

Product

Party Opportunity

Intermediary

5.22.1 Attributes of an Opportunity

Field Description
Header
Est. Close date The date on which it is supposed the opportunity will be closed
Potential Premium The potential yearly premium that is likely to be in place
Status The status of the opportunity being in progress or on hold
Owner Who is owning the opportunity

Tab "Summary"

Section "Opportunity Information”

Tobic Type a subject or descriptive name, such as the expected order or
P company name, for the opportunity.

Opportunity Type Search arjd select the opportunity nature (e.g. request, simulation,
intermediary...)
Select the customer account or contact to provide a quick link to

Potential Customer additional customer details, such as address, phone number,
activities, and orders.

Intermediary Search and select the potential intermediary for this opportunity.
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Field Description

Type a value between 0 and 1,000,000,000,000 to indicate the
lead's potential available budget.

Type the actual revenue amount for the opportunity for reporting
Potential Premium and analysis of estimated versus actual sales. Field defaults to the
Est. Revenue value when an opportunity is won.

Asset Value

Section "Opportunity Details'

Type additional information to describe the opportunity, such as

Description possible products to sell or past purchases from the customer.

Section "Product Details"

Product Select the insurance product that is (most likely) to be offered
This grid will be accessible from the moment the opportunity is
Sub grid for Quote saved. Here you can create a quote via the “+”using the information

from the opportunity. This will open a hew quote window.

Section "Notes Pane"

Posts Posts pane.
Activities Activities pane.
Notes Notes pane.

Section "Business Process Flow!

Here the fields are presented to qualify the opportunity. The
Qualify business process flow depends on the process that is set. You can
edit the process flow to your needs.

This second stage of the business process flow gives more details
on the needs and intermediary.

Third step in the business process flow is for the closure of the
opportunity. Typically this is at the end of the sales process.

Develop

Close

Once an opportunity has been created, it can either be closed as won or closed as lost (standard CRM feature).
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5.23 Party

A party represents either the final customer or a contact person working at an intermediary. A final customer
being potentially an individual, a company or a multiple party (typically a family) while a contact person is
typically an employee or business owner working at the intermediary.

The final customer type of party, can be owner of one or many risk objects, it can receive quittances, play
different roles in a policy or quote (e.g. policy holder, insured or beneficiary), it can have one or many bank
accounts, KYC survey results related to it, or be the potential policy holder in an opportunity, or the main policy
holder in a quote or policy.

The intermediary contact type of Party, will typically be related to one or many agreements where he/she is

the contact person on the intermediary side for that specific agreement.
Party Role II

Bank Account

5.23.1 Attributes of a Party

eld De ptIo
Tab "Header"
Party Status Statu_s of party. Choose between suspect, prospect, effective,
Inactive
Segmentation Indicates the party classification (e.g. A, B, C...)
Owner Owner of party.

Tab “General”
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Field Description

Section "PARTY"
Select between Individual, Multiple, Company or Intermediary
T Contact. This selection is done when choosing which type of party
ype X .
the user wants to create while selecting new.
Section "INDIVIDUAL"
E Combines and shows the contact's first and last names so that the
ull Name . RS
full name can be displayed in views and reports.
Section “COMPANY”
Type the contact's last name to make sure the contact is addressed
Company Name . ; . )
correctly in sales calls, email, and marketing campaigns.
Legal Status $eqr_ch and select the I(_agal status of a company (e.g. Limited
liability company, nonprofit company...).
Accounting Number Typically a unique id_entification for a party of type company (e.g.
VAT number, enterprise number...).
Typically a unique identification for a party of type compan
VAT Number szgmittgd to VA% regulations. Par P Pa
Website Type the contact's professional or personal website or blog URL.
Section “MULTIPLE”
Name | Type the name identifying the multiple party (e.g. Smith Family).
Section “CONTACT INFORMATION”
Language Select the language code.
Email Type the primary email address for the contact.
Mobile Phone Type the mobile phone number for the contact.
Main Phone Type the main phone number for this contact.
Fax Type the fax number for the contact.
Ef,:f;gfd Method of Select the preferred method of contact.
Section “CONTACT INFORMATION”
Email Type the primary email address for the contact.
Mobile Phone Type the mobile phone number for the contact.
Main Phone Type the main phone number for this contact.
Fax Type the fax number for the contact.
Preferred Method of Select the preferred method of contact.
Contact
Language Select the language code.
Section “ADDRESS”
Street Type the first line of the primary address.
Postal Code Type the ZIP Code or postal code for the primary address.
City Type the city for the primary address.
Country Search and select the country.
Section “SOCIAL PANE"
Posts Posts pane.
Activities Activities pane.
Notes Notes pane.
Middle section “INSURANCE" See below
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Field Description

Tab "Relationships"

This tab gives an insight of relationships between the current party and other contacts stored in
CRM without leaving the form.

The left side display parties connected to the current party, grouped by affinity: family, social, or
business. The behavior of this part is similar to the behavior of the Summary part: when one of the
related party is selected, you can get information on his policy portfolio, coverage, quotes, and
alerts. This is the broadcast — subscribe functionality of Single View Builder, part of Travi@ta CRM
for Insurance.

Tab "Details"

Section "CIVIL STATUS"

Salutation Contains contact salutation (e.g. Mr, Mrs...)
Select the marital status of the contact for reference in follow-up
phone calls and other communications.

Marital Status

Use Name The usual name of this contact

Type the name of the contact's spouse or partner for reference
during calls, events, or other communications with the contact.
Birth name Typically the maiden name for a female party.

First Names Contains all first names of this party

Section "EMPLOYMENT STATUS"

Search and select the professional position of a party in the society
(e.g. no profession, worker, employee...)

Job Search and select the job of a party (e.g. artist, architect, teacher...)

. Type the job title of the contact to make sure the contact is
Job Title ) . . )
addressed correctly in sales calls, email, and marketing campaigns.

Select the contact's highest level of education for use in
segmentation and analysis.

Section "IDENTITY DOCUMENT"
Select the type of identity document (e.g. Passport, Driving

Spouse/Partner Name

Social Status

Education

ID Type license...)

ID Number Type the identity document number.

ID Delivering Date Enter date when the identity document was delivered.

ID Delivery Place Type the place where the identity document was delivered.

Type the name of the authority (typically a municipality) that has
delivered the identity document.
ID Expiration Date Enter date when the identity document will expire.

Section "BIRTH"

ID Delivering Authority

Enter the contact's birthday for use in customer gift programs or
other communications.

Select the age group into which the party fits (e.g. below 18, above
65...)

Enter the date of the contact's wedding or service anniversary for
use in customer gift programs or other communications.

Birthday

Age Category

Anniversary

Birth City Type the city where party is born

Birth Country Search and select the country where party is born

Section "Nationality"

Nationality | Select the country corresponding to the nationality of the party.
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Field Description

Tax Resident Check this box if the party pays taxes in the country where he/she

lives.
Section "SEGMENTATION"
Segmentation Select the party classification (e.g. A, B, C...)
Income Source What is the main income source for this contact (salary)
Monthly income What is the amount of income per month

Type the contact's annual income for use in profiling and financial
Annual Income

analysis.
Section "KYC"
Investment Experience Select the investment experience level of the party (e.g. expert)
Investment Knowledge Select the investment knowledge level of the party (e.g. expert)
Investor Profile Select the investment behavior (e.g. conservative, dynamic...)

Select the reference currency for the party (e.g. an American citizen
living in Belgium, may have USD as reference currency i.0. EUR)
Select the level of risk that party is willing to take in investment (e.g.
low, high...)

Ref. Currency

Risk Tolerance

Section "KYC creation"

Create the different profiles for the contact. Give the profile a name,
link the party and owner. The created on will automatically be filled
when saved. Under results indicate the Investor Profile (Income
preservation, conservative, balanced, dynamic); investment
KYC creations experience (retail, sophisticated, expert); investment knowledge
((retail, sophisticated, expert): risk tolerance (low risk, moderate low
risk, moderate risk, high risk) and select the currency. You can add
notes and activities to the profile.

Section "PERSONAL NOTES"

Type additional information to describe the contact, such as an

Description excerpt from the company's website.

Tab "Timeline"

On the timeline you can see all the related time information. You can select the type of information.
The first selection gives an overview of all the events (custom activities representing life and policy
events) and appointments. The second selection (flag) represents all policy and party events. This
tab is made out of two 2 major components. The bottom one, depicting the client journey (when
policies were created for this party, when it’s his/her birthday...), and the top one, depicting the
contacts that the insurance company has with him/her through time (phone calls, emails,
appointments...). The third selection are the appointments and the fourth the phone calls.

Tab "Financials"

Section "Invoicing Address"

Street 1 This is the street name of the invoice address

Street 2 This is the second street name of the invoice address

Street 3 Type the third line of the street address

Postal (Zip) Code Type the ZIP Code or postal code for the secondary address.
City Type the city for the address.

Country Select the country
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Field Description
Section "Quotes"

List of quotes related to this Party

Section "Policy Financials"

* Policy Pipeline : this pipeline shows the policy status. It’'s possible to display different charts
(policy by channel, by manager, by activation year....)

* Premium history by year : the bar chart shows the premium evolution by year. It’s possible to
display different charts (by product and year, by year, by business line...)

* Current Year Quittances : this chart shows the payment status of the active policies. The default
view shows the current year quittances.

» Payment Mode : a pie chart presents the chosen payment mode. It’s possible to display different
charts (payment frequency, payment perception)

Tab "Marketing"

Section "Party Informations™"

Select the salutation where you can choose from different

Salutation
languages
Language Choose the appropriate language
Gender Select the contact's gender to make sure the contact is addressed

correctly in sales calls, email, and marketing campaigns.

Select the marital status of the contact for reference in follow-up

Marital Status phone calls and other communications.

Type the name of the contact's spouse or partner for reference

Spouse/Partner Name during calls, events, or other communications with the contact.

Type the names of the contact's children for reference in

Children's Names o .
communications and client programs.

Type the number of children the contact has for reference in follow-

No. of Children L
up phone calls and other communications.

Enter the date of the contact's wedding or service anniversary for

Anniversar . . L
y use in customer gift programs or other communications.

Section "Scoring"

Type the level of party implication in marketing initiatives (e.g.

Marketing Score participation to events, to surveys...)

Type the level of party implication in sales initiatives (e.g. signed

Sales Score offers...)

Section "Contact Informations"

Main Phone Type the main phone number

Mobile Phone Type the mobile phone number for this contact.
Home Phone Type a second phone number for this contact.
Email Address 1 Type the main email address for the contact.

Email Address 2 Type an alternate email address for the contact.
Email Address 3 Type the secondary email address for the contact.
Section "Contact Preferences"

Contact Method Select the preferred method of contact for this party.

TRAV-MANUAL.docx 124/155



-

" REALDOLMEN

to get there, together

Field Description

Select the allowance of sending bulk emails to this party. Select
whether the contact accepts bulk email sent through marketing

Bulk Emails campaigns or quick campaigns. If Do Not Allow is selected, the
contact can be added to marketing lists, but will be excluded from
the email.

Select whether the contact allows direct mail. If Do Not Allow is

Emails selected, the contact will be excluded from letter activities

distributed in marketing campaigns.

Select whether the contact allows direct letters. If Do Not Allow is
Mails selected, the contact will be excluded from letter activities
distributed in marketing campaigns.

Select whether the contact accepts phone calls. If Do Not Allow is

Phone Calls selected, the contact will be excluded from any phone call activities
distributed in marketing campaigns.
Preferred Time Select the preferred time of day for service appointments.

Section "Marketing"

Shows the lead that the contact was created if the contact was
created by converting a lead in Microsoft Dynamics CRM. This is
used to relate the contact to the data on the originating lead for use
in reporting and analytics.

Last Date Included in Shows the date when the contact was last included in a marketing

Originating Lead

Campaign campaign or quick campaign.
Select whether the contact accepts marketing materials, such as
Send Marketing Materials brochures or catalogs. Contacts that opt out can be excluded from

marketing initiatives.

Section "Marketing List"
List of active marketing lists where this intermediary is included.

From a Party it is possible to create a new individual, new company, new multiple or a new intermediary
Contact type party. Depending on the chosen option, the fields displayed on the form will differ.
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5.24 Party Role

Party role indicates the role that a party plays in a specific policy (e.g. policy holder, insured or beneficiary).
You will typically create party roles from an existing Policy.

5.24.1 Attributes of a Party Role

Field Description
Tab "Header"
Name The name of the custom entity.
Owner Owner Id.
Status Status of the Party Role.
Tab “General”

Section "Contact"

Contact Indicates the party that plays a role in this policy.
Name The name of the custom entity.

Indication of the role that a party plays in a specific policy (e.g. policy
Party Role X e

holder, insured or beneficiary).
Policy Indicates the policy, in which the party plays this particular role.
Policy Version Make a reference to the policy version which is linked to the policy.
Description Free text for more details.
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5.25 Payment

A payment is used in a quittance, to track full or partial payments received for this quittance. You will typically
find and create payments from a Quittance. Will typically create quittances from an existing Policy.

Quittance Payment Type

5.25.1 Attributes of a Payment
Field Description

Tab "Header"
Name The name of the custom entity.
Owner Owner Id.
Status Status of the Payment.
Tab “General”
Section “General’
Payment Type Indication of the type of payment (e.g. cheque, domiciliation...).
Policy The policy for which the payment is done
Quittance Refers to the quittance to which the payment is linked.
Payment Amount Indicates the paid amount.
Payment Date Date when payment was received.
Section "Description”
Description Free text for more details.
Section "Notes"
Activities Activities pane.
Notes Notes pane.

5.25.2 Feature Details

When a payment record is created or updated, the quittance record to each it is related, is updated
automatically by the system. Indeed fields amount paid and amount remaining, are updated accordingly in the
related quittance.

Also the quittance status reason may change accordingly, i.e. quittance Status Reason becomes Paid when

amount paid equals the quittance amount, quittance Status Reason remains Partially as long as amount paid
is less than the quittance amount,
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5.26 Payment Term

This is an attribute of payment and indicates the payment condition (e.g. net 30, discount terms...)

Payment Term Agreement

5.26.1 Attributes of a Payment Term

eld De ptIo
Tab "Header"
Status Status of the Payment Term.
Owner Owner Id.

Tab “General”

Section “General’

Payment Term The name of the custom entity.

Description Type free text for more details.
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5.27 Payment Type

This is an attribute of payment and indicates the type of payment (e.g. cheque, domiciliation...).

Payment Type Payment

5.27.1 Attributes of a Payment Type

eld De olife
Tab "Header"
Status Status of the Payment Type.
Owner Owner Id.

Tab “General”

Section “General’

Name The name of the custom entity.
Payment Type Select the type of payment (e.g. cheque, domiciliation...).
Description Type free text for more details.
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5.28 Policy

A policy is an insurance contract between an insurance company and a party. The intermediary can be
involved as in between in the contract. Picture below gives an idea of the composition.

A policy can cover one or many risk objects, and the same risk object can be covered by many policies,
therefore the N-N relationship depicted below.

Many party roles can be concerned by the policy (e.g. policy holder, beneficiary or insured person). Policy
concerns always one single product and its related guarantees (at least the mandatory ones). You can also
create many quittances for a policy.

Party Role

Risk Object

=
=

5.28.1 Attributes of a Policy

Tab "Header"

Business Line

Shows product business line.

Status Reason

Shows status reason (e.g. active, suspended, cancelling, canceled)

Tab "Summary"

Section "POLICY INFORMATION"

Policy Type a descriptive name for the order.
Indication of the policy number in a backend system (e.g. BI,
BI_ID
- ERP...)
Select the customer account or contact to provide a quick link to
Policy Holder additional customer details, such as account information, activities,

and opportunities.

Customer Type

Indication of target group to which the product in this policy is
destined (e.g. particular, enterprise...)

Intermediary

Search and select the intermediary selling this policy.
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Field Description

Policy Manager Search and select the user responsible for this policy management.

Language Codification of language for this policy (e.g. French, Spanish...)

Section "IMPORTANT DATES"

Shows the date and time when the record was created. The date
Entry Date and time are displayed in the time zone selected in Microsoft
Dynamics CRM options.

Policy Activation Enter the date when the policy will be activated
Effective Date Enter the date when policy validity period starts.

End Date Enter the date when policy validity period terminates.
Notice Date Enter the date when policy enters the cancelling period.
Suspended To Enter the date when policy ends a suspension period.
Suspended From Enter the date when policy enters a suspension period.

Enter the date when policy becomes active again, after a

Reactivation Date . . .
suspension or temporary cancelling period.

Section "POLICY DETAILS"

Type the policy global fee that policy holder will have to pay on

Premium Yearly Fee )
yearly basis.

Product Search and select the insurance product.

Tiles show:

» Guarantees : it represents the risks covered by the policy. They are split info mandatory
guarantees and optional guarantees. After you have saved the record, you can add extra (optional)
guarantees from the product catalogue.

* Related Parties : there are 3 types of party relationships (holder, insured and beneficiary). After
you have saved the record, you can add extra parties in different roles (insured or beneficiary).

* Risk Object : this represents the item insured by the policy. There are 3 types of risk objects :
vehicle, building and other. Add a risk object (choose between property, vehicle or other)

Section "SOCIAL PANE"

Activities Activities pane.

Notes Notes pane.

Tab "Financial"
Section "FINANCE"
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Field Description

Choose the related quote so that order data and quote data are

Quote linked for reporting and analytics.

Premium Yearly Fee Type the policy global fee that policy holder will have to pay on

yearly basis.
Premium Type Select the Payment Type (e.qg. reflexive, purchase price...)
Payment Frequency Select the Payment frequency (e.g. annually, monthly...)
Bank Account Select the bank account from which the premium will be paid

Select the preferred payment channel of the policy holder or this

Payment Mode particular policy (e.g. offline, online...)

Select the right option to indicate whether payments are perceived

Payment Perception by broker or insurance company.

Select the preferred communication channel of the policy holder or

Channel this particular policy (e.g. paper, mail...)

Section "BILL TO ADDRESS"

Street 1 Type the first line of the customer's billing address.

Street 2 Type the second line of the customer's billing

Street 3 Type the third line of the billing address.

Postal Code Type the ZIP Code or postal code for the billing address.
City Type the city for the customer's billing address.

Country Type the country or region for the customer's billing address.

Section "QUITTANCE"
The list of the policy quittances : emission date, amount, paid amount...

Section "PAYMENTS"

A chart showing the paid / unpaid quittances by year

Tab "TimeLine"

Here you can view the major events of the policy lifecycle (creation, activation...).

Tab "VERSIONS"

Section "OVERVIEW"

Here you get a list of all the different versions for this policy. You get the version number, the policy
holder, the intermediary, the premium yearly, the effective date, end date and status reason

Section "GUARANTEES"

TRAV-MANUAL.docx 132/155



REALDOLMEN

to get there, together

Field Description

Mandatory See aII_ the mandatory guarantees that are linked to the product of
the policy

Mandatory NO (optional) ps)gl?cf;” the optional guarantees that are linked to the product of the

Section "RELATED PARTIES"

Policy holders See all the policy holders for this version of the policy

Insured See all the insured for this version of the policy

Beneficiary See all the beneficiaries for this version of the policy

Section "RISK OBJECTS"

Risk Object See the risk object for this version of the policy

5.28.2 Feature details

Following picture shows the different status reasons of a policy, and how it's possible to move from one to the
other. Status reasons in blue belong to the Active status, while the grey one, belongs to the final Inactive
status.

A A
B B Em B =

Draft status reason
When a new policy is created it is in a Draft status reason, and can be edited.

On creation of a policy, the mandatory guarantees related to the product, are automatically pre-filled on the
guarantees sub-grid, and a party role of type policy holder is automatically created based policy holder.
However, If you update the policy holder, the system will not automatically delete the old related party from
the policy. You can still remove it manually though.

On creation of a policy, and when the product changes, the svb color and icon fields are automatically updated
based on product icon and color.

Each time a policy is created in the system, activated, suspended or put in cancelling status, an event record
is created by the system in the background and can be viewed from the policy Timeline tab.

Button Activate Policy is available on the form, and you can only activate a policy, if effective date is filled.

Active status reason
Once you activate the policy, it becomes effective and cannot be edited anymore, except fields:

- Notice Date
- Suspended From
- Suspended To
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Buttons Suspend Policy and Terminate Policy are available on the form. In order to suspend a policy, you
must at specify a Suspended From Date that falls on or after the Effective Date, and in order to set it to
cancelling status reason, you'll need to fill in a Notice Date that falls on or after the Effective Date.

Suspended status reason
Once suspended, the policy is still non editable, except fields:

- Notice Date
- Suspended To

Buttons Activate Policy and Terminate Policy are available on the form. You can only reactivate a
suspended policy | you specify a Suspended To Date that is after the Suspended From Date. Also, you can
only set it to cancelling status reason if you fill in the Notice Date.

Cancelling status reason
Once in status cancelling, the policy is still non editable, except fields:
- End Date

Button Activate Policy is available on the form, and allows to reactivate the policy as long as you ill in the
Reactivation Date. However this button is only available for users with security roles System Admin or Sales
Manager.

Canceled status reason
There is no possibility for a user to deactivate a policy from CRM. This should be done via web-service call,
triggered by a back-end command to definitively terminate a policy.

After cancelling a policy definitively, policy has status Canceled with status reason Canceled and it cannot be
edited anymore. It is recommended that an end-date is filled when policy is deactivated.

reasons. In all transparency of the solution, we have kept the status reasons in the solution (as
can be seen with overviews and lists- although the intention is to work only with the status reasons
mentioned here above.

Q Remark: From the standard CRM functionality the solution gets a number of standard status
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5.29 Product

A product catalog is made of insurance products which are composed of one or many guarantees. As you can
see, the same product can also be referenced in many opportunities, quotes or policies.

In the product entity different views are available to help the user with selecting the right products. For
guarantees you can select a view with draft, or active guarantees. Insurance products are divided into active,
all, draft, retired insurance products. And you there are combination lists containing guaranties, families &
insurance products of which all, draft and retired lists are available.

Note: In CRM terms, a product and a guarantee are contained in the same entity Product.

Opportunity

Product

—,
=

5.29.1 Attributes of an Insurance Product

Tab "Product Details"

Section "General"

ID

Type a the product number.

Product Name

Type the product name.

Mandatory

For a guarantee, check this box if the guarantee is mandatory.

Business Line

Search and select the business line to which the product is related.

Branch

Search and select the branch to which the product is related.

Payment settings

Select the payment plan for this product

Intermediary

You can link a product to a certain intermediary
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Select the target group to which the product is designated (e.g.

Customer Type particular, enterprise...)

Section "Description"

Details Type free text for more detalils.

Description Type free text for a more extensive description.

Section "Guarantees"

Section is displayed in the form only if this is an insurance product, and shows the list of related
guarantees divided into a required (mandatory) and an optional section.

Section "Associated products"

In this section can at the moment of creation add guarantees to an insurance product.
Notice that it is not possible to add guarantees to an insurance product once the product is
published.

Section "Price List Iltems"
Section is displayed in the form only if this is a Guarantee.

Section "Details"

Here a number of standard obligatory fields of products are shown. The Unit group and default unit
are optional. The default price list is automatically created. If you want to change prices you can
open this price list and modify the prices of the associated products (guarantees: which are
calculated on the policy) here. The number of decimals and subject are standard fields.

Tab "Quotes"

The Quotes tab gives an overview of the product quote performance.
Tab "Policies”

The Policies tab is a report of the product policies.

Tab "Singleview Configuration"

Section "Color"

Select a color from the color palette or type the color code, to be

Color S . . |
used in single view configuration.

Section "lcon"

Select from the icon palette or type the icon path, to be used in

Icon . . ' /
single view configuration.

The creation of new products has been streamlined as much as possible to the standard product catalogue
functionality of Microsoft Dynamics. Once in the product entity you can select the creation of a family, guarantee or
bundle.

. Family is a feature to add hierarchical structure in your product (Hierarchically organize products and product
bundles into product families.) : the advantage is that you can copy properties/attributes to products of the same
family. In practice we see little use of this feature
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. Bundle: this is a kit/bundle of products. In our insurance solution we use this to be used as insurance products
as they are a bundling of different (mandatory and optional) guarantees.

. Guarantees uses the original products functionality of Dynamics. However in our solution we always work with
insurance products (or bundles).

It is recommended to create a unique guarantee per product. l.e. if you have a guarantee named Legal
Protection, you will need to create it as many times as you have products in which it is included. This will
allow you to specify the same guarantee as being mandatory in one product and optional in another
product.

Because products will be displayed in single views, giving each product a specific color and/or icon, will
allow you to quickly and visually understand what product we are talking about.

For example you can choose the house icon for property insurance, the car icon for the vehicle insurance,
to quickly guess rom the policy single view what type of products it covers.

Furthermore, you can see guarantees from a single view on the Product form. Therefore, you can choose
a dark color for mandatory guarantees and the same color but light for optional guarantees.

After having updated the product/guarantee icon and/or color, the old icon and color will still be displayed
in the single views where this product/guarantee is referenced, unless you click on the button Refresh
ISV Config from the product/guarantee form command bar.

When you’re ready to sell a product or bundle, publish it to make it available to the sales so they can
build quotes, policies or create opportunities for customers. By default, product records are created in a
draft state, and are available to your sales agents only after you publish it. For products that don’t have
a parent product family, you can create them directly in an active state using a system setting, so that
you don’t have to publish them after creation.
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5.30 Production Figure

Production figure is where you can store per intermediary, the won, lost and actual portfolio figures on a
yearly to monthly bases, provided by a backend system (such as Bl or ERP). In the event where an
insurance company works with backend systems the data on production figures and claims can be
imported into the production figures entity.

Intermediary

Branch

Production Figure

. Business Line
District

Segment

5.30.1 Attributes of a Production Figure

eld De ptio
Tab "Header"

Name The name of the custom entity.
Owner Owner Id.

Status Status of the Production Figure.

Tab "General"

Section "General"

Intermediary Indicates Intermediary to which this production figure is related.
Segment Indicates segment to which this production figure is related.
District Indication of the district to which the production figure is related.
Currency Unique identifier of the currency associated with the entity.

Indicates whether this production figure is an actual or forecast

Production Figure Type figure.

Business Line Indicates business line to which this production figure is related.
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Field Description

Branch

Indicates branch to which this production figure is related.

Date

Indicates date to which this production figure is related.

Section "Amount”

Amount Polices

Indication of total amount of policies.

Count Polices

Indicates total number of policies.

Amount New Polices

Indication of the amount of new policies.

Count New Polices

Indication of total number of new policies.

Amount Lost Polices

Indication of total amount of lost policies.

Count Lost Polices

Indication of the number of lost policies.

Amount Claims

Indication of the amount of claims.

Count Claims

Indication of the number of claims.
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5.31 Property Type

This is an attribute of a risk object of type property, and indicates the group to which the property belongs,
allowing to quickly get an idea of what it is about (e.g. building, land, residential caravan...).

Property Type Risk Objects

5.31.1 Attributes of a Property Type

eld De ptio
Tab "Header"
Status Status of the Property Type.
Owner Owner Id.
Tab “General”
Section “General’
Property Type The name of the custom entity.
Description Type free text for more details.
Code Type unique code.
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5.32 Quittance

A quittance is used in a policy, to issue payment orders for premium fees, and track paid and unpaid amounts.
You will typically create quittances from an existing Policy.

Quittance Payments II

5.32.1 Attributes of a Quittance

Field Description

Tab "Header"

Owner Owner Id.

Status Status of the Quittance.

Status Reason Reason for the status of the Quittance.

Tab “General”

Section “General’

Quittance Number Unique identifier of the quittance.
Name The name of the custom entity.
Indication of the quittance number in a backend system (e.g. Bl,

Bl_ID

- ERP...).
Policy Refers to the policy to which this quittance is related.
Policy version Refers to the policy version to which this quittance is related
Type What type of payment invitation is this: quittance or a refund
Refund Type No claim bonus or profit sharing
Provisional Is this a provisional payment invitation?

Lookup to a payment plan for this payment invitation: an individual
payment plan has to be added

Indicates the final customer to whom the quittance is issued for
payment.

Payment Plan

Final Customer

Section "Payment Informations

Amount Indicates the total amount that should be paid for this quittance.

TRAV-MANUAL.docx 141/155



-

4

REALDOLMEN

to get there, together

Field Description

Emission Date Indicates the date when the quittance has been released.
Expiry Date Mandatory expiration date for the payment invitation
Bank Account Indicates the bank account on which the payment should be made.

— Indicates the communication to be mentioned when performing
Communication

payment.
Currency Unique identifier of the currency associated with the entity.
Refund Amount % Percentage of the refund amount (mandatory)
Fees Amount % Percentage of fees amount (mandatory)
Duration The timing of the policy (mandatory) 12, 18, 24, 36 and 48 months
duration
Refund End Date Date
Section "Payment Status"
Amount Paid Indicates the amount already paid for this quittance.
Amount Remaining Indicates the amount still to be paid for this quittance.
Section "Notes"
Activities Activities pane.
Notes Notes pane.

Tab "Payments"

Section "Payment (Quittance)"
List of payments related to this quittance.

Refer to payments feature details which relate to quittance.
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5.33 Quote

A quote represents a formal offer for an insurance product and the related guarantees, proposed at a specific
price, which is sent to a (prospective) customer.

A quote can cover one or many risk objects, and the same risk object can be covered by many quotes,
therefore the N-N relationship depicted below. Many party roles can be concerned by the offer (e.g. policy
holder, beneficiary or insured person).

Party Role Quote Guarantee

Risk Object

5.33.1 Attributes of a Quote
Field Description
Tab "Header"

Is automatically calculated as the base premium with deducted

Premium yearly fee discount.

Enter the date when the quote pricing is effective or was first

Effective From communicated to the customer.

Enter the expiration date or last day the quote pricing is effective for

Effective To
the customer.

Enter the user or team who is assigned to manage the record. This

Owner field is updated every time the record is assigned to a different user.

Tab "Summary"
Section "QUOTE INFORMATION"

Quote ID Shows the quote number for customer reference and searching
capabilities. The number cannot be modified.

Revision ID Shows the version humber of the quote for revision history tracking.

Name Type a descriptive name for the quote.
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Field Description

Select the customer account or contact to provide a quick link to
Policy Holder additional customer details, such as account information, activities,
and opportunities.

Intermediary Search and select intermediary that makes the offer.

Total Guarantees Here you see the calculated total of all the prices of the guarantees
products.

Base premium Type the premium amount before discounts.

Discount premium (%) Give the discount of the premium

. Is automatically calculated as the base premium with deducted

Premium yearly fee .
discount.

Section "QUOTE DETAILS"

Product Search and select the product to offer.

List of guarantees related to this quote. You can add extra
GUARANTEES guarantees. The lookup will only give the guarantees that are linked
to the insurance product.

List of parties involved in this quote. Here you can add extra parties
in different roles : insured or beneficiary

List of risk objects covered by this quote. Here you can add a risk

RELATED PARTIES

RISK OBJECTS

object.
Section "SOCIAL PANE"
Activities Activities pane.
Notes Notes pane.

Draft status reason

On creation of a quote, the mandatory guarantees related to the product, are automatically pre-filled on the
guarantees sub-grid, and a party role of type policy holder is automatically created based policy holder field.
However, If you update the policy holder, the system will not automatically delete the old related party from
the quote. You can still remove it manually though.

On creation of a quote, and when the product changes in a quote, the Single View Builder color and icon fields
are automatically updated based on product icon and color.

A newly created quote has status reason Draft. At this point buttons Calculate, Revise, Activate Quote, Print
Quote and Close Quote are available on the form.

Button Calculate is used to calculate the final premium yearly fee, when for example you give to the customer
a discount on the global premium fee.
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Button Revise allows to create a new Draft quote from the existing one, when for example your customer has
asked for a change in the quote. Instead of making a new quote, it is recommended you revise the existing
one. Actually, it is recommended that you revise the quote, each time that you make change in one of the
quote fields. So if you update the quote policy holder, product, base premium...

Button Print Quote for Customer, will allow you to print a word document of the quote that you can take with
you at customer visit, and show to the customer.

Itis also possible close a quote via the Close Quote button. When closing, among the reasons you can chose
for closing there are Lost, Cancelled and Revised. The last one will end up having same effect as the Revise
button.

Button Activate Quote on the form allows to activate it.

Active status reason
Once Active the quote cannot be edited anymore, however you can still revise it with button Revise from the
form. Indeed buttons Revise, Close Quote and Print are still available for an active quote.

Button Create Policy on an active quote, will create a new policy from this quote, with same product,
guarantees, party roles and risk objects as specified in the quote, and the quote itself is deactivated.

TRAV-MANUAL.docx 145/155



REALDOLMEN

to get there, together

5.34 Risk Object

In a policy, indicates the item being insured. You will typically add/remove risk objects from a policy.

Risk Object

5.34.1 Attributes of a Risk Object

Field Description
Tab "Header"
Indication of the risk object number in a backend system (e.g. BI,
BI_ID
- ERP...)
Owner Owner Id
Status Status of the Risk Object
Tab “General”

Section “General’

Name

The name of the custom entity.

Owning Party

The person to who the risk object belongs.

Risk Object Type

Indicates whether the risk object is a vehicle, property or other.

Risk Object Value

Indicates the purchase value of the risk object.

Residual Value

Indicates the value of the object at the end of its depreciation.

Purchase Date

Indication of date when object was purchased.

Date First Use

Indication of date when object was first used.

Built Year

Indication of year when object was built.

Section "Other"

Item Type

In a risk object, indication of the type of any object other than vehicle

(e.g. personal computer, coffee machine, jewel...).

Item Description

Free text for more details.

Item Brand

Indication of the brand of any object other than vehicle (e.g. HP,

Nespresso...).
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Section "Property"

Field Description

Property Type

Indication of a group to which the property belongs, allowing to
quickly get an idea of what it is about (e.g. building, land, residential
caravan...).

Property Surface (m2)

For a property, indicates the surface in square meters.

Street Name

For a property object, indicates the street name of the property
address.

Street Number

For a property object, indicates the street number of the property
address.

Box For a property object, indicates the box of the property address.

Postal Code For a property object, indicates the postal code of the property
address.

Municipality For a property object, indicates the city of the property address.

Country For a property object, indicates the country of the property address.

Section "Vehicle"

Vehicle Type

Indication of a group to which the vehicle belongs, allowing to
quickly get an idea of what it is about (e.g. car, bicycle, bus...).

Vehicle Brand

For a vehicle, indication of the vehicle brand (e.g. AUDI, BMW...).

Vehicle Model

For a vehicle, indication of the vehicle model (e.g. A3, A4 ... for
AUDI...).

Engine Capacity

For a vehicle, indicates engine power.

Fuel Type

For a vehicle, indicates whether it uses diesel, petrol...

Chassis number

For a vehicle, the unique identification number, used by the
automotive industry to identify individual motor vehicles.

Plate Number

For a vehicle, indicates the plate number.

Tab "Policies / Quotes”

Policies List of policies where this risk object is covered.
Quotes List of quotes where this risk object is covered.
Tab "Notes"

Activities Activities pane.

Notes Notes pane.

Tab "Singleview Configuration"

Section "Color"
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Field Description

Color

Indicates the isvb config color code for the risk object.

Background Color

Indicates the isvb config background color code for the risk object.

Section "lcon"

Icon

Indicates the isvb config icon path for the risk object.

5.34.2 Feature Detalils

It is possible to create 3 types of risk objects with the button new: item, vehicle, property. Depending on the
chosen option, the fields displayed on the risk object form will differ.
Also depending on the Risk Object Type, the single view builder icon and color fields on the risk objet, are
automatically filled by CRM with pre-defined values.
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5.35 Segment

Segment can be used in intermediary and production figure for classification (e.g. gold, silver...). A segment
can have sub-segments.

Intermediary Segment Segment

Production Figure

5.35.1 Attributes of a Segment

eld De ptio
Tab "Header"
Status Status of the Segment.
Owner Owner Id.

Tab “General”

Section “General’

Segment The name of the custom entity.
Parent Indication of the parent segment.
Indication of the segment number in a backend system (e.g. Bl,
Bl_ID
- ERP...).
Description Type free text or more details.
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5.36 Social Status

This is an attribute of party and indicates the professional position of a party in the society (e.g. no profession,
worker, employee...).

Social Status

5.36.1 Attributes of a Social Status

eld De ptio
Tab "Header"
Status Status of the Social Status.
Owner Owner Id.

Tab “General”

Section “General’

Name The name of the custom entity.
Code Type a unique code.
Description Type free text or more details.
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5.37 Vehicle Brand

This is an attribute of a risk object of type vehicle, and indicates the vehicle brand (e.g. AUDI, BMW...). Many
vehicle models can be defined for a vehicle Model (e.g. A1, A2, A3, A4... for AUDI).

Risk Object Vehicle Brand Vehicle Model

5.37.1 Attributes of a Vehicle Brand

ela De ptio
Tab "Header"
Name The name of the custom entity.
Owner Owner Id.

Tab “General”

Section “General”

Vehicle Brand The name of the custom entity.

Description Type free text or more details.
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5.38 Vehicle Model

This is an attribute of a risk object of type vehicle, and indicates the vehicle model (e.g. A3, A4 ... for AUDI...).

Risk Object Vehicle Model

5.38.1 Attributes of a Vehicle Model

eld De ptio
Tab "Header"
Status Status of the Vehicle Model.
Owner Owner Id.
Tab “General”
Section “General’
Vehicle Brand Search and select the vehicle brand to which this model relates.
Vehicle Model The name of the custom entity.
Description Type free text or more details.
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5.39 Vehicle Type

This is an attribute of a risk object of type vehicle, and indicates the group to which the vehicle belongs,
allowing to quickly get an idea of what it is about (e.g. car, bicycle, bus...).

Risk Object Vehicle Type

5.39.1 Attributes of a Vehicle Type

eld De ptio
Tab “General”
Section “General’
Name The name of the custom entity.
Owner Owner Id.
Description Type free text or more details.
Activities Activities pane.
Notes Notes pane.
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6 Support

6.1 Software update
As part of the software insurance you subscribed, you can access to our product updates. New releases
of Travi@ta CRM for Insurance Carriers are regularly available (+/- every 6 months). Contact one of
our partners or go on the dedicated product web page’ to get more information.

When encountering aproblem itis agood practice to verify that the latest release
of the product does address the problem before going further in the resolution

o process.

When upgrading Travi@ta CRM for Insurance Carriers, DO NOT UNINSTALL ANY
PREVIOUS VERSIONS! Otherwise you will lose all your data.

Anyway, vyou should always backup your system before altering any system components,
managed solutions, etc.

6.2 Troubleshooting

6.2.1 General

Symptoms Possible causes
Single views of
parties, brokers, e  Check if there should be data to be displayed
policies and e  Check that the Single View Builder component is correctly licensed.

products remain
empty (blank) on
the form
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6.3 Getting assistance

If you need assistance in deploying Travi@ta CRM for Insurance Carriers or encounter any issues you
cannot solve yourself, you can contact the support department of your partner or send us an email directly
at mscrm.support@realdolmen.com.

In order to speed up the process, please include product name, version information, any logs and a detailed
description of the issue you’re experiencing.

We are also listening closely to feedback from our customers and partners and we’d like to know how our
product and this documentation met your needs, as well as any ways that you would like to see it improved.
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