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PREFACE

The primary goal of the International Labour Organization (ILO) is to contribute with member States to
achieve full and productive employment and decent work for all. The Decent Work Agenda comprises four
interrelated areas: respect for fundamental worker's rights and international labour standards, employment
promotion, social protection and social dialogue. Broadening the employment and social protection

opportunities of poor people through financial markets is an urgent undertaking.

Housed at the ILO's Social Finance Programme, the Microinsurance Innovation Facility seeks to increase the
availability of quality insurance for the developing world's low-income families to help them guard against
risk and overcome poverty. The Facility, launched in 2008 with the support of a grant from the Bill &
Melinda Gates Foundation, supports the Global Employment Agenda implemented by the ILO's

Employment Sector.

Research on microinsurance is still at an embryonic stage, with many questions to be asked and options to
be tried before solutions on how to protect significant numbers of the world's poor against risk begin to
emerge. The Microinsurance Innovation Facility's research programme provides an opportunity to explore

the potential and challenges of microinsurance.

The Facility's Microinsurance Papers series aims to document and disseminate key learnings from our
partners’ research activities. More knowledge is definitely needed to tackle key challenges and foster
innovation in microinsurance. The Microinsurance Papers cover wide range of topics on demand, supp\y

and impact of microinsurance that are relevant for both practitioners and policymakers. The views

MICROINSURANCE PAPER No. 2

expressed are the responsibility of the author(s) and do not necessarily represent those of the ILO.

José Manuel Salazar-Xirinachs
Executive Director

Employment Sector
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SUMMARY

This study was part of the effort by the CGAP Working Group on Microinsurance (WGMI) and the
Microinsurance Innovation Facility to compile an inventory of information technologies that are or could be
applicable in the extension of insurance services to low-income households. The objective of this study was

to catalogue and illustrate existing technologies applicable to microinsurance.

The study attempts to answer the following questions:
*  Who are the users of technology for microinsurance?
»  What technologies are available to support microinsurance business processes?

*  How does the cost of technology translate into overall benefits?

To answer these questions, the following activities were conducted:

= A market survey on technology for microinsurance to capture user profiles, requirements & systems
and views from the field about current fechno\ogies;

= Aninformation processing model and a taxonomy of fechno|ogy for microinsurance

= A technology catalogue with examples & case studies, relevant literature and references
organized according to the taxonomy;

= Anassessment framework based on a model of technology cost and sustainability allowing
benchmarking, scalability and productivity comparisons of various solutions;

= A website to report on the project results.

The report identifies a number of representative technologies and positions them relative to each other,

according to the information-processing model. The model compares the possible solutions with respect to

MICROINSURANCE PAPER No. 2

the different levels of the microinsurance business process. It classifies technologies according to their
applicability to either front office functions, such as client identification, or back office functions such as risk
analysis and product design. Case studies illustrate how specific technologies have been applied at the

different levels of the business.

The report provides an assessment framework for a system’s cost based on the number of clients it can
support. The framework classifies microinsurance platforms into low-end, mid-range and high-end systems

that support different volumes of microinsurance business.

The report makes ten recommendations for the microinsurance community as a whole and especially to
organizations planning to introduce technology. In particular, it proposes an innovative approach to convert
the information technology infrastructure from a cost centre to a profit centre, ie, to use technology to

generatfe income.

\
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1 > INTRODUCTION

Microinsurance organizations confront a common choHenge summarized by the question: "How does one
integrate technology into the business operation to both maximize service delivery and minimize cost to

clients?”

Today, microinsurance providers strive to increase efficiency and meet client needs against a backdrop of
mounting pressures from the growing demand for insurance products in the developing world, increasing
competition from local and international insurance providers and regulatory reporting requirements that are

choHenging smaller operations hisforicoHy focused on deve\oping effective insurance producfs for the pOoor.

Technology provides a major part of the response to these combined pressures of growth, competition and
regulation. The selection of an information system to support client, policy and claims administration is
among the most strategic decisions that a microinsurance organization will make. The choice of technology
will be a major determinant of future success and equal in importance to having appropriate reinsurance

mechanisms to prevent exposure to outlier risk.

Even though technology for microinsurance is in its infancy, business managers choosing technologies face a
bewildering selection. No simple questionnaire or checklist will yield the unique and right solution. As with
all modern technologies, the selection process must to be informed by a careful analysis of business needs

and a specification of system requirements.

This report is an attempt to address these challenges and provide a methodology for selecting technology

to support microinsurance. (See Terms of Reference in Appendix A1)

|
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2 > STUDY METHODOLOGY

2.1 MARKET SURVEY

While the terms of reference for this study were identified as part of the brief by the Microinsurance
Innovation Facility, the methodology for achieving them was left open. Before determining a methodology
for technology selection, the authors decided that it would be helpful to include inputs from experts,
technology suppliers and users in the field. To facilitate the process, the authors conducted a market survey
and contacted a range of people with varying interests in the subject. This allowed many people to share

their experience and make recommendations. Their inputs have been included in the report.

SURVEY QUESTIONNAIRES

Three online questionnaires were created using a survey tool (www.questionbuilder.com) that provided a

means of tracking inputs from technology suppliers and sufficient analytical functionality to analyse the
results. The names of the respondents and other identifying information were confidential while the survey
responses and data have been reported in the aggregate only. The three questionnaires in the survey

covered the following information:

User Profile: A simple questionnaire on the background of the respondent included a number of questions

on personal usage of technology. This questionnaire helped position the profile of each respondent.

Systems & Requirements: A more detailed questionnaire on existing systems and requirements for future
systems helped validate the terms used in the taxonomy and identified possible areas for its expansion.

Data for case studies and technology assessment were also collected.

Field Assessment: This questionnaire was aimed at gauging field experience with technology and plans for
future implementation. Although the sample was insufficient to generate statistically significant evaluations of
particular products and services, it was possible to build a general assessment model for technology as a

Wl’\O‘e.

The questionnaires are available on the site www.ibex.ch/TM/indexhtml

SURVEY DISTRIBUTION

In mid-May the project assessors and a selected number of microinsurance practitioners, experts and

technology suppliers were invited to answer the questionnaires and provide feedback on their content and
ease of use. Valuable suggestions were collected and incorporofed in a final version of the questionnaire.
Initially, invitations were sent to 28 people, yielding 15 distinct respondents a response rate of 54% from
this group. At the end of May the revised survey was distributed to 288 new individuals from a cross
section of geographies and organizations. From this group, an additional 50 distinct respondents answered
the questionnaire by the end of June, yielding an overall response rate of 25%. Invitations to participate in
the survey were sent via email. Links to the questionnaires were provided on the website where

respondents could view the real-time survey results.

SUMMARY OF SURVEY RESULTS

Respondents for the user profile questionnaire represented a broad range of types of organization and
activities. The majority were directly involved in microinsurance and a significant minority was also involved
in microcredit activities. The following list gives the general profile of the respondents who answered the

questionnaires.

2
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Respondent’s Organization Type (only single answer possible)

Nongovernmental organization 25%
International organization 25%
Technology or service supplier 33%
Other types of organization 17%

Application area of the Respondent’s Organization (multiple answers possible)

Microinsurance 89%

Microcredit 41%

Activities of the Respondent within the Organization (multiple answers possible)

Research 25%
Project Funding 10%
Technical Support 48%
Operations 48%
Other responsibility 22%

The large maijority of field organizations were microinsurers offering health or life insurance. Their
Information systems were deve|oped predominonﬂy in-house or provided by a software supp\ierA The
survey included a number of supp|iers o{fering Software as a Service, the new trend within microinsurance

and, clearly, an opportunity to be explored

The survey included questions regarding technology characteristics such as reliability, support, training, and
ease of use were included in the survey. In general, respondents’ evaluation of these characteristics was

pretty constant at 4, on scale from O to 5. While an excellent result, it may mean that the expectations from
IT systems are high rather than that the services provided are necessarily good. Further investigation will be

required to gain a better handle on this question.

A summary of the survey results, analysed by type of insurance and technology applications, is found

be\ow:

Insurance focus of field organizations (multiple answers possible)

Health 78%
Life insurance 63%
Property S2%
Disability 37%
Casualty 19%

Technology experience of field organizations (multiple answers possible)

Spreadsheet 70%
Database 70%
MIS 67%
Local Area Network 59%
Presentation tools 52%
Mobile phone 41%

Statistical analysis tools 30%

Smartcards 26%
Biometrics 19%
Online payments 15%

3
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Technology provider (multiple answers possible)

100% in-house resources 44%
With a software partner 37%
Other resources 22%
From insurance organization 11%

More detailed survey statistics on specific technologies are included in Chapter 3.

2.2 PROJECT WEBSITE

Rather than simply producing a final project report, the authors decided to document their activities
throughout the study on a website. The project website was a convenient way to provide complete visibility
on the study's results; it also contains links to information resources that can only be mentioned in passing in
this report. This website is still available for consultation and is being updated with information from

additional supp\iers and users.

The home page of the project website is below:

The use of Technology®in®

Scoping Study

Survey Cutpuis Ti G F k L Par

MWeT—— Survey Objecti

Site of the
Microinsurance Working
Group on Technology

ves

CGAP Working Group on Micreinsurance (WGMI) and the Microinsurance Innovation
Facility are compiling an inventory of information technologies that are or could be
applicable in the extension of insurance services to low-income households.

The objectives of the study are to catalogue and illustrate all kinds of technologies used or
potentially useable in the area of microinsurance.

The areas of the study include data collection, communications, management information
systems and services to support microinsurance practitioners and to support capacity
building groups working with these organizations.

Survey Questionnaires & Results

Study Survey: To Ifacilitatel the §tudy ils was Gfecided to contact people with \I«'gryinlginlf.er&sts in the

i subject and including their inputs into the process. Any person participating in the survey
The ?tUdY invites is therefore making a material contribution to advancing the commoen understanding of
individuals and technology and microinsurance.

institutions to share their

experiences. Answer one Three guestionnaires have been devised to encourage as many people to contribute as

of the questionnaires to possible.

recelve a FREE copy of

the report at the end of The survey includes links to the website Questions.com, which has been used to prepare
the study the questionnaires for this survey and compile the results. If you wish to complete a

questionnaire you may do so by clicking on the appropriate questionnaire link below.

2.3 ASSESSMENT FRAMEWORK

Once some qualitative data was collected, the next step was to develop a model or framework for

evaluating technologies and their selection criteria. The assessment framework evaluates the technologies

on their suitability for implementation against specific criteria such as cost, reliability, acceptance by clients,
ease of use and control mechanisms. Few patterns emerged from the survey data with the exception of the

cost dimension. A very clear trend here was exploited to build the assessment framework.

The survey was followed up with fe\ephone interviews with a number of supp|iers and users who gave
specific responses to the questions on technology costs. From these, it was possible to create a model
\inking:

= the overall cost of a technology project

4
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= the period of its full deployment
= the number of insurance clients supported by the system

= the expected increase in productivity of the microinsurance operation

The proposed assessment framework is just a beginning. It is possible to include parameters such as user
satisfaction and reliability. It is also possible to model various control mechanisms, the productivity gains of
specific technologies (and relate productivity gain to business growth), and the global evolution of the

microinsurance industry. A mathematical development of the assessment framework can be found in

Appendix A2.

2.4 TAXONOMY

Taxonomy is the practice and science of classification. The word comes from the Greek taxis, ‘order’ +
nomos, law’ or 'science’. Taxonomies, or taxonomic schemes, are composed of taxonomic units known as
taxa (singular taxon), or kinds of things that are arranged frequently in a hierarchical structure, typically

related by subtype-supertype relationships, also called parent-child re\oﬂonshipsy

The taxonomy for the study was inspired by the Taxonomy Browser of National Center for Biotechnology
Information? that was developed by the US National Institutes of Health. It provided a hierarchical

classification mechanism for the fechno\ogies used in microinsurance.

The taxonomy structure has been implemented on the project website in an interactive form using javascript.
This program allows the user to click on any part of the taxonomy and have the appropriate definition
appear on the screen, whilst preserving the hierarchical structure. The entry starts with a brief definition,
followed by the taxonomy ID and a list of sub items in the hierarchy. A set of constraints identifies specific

characteristics of the entry.

The use of Technologyfin' Microinsurange -

Scoping Study ® -
- ——

Survey Outputs Taxonomy Catalogus Framework Literature Sponsors Participants
Technology in Microinsurance Operations

Microinsurance

) Customer Interface Microinsurance operations includes product design, marketing, premium collection, client

management, policy management, claims management, tracking, pricing, financial and risk

E iafbation Chunnels management, governance, crganizatienal development and loss prevention.

MU
MEI The role of the information system is to maintain information about products, policyhelders,
dependants, policies and claims. It should support the monitoring of microinsurance
- TPA portfolios and support claim settlement process, ideally via cashless transactions.
Hospital Taxonomy ID: 2.2.1
i Pharmacy
Bl Front End Tools Sub items:
- Biometrics # Client Management
. Mobile Phane s Policy Management
» Claims Management
Point-of-Sale Terminal s Tracking
el Constraints:
Smart Card

s Real-time client information
: * Management of multiple policies
ElConnectivity Layer + Monitoring of cash flow

= Transaction Processing

Authentication

- Content Delivery
& Production Layer s Microinsurance: The sccial finance and sccial protection nexus
= » Protecting the Poor: A Microinsurance Compendium
E = Social Reinsurance: A New Approach to Sustainable Community Health Financing
prations|

Client Management

Information Resources:

Policy Management

* Claims Management

! http//enwikipedia.org/wiki/Taxonomy
2 http://www.ncbinlm.nihgov/Taxonomy/Browser/wwwtaxcgi/
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Since the objective of the taxonomy is to act as a self-defining index, the amount of information that can be
included is rather limited. At the end of each entry there is a list of hyperlinks to relevant external sources

and references.

Several assessors suggested that the taxonomy become the basis of an ongoing industry discussion. This
suggestion has been followed up with a note to the Google Working Group on Microinsurance
Technology. Members of the Working Group have been invited to submit definitions and to suggest areas

that need to be included in the taxonomy.

The following list is the taxonomy established so far on the project website:

1 Customer Interface
1.1 Distribution Channels
1.1.1 Microinsurance Unit
1.1.2 Microfinance Institution
1.1.3 Hospital
1.1.4 Pharmacy
1.1.2 Front End Tools
1.1.2.1 Biometrics
1.1.22 Mobile Phone
1.1.2.3 Point-of-Sale Termina
1.1.24RFID
1.1.2.5 Smart Card
2 Transaction Processing
2.1 Connectivity Layer
2.1.1 Authentication
2.1.2 Content Delivery
2.2 Production Layer
2.2.1 Microinsurance Operations
22.1.1 Client Management
2212 Policy Management
22.1.3 Claims Management
222 Microcredit Operations
222.1 Loan Management
2222 Portfolio Management
2223 Credit Reports
3 Data Analysis & Processing
3.1 Enterprise Layer
3.1.1 Financial Reports
3.1.2 Analytical Reports
3.1.3 Performance Indicators
3.2 Support Layer
3.2.1 Knowledge Capture & Transfer
3.2.2 Information Services

6
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3 > TECHNOLOGY FOR MICROINSURANCE

The main application of the taxonomy in the study was to position technologies and classify products and
services. The taxonomy can be interpreted as layers of an information-processing model linking the
customer view at the bottom to the enterprise at the top. This ordering corresponds to levels of increasing
data processing. At the bottom, the data is represented as simple records; at the top, it is aggregated in the
form of performance indicators. Since most products and services cover multiple layers of the taxonomy, the

catalogue index is based on the lowest layer represented by the solution.

»  Customer Interface
o Distribution Channels
o Front-end Tools
*  Transaction Processing
o  Connectivity Layer
o  Production Layer
*  Data Analysis & Processing
o Enterprise Layer

o Support Layer

The taxonomy can also be represented graphically® as follows

Information Processing Layers

Transaction Processing Data Analysis & Processing
1: Distribution 2: Connectiiaty 3 Production 4: Enterprise a5 Support
Layer Layer Layer Layer Layer
Distribution Channels Front-end tool=s . Knowledge Caphure
= [ata entry & transfar = Regional PC=ar = Mational Data Centers | - Knowledge Transfer
= il = Faper T X 3 .
. MFI . Computers = Shipping of data midrange computers = Enterprize Integration | - Human Resources
- = Internet = Hosted IT Sendces = Statutory Reporting = Purchasing
= TPA = PoS Terminals X ; _—
. . = Wirelezz nebuots = Client Management = Management = Other Applications
= Partnerz induding = Call Phones ; . . K
. ; - . = Froprietany = Fortfolio Management Reporting = Consulting
= Cooperatves = Biometic Devices . . N .
Hetwobs = Client ldentification = Training
= Banks = RFIDs .
. Hospitals = Seourity = Drewvelopment
. = Authentication = Integration
= Pharmadies .
» Dther Semnice

The customer interface layers are of direct concern to customers and the staff that interact with them on a

doi\y basis. For microinsurance this includes enroHing clients, coHecHng premiums and servicing insurance

claims.

The middle transaction processing layers are concerned with the operational management of

microinsurance entifies, inc|uding databases of clients, po|icies and claims.

The data analysis and processing layers deal with strategic issues such as insurance product design,

economic sustainability and compliance. This level is driven by actuarial considerations to ensure that the

overall business is being conducted correctly from a legal perspective and that the insurance products

being offered meet the market demand.

The taxonomy is also useful for iso\oﬁng the speciﬁc issues and gaps appearing in the range of fechno\ogies

available. For the customer interface, the main issues relate to the integration of technology into daily

3 Graphical representation inspired by CGAP
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business processes in the field. While reliability, ease of use, local language and support are significant

concerns, the dominant issue seems to be the cost.

Key Issues & Gaps

. . « Errors in manual « Data mining « Integration « Effort for Common
« Supporting capacity  Access to - -
. . data entry capabilities Enterprise level Standards
* Labor intensive technology . RIS X
. . « Data transfer delays « Data for claims * Sharing risk * Project Management
business processes « Inconsistent data . : . X
AR ; due to poor processing and information for skills
* Mass communications handling L s B
« Access 1o information connectivity decision support reinsurance
services « Data security « Client Management « Shared MIIS platforms
« Authentication of « Portfolio Management

clients & transactions

Distribution of Administrative Costs
15% 15%

In general, the overall administrative costs rise with proximity to the customer interface. This tendency is
reflected by the overall cost of technology, since the number of data input systems is larger than the
number of data processing systems. One of the main constraints in deploying technology will be the unit

cost of the devices used in dealing directly with customers.

Some user interface technologies have a constant cost per client, contributing to the variable costs of the
microinsurance unit (IMIU) and impacting directly on the administrative contribution to premiums. In contrast,
the costs of data analysis processing are amortized over all clients. Fixed contributions to administrative

costs diminish per client as the scale of the operation increases.

The key issues for the data analysis and processing layers are quite different, since information sharing
between different organizations is required. Consequently, a challenge is posed by the differing data
formats used by insurance companies, banks, hospitals, pharmacies and the problems associated with

exchanging data between them. The more integration required, the larger the fixed cost investment.

The middle layers reflect both the challenges of variable costs at the customer end and the fixed costs
associated with information sharing. In addition to these issues, the internal workflows and business
processes of the microinsurance operation drive the middle layers of the model. The various departments

within an organization have different requirements and often present competing priorities.

One of the purposes of the market survey was to identify the areas of supply and demand for technology.
Respondents in the user profile survey were asked to identify what level of importance they attached to

sample technologies that were representative of the layers of the taxonomy.

The following graph shows the importance of various technologies measured in terms of percentage of
respondents. There is a clear emphasis on the middle layers of the model, perhaps reflecting the balance
between variable and fixed costs. This conclusion was also borne out in one-on-one interviews with
microinsurance units (MIUs), where the need for management and reporting systems to support

administration was the need cited most often. .

8
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Technological Priorities (User

Profile)

Know ledge Capture &
Transfer

Reporting System

Management
Information System

Systems Integration

Mobile System

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

% DEMAND

Survey results further confirmed this initial conclusion with statistics pertaining to the component features of
the more detailed system requirements. Each microinsurance function identified in the taxonomy was broken
down into features and the respondents were asked to select whether this feature was required. The result
of the analysis was a distribution for each function. The average and standard deviation of the distribution

for the component features for each function were calculated

The average response for the different features can be seen as indicative of the overall demand for the
particular function. The higher the average response for the features, the higher is the demand for that
function. The greater the standard deviation, the greater is the variety in the demand for the features

identified for each function.

The standard deviation of the response might also be interpreted as an indication of the dynamics of
demand. The greater the standard deviation, the greater is the rate of growth for the demand. This last
conclusion is speculative and needs further testing to be validated; however it does help position the
different technologies in an interesting and challenging way. The following graph plots the average level of
demand for the features of each function against the standard deviation of the demand (which can be

interpreted as a proxy for demand growth)

9
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9.0%

. ¢ Client
Trackinge Management
¢ Claims
< Know ledge LA gt
% Managemen
]
5 Performance
> Client . Indicators
x
o Identificati
& 0% den'f ication . Loan‘
° * Management
8
S
(O]
S _ o MS o+ Policy
é & Mobile Systems Reports Management
U’ Financial
Reports
3.0%
0% 10% 20% 30% 40% 50% 60%

Average Demand

The sample is insufficient to extract a clear trend, but when divided into quadrants the graph can be
interpreted as follows:
= High Demand - High Growth: Client Management, Claims Management, Tracking, Performance
Indicators, Analytical Reports
= High Demand - Low Growth: Knowledge Management
*  Low Demand - Low Growth: Client Identification, Mobile Systems
= High Demand - Low Growth: Policy Management, Financial Reports, MIS Reports

The High Demand sectors are technologies which are well established in the market.

The Low Demand sectors are technologies which are not well established in the market.

The High Growth sectors are technologies where we can expect new solutions to be developed.

The Low Growth sectors include aging technologies or new technologies for which applications are yet to

be realized.

10
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3.1 CUSTOMER INTERFACE

The customer interface represents both opportunities and challenges for technological applications.
Because the administrative load is the highest here, the customer end offers the greatest potential for

productivity improvements. Yet, wide range of distribution channels makes technological solutions difficult to

apply.

In addition to the microinsurance unit (MIU), there are many distribution channels where the customer
interacts with microinsurance business processes. These include government institutions that provide official
documents and microcredit institutions, many of which require some form of credit life insurance to secure
their loans. Other groups that need to be considered are hospitals, clinics and pharmacies, which deliver
hedlth services to clients, as well as banks and post offices where financial transactions are conducted.
Each of these external institutions has its own information processing methods and procedures.
Consequently, quite a variety of technologies are available to service this level. A number of these have
been singled out and will be presented generically rather than describing a particular product available on

the market.

The most common technology used at this level is of course paper. This is unlikely to change, especially in
the resource-constrained operations of microinsurance. Documents include national ID cards, photographs,
birth certificates, proofs of ownership, expense claims, death certificates -- the list is endless. Furthermore,
maintaining an original paper record is very often a legal requirement. In addition to these legally required
paper documents, microinsurance institutions use computers to generate paper forms to collect data in the
field where it cannot be entered directly into computers. The fact that paper will always be part of the
microinsurance business process means that provisions must be made for generating, transporting and

storing paper within the overall technology for microinsurance.

Smart Card

A smart card, chip card, or integrated circuit card (ICC), is defined as any pocket-sized card with embedded
integrated circuits, which can process information. This implies that it can receive input, which is processed - by
way of the ICC applications - and delivered as an output. There are two broad categories of ICCs. Memory
cards contain only non-volatile memory storage components, and perhaps some specific security logic.
Microprocessor cards contain volatile memory and microprocessor components. The card is made of plastic,

generally PYC, but sometimes ABS. The card may embed a hologram to avoid counterfeiting.

The ability to have a record resident on the card has obvious advantages in the event of poor connectivity
to host computers. Smartcards are often the first technology to be considered as a partial replacement for
paper. However they can contribute significantly to the variable cost of an insurance operation.
Consequently it is important to use such cards for multiple purposes which is possible since they are able to
store information about the client. For health insurance, a card is a useful storage device for the patient
record and other personal information. Cards are also a natural technology for electronic payment, cash
transfer and other customer information. Because a physical card is also valuable to the individual client as

proof of group membership and resulting access to other services, it serves to cultivate customer loyalty.

Biometrics

Biometrics (ancient Greek: bios ="life”, metron ="measure”) refers to two very different fields of study and
application. The first, which is the older and is used in biological studies, is the collection, synthesis, analysis and
management of quantitative data on biological communities. More recently the term's meaning has been
broadened to include the study of methods for uniquely recognizing humans based upon one or more intrinsic
physical or behavioural traits. Biometric systems identify an individual by comparing input characteristics with a
template. There are two types of input: possession-based: using one specific "token” such as a security tag or a

card and knowledge-based: using a code or password.
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A biometric device is used to recognize a client automatically. The most common biometric technology is
fingerprint recognition, but other technologies include iris and facial recognition. Over the last few years,
fingerprint recognition has become less expensive and more reliable.. When a biometric system is
networked together with telecommunications technology, it becomes a tele-biometric system. As long as the

telecommunications is reliable, tele-biometric systems can be useful in microinsurance.

Point-of-Sale (POS) Terminal

Computer terminals used in shops to input and output data at the point where a sale is transacted (eg a
supermarket checkout) are known as point of sale or POS terminals; A POS terminal inputs information about the
identity of each item sold, retrieves the price and other details from a central computer, and prints out a fully
itemized receipt for the customer. It may also input sales data for the shop's computerized stock-control system. A
POS terminal typically has all the facilities of a normal fill, including a cash drawer and a sales register, plus
facilities for the direct capture of sales information - commonly, a laser scanner for reading bar codes. The POS
terminal may also be equipped with a device to read the customer’s bankcard, so that payment can be
transferred electronically from his bank account to the shop's process, ideally via a cashless transaction. The vast
majority of transactions made at Automated Teller Machines use ISO 8583 at some point in the communication
chain, as do transactions made when a customer uses a card to make a payment in a store. Both the
MasterCard and Visa networks base their fransactions on the 1ISO 8583 standard, as do many other institutions
and networks.

The Point of Sale Terminal is used in conjunction with a Smart Card. Because POS terminals are now fairly
common, they can be exploited for many types of micropayment including microcredit, remittances and
microinsurance. Several microfinance institutions have piloted the use of point of sale terminals to distribute
loans and accept borrowers’ repayments. Given that many microfinance institutions also offer
microinsurance, it is only a question of time before this technology will have to be considered as a means of

making cashless payments for microinsurance.

Mobile Devices

These are portable electronic devices (mobile phones, PDAs, some laptops) using mobile voice or data
communication over a network of specialized base stations known as cell sites. The most ubiquitous of these
technologies is the mobile phone. In November 2007, the total number of mobile phone subscriptions in the
world reached 3.3 billion, or half of the human population, making the mobile phone the most widespread
technology and the most common gadget in the world. In addition to the standard voice function of a telephone,
current mobile phones may support many additional services, and accessories, such as SMS for text messaging,
email, packet switching for access to the Internet, java gaming, Bluetooth, infrared, camera with video recorder
and MMS for sending and receiving photos and video. Most current mobile devices connect to a cellular
network of base stations (cell sites), which is in turn interconnected to the public switched telephone network
(PSTN). Satellite phones are the exception. The last five years have witnessed the emergence of cell phones with
internet connectivity.

The mobile device presents a major step forward in remote connectivity and has a great potential for many
areas involving microinsurance. Most mobile phones being produced today are capable of running
programs that communicate securely with remote computers. Even when out of signal range, these
programs allow cell phones to collect data, especially for short transactions such as those involving
micropayments. Thus, over time, the mobile device will become a replacement for the combination of

smartcards and Point of Sale terminals.

The applications of mobile devices to microinsurance include remote access to client information for MIU
staff, cashless transactions such as the collection and payment of premiums, and in the case of health
insurance, client access to coverage information and the claims process. Microinsurance schemes vary in
their coverage, premiums, required co-payments and reimbursement processes, but a mobile phone

micropayment platform can be adapted to these different methodologies and operational conditions.
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COMPARATIVE ANALYSIS

The four examples above are illustrative of the technologies currently applied to a wide variety of client-
related transactions. These include identification, records and payments. There are various advantages and
disadvantages of each type and the applicability, reliability, and sustainability will be highly context
dependent. In all cases these factors need to be analysed. Currently there are many examples of tests on
smartcards, biometrics, Point of Sale terminals and mobile devices. Most of these tests involve using the

technology to support small financial transactions such as loan dispersal, micropayments and remittances.

Whenever a microinsurance application can be linked to small financial transactions, there is a good
chance that the application will be successful’. However, there are a number of caveats in using such
technologies. The major one is deployment cost. The costs of a smart card include photography,
programming, printing and delivery - adding up to approximately USD 200 per unit. The time and

resources (human and computer) required to complete these steps cannot be underestimated.

The use of biometrics such as fingerprint technology is a possible alternative to smartcards. Yet, biometrics is
dependent on centralized fingerprint databases and thus requires good connectivity to work. Assuming
connectivity, it can provide a mechanism for client identification at a significant reduction in unit costs,

although the field experience to date is very limited.

The mobile phone has several technological advantages over the point of sale terminal; in particular, its
lower cost and portability. Even if all members of a microinsurance scheme do not own a cell phone, it is
conceivable that most microinsurance units would have access to such technology. It is possible to find

innovative applications that provide information to, and facilitate cashless transactions for clients.

Mobile devices and ad-hoc mobile networks will be a major area of application development in the future.
Such highly distributed systems will enable field support personnel working for microinsurance units to
provide advice to their clients, even when they are out of the office. They will be able to use mobile

devices to receive alarms, query databases and provide referral information.

Although these forms of user interface technology are a fertile area of experimentation, more feedback
based on practical field experience is needed in order to assess their long-term benefits to microinsurance.
On the market survey, microinsurance groups indicated that, based on their field experience, automating
the user interface is important but not their highest priority. This is primarily because automating the front-
end technology naturally follows the introduction of back office transaction processing applications, and

not the other way round.

3.2 TRANSACTION PROCESSING

The next two layers of the taxonomy concern connectivity and production systems. Together they form the
heart of the information processing hierarchy. As was noted in the introduction to this chapter, the
transaction processing \oyers are a high priority for microinsurance operators. There are several opp\icoﬂon
components at this level including policy, client and claims management. The ability to follow paperwork,
including tracking claims, as it traverses the process is an essential feature of the transaction-processing
layers. Other components included here are financial management, logistics and customer relationship

management with the various partners.

Five examples of transaction processing technology will now be presented.

“Ferlo in Senegal and Dataplus in Kenya
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Syslift (UIA)

Uplift India Association (UIA) is a non-profit company formed in December 2003. It is an association of
organizations working in the areas of microfinance, microinsurance and family development in urban and rural
areas of India. UplLift members share health chapter microinsurance services, such as product development,
actuarial studies, statistics, health care provider network, health guidance and claims processing as well as call
centre and data processing. Syslift is a microinsurance production system co-developed by Uplift and Tieto
Enator. Syslift is offered to MIUs managing microinsurance in a mutual or partner agent model. The data
processed provides statistical and actuarial reports to each branch unit including claim reports, frequencies, and
reserves. [hese outputs enable local units to take risk management decisions. The software has multiple levels of
results consolidation, and reports may be designed for each of these levels thanks to the statistical warehouse
table. MIUs may use Syslift for free if they are willing to share their database with other MIUs. The incentive to
offer Syslift for free is the need for data, especially among microinsurance practitioners, to inform the
development of proper insurance products. Sharing Syslift among practitioners and pooling data among all MU,
builds a large centralized database that will improve product development. . At this moment data of
approximately 50000 members is stored in the Syslift database.

Syslift is developed using Visual Basic as a front end (user interface) and Microsoft SOL Server as back end
(data storage) tools. The core functionality of Syslift is comparable to other production systems. On the one
hand, there are possibi\iﬁes for member, po\icy/ and claims administration. On the other hand, Sys\iff has
MIS functionality, which enables MIUs to analyse portfolios, improve claim settlements and generate
custom-made reports. Syslift was built to administer community based health insurance products, but it also

has the capacity to handle life and property insurance under the mutual or partner agent model.

Syslift can be used perfectly within Uplift and has all requirements to fulfil the daily needs of its member
MIUs. Because the software was developed in-house, it offers the significant advantage of independence
from external parties to make changes and updates. The main concern is that Syslift does not have the right
architecture to scale to larger deployments. The systems implementation will make it difficult to integrate
other information-processing layers of the overall model. This could become a problem when the use of

other fechniques as smart cards and mobile phones will be required

Social Security Software (DHAN Foundation)

DHAN Foundation is an NGO based in India. DHAN Foundation addresses various development issues through
thematic institutions. One of the development tools being used is microinsurance. Federations that are formed by
DHAN Foundation offer microfinance and microinsurance services to the members and their families. This
insurance service has been in operation for the past eight years and, during that period, has served more than
400000 members. Initially DHAN Foundation's insurance programme offered insurance to its members via the
partner-agent model. In 2004 DHAN Foundation formed People Mutuals. With the technical support of Micro
Insurance Association Netherlands (MIAN), People Mutuals started to pilot insurance products via the community-
based model. Instead of sending client details to the external or mainstream insurers, the People Mutuals and
Federations now need to manage member information, administrate policy and claims details, and generate
proper management data, in order to design its their own insurance products. DHAN Foundation was forced to

find a software solution that simplified the process from member administration to analytical reporting.

Initially the idea was to use insurance software developed by a Dutch software provider. It soon became
apparent that this software was far too expensive. Given the relatively low premium income per federation,
the high licence and maintenance fees dictated that another solution be found. For its microfinance
programme, DHAN Foundation had already developed a microfinance software system called DHANAM.
It decided to use parts of this software (eg. member administration) in developing a system specifically for
microinsurance called Social Security Software. This software is being used by 15 federations with
approximately 45000 members. In the coming years, it can be expected that all microinsurance federations

of DHAN Foundation will use the Social Security Software.

Social Security Software is a multi-user software product developed using open source tools. It supports

both partner-agent and community-based products. By using open source tools the costs of the software is
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reduced considerably. No licence fees need to be paid and only development and maintenance costs
need to be compensated. It uses JSP (Java Server Pages) as a front end (user interface) and MySOL as the

back-end (data storage) tools.

The main objective of Social Security Software is to keep track of policy handling, claim settlement,
accounting and MIS information of life insurance products. It is used to update all the insurance policy,
claims and financial transactions of the institutions. SSS also has MIS functionality, which provides the
relevant information for DHAN Managers/Facilitators to run the Microinsurance programme successfully
and efficiently. It supports the institution’s longer-term strategic goals and objectives. It provides everyday

financial accounting functions that are used to ensure basic control over financial record keeping activities.

Insurance Management System (MicroCare)

MicroCare Insurance Ltd started out in 2000 as a not-for-profit action research organisation developing the
systems necessary to run community health-financing schemes for MFI clients and rural community groups in
Uganda. Although it started as a donor dependent organization, MicroCare soon adopted a commercial
approach to become self-sustainable. MicroCare provides health insurance to both the formal and informal
sectors and has become Uganda's largest health insurer as well as its fastest growing insurance company.

One of the key success factors for replicating the Insurance Management System (IMS) in other places is the
supporting role of MicroCare or another dedicated organisation/department. Introducing and implementing such
a system requires a sophisticated knowledge ofsmart cards, biometrics, mobile phones, databases and other
technologies within the organisation. Continuous monitoring by a specialized department within the organisation
would be very helpful.

IMS uses an Oracle RDBMS database platform with dot net and ASP front end. Claims can be entered
and processed from the point of treatment, thus reducing labour intensive paper-based claims form
processing (computer or PoS). MicroCare's IMS integrates on-site client identity verification and real-time
claims processing with a centralized insurance management system. This is achieved by networking a

central database with computerised clinic check-in terminals and clients who are provided with smart cards.

MicroCare has incorporated biometric (fingerprint) identity verification and GSM phone (GPRS) data
transfer into its system. IMS prevents fraud, contains treatment costs and treatment history, expedites
payments to service providers and enables monitoring of health care quality. Through a photo ID biometric
smart card and point of sale claims entry, most membership impersonation fraud can be controlled. The
check-in desk is equipped with a proper biometric login system that enables controls for internal staff to

prevent system abuse.

IMS has the potential to handle hundreds of thousands of client profiles and thousands of health service

providers. Other organisations throughout Africa and Asia have shown their interest in this system.

Automated Insurance Management Software - AIMS (MicroEnsure)

MicroEnsure has its roots within Opportunity International, a large microfinance network. In partnership with
Opportunity’'s microfinance institutions, MicroEnsure began working in 2002 on the development of a range of
life, property, livestock, crop derivative, disability, unemployment and health insurance products to cover the risks
faced by Opportunity's loan clients. The data is used by MicroEnsure to develop and offer more sustainable
insurance products. AIMS is designed in such a way that it is only useable for organisations working via the
partner-agent model in co-operation with MicroEnsure.

Automated Insurance Management Software (AIMS) can be seen as a tool to perform the business model
of MicroEnsure. AIMS takes over the whole back office administration from local MIUs which minimizes the
costs per transaction for the MIU. The collected data of all connected MIUs is stored in a centralized

database.
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AIMS is a hosted Software as a Service (SaaS), which means that the main requirement for users is a
proper Internet connection with a standard desktop or laptop. The MIU facilitates the capture and
uploading of data to a central server at times that have been agreed between the MIU and MicroEnsure.

In all cases, the MIUs act as the intermediary.

AIMS covers all information processing layers. The authors believe that this is one of the reasons why AIMS
is already being used on such a large scale. AIMS is a step ahead of most other available technologies in

the production layer.

Business Process Utility - BPU (Gradatim)

Gradatim is a young, privately held [T company with offices in India, Australia and Singapore. Right from the
beginning, Gradatim decided to focus on various branches in the financial development sector, including
microinsurance. On the one hand, Gradatim defined its objectives as reducing the cost of computing and
increasing its reliability; on the other hand, it is trying to reduce the costs associated with the production layer
such as client and portfolio management.

Gradatim's Business Process Utility (BPU) is o multi-channel, multi device and on-demand technology
platform. Gradatim delivers services to insurance providers and its various stakeholders by connecting the
available technologies as mobile phones, PDAs, and smartcards with each other to improve microinsurance
processes. The technology platform also enables product intelligence for actuarial support, MIS and

reporting, substantially improving management and governance.

BPU is able to handle products from all lines of the insurance business - life, health, non-life and pensions,

but needs to be employed on a large scale to reach the earlier mentioned objectives.

Like AIMS, BPU from Gradatim is a hosted model, with its main requirements a proper Internet connection
and a standard desktop or laptop. For a single user, a broadband connection of 512 Kbps is
recommended, but a telephone line will also do. In an office scenario where multiple people access multiple
sites, a minimum of 1 Mbps bandwidth is recommended. The other hardware requirements (such as PDAs,

\opfops/ Point of Sale terminals, smart card readers, bio-metric readers etc.) will vary based on their needs.

COMPARATIVE ANALYSIS

SSS and Syslift are similar stand alone systems that can be compared on several aspects. The pros and

cons of SSS are the same as those for Syslift. Both were developed by MIUs for their own needs and fulfil
the operational requirements for running the local business. Their scaling capabilities are limited since they
were not designed to include the other information processing layers. This could become a problem when

other techniques are required as the organisation grows and needs needs more sophisticated use of data.

Microcare, has a modular web-enabled system that has greater scalability and is installed ot different
client sites. It is commercially supported by a professional software development group. Microcare
integrates a variety of user interface technologies, enabling its use both in different client situations and at a

larger scale than SSS and Syslift.

Software as a Service (SaaS)

Saas (typically pronounced 'Sass') is a model of software deployment where an application is hosted as a service
and provided to customers across the Internet. By eliminating the need to install and run the application on the
customer's own computer, Saa$S alleviates the customer's burden of software maintenance, ongoing operation,
and support-

> http://en.wikipedia.org/wiki/Software_as_a_Service
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AIMS and Gradatim are examples of Software as a Service (SaaS). These systems are web enabled and
connect all information processing layers with each other. AIMS, BPU and other SaaS technologies all
require high number of clients before they can become cost effective to the provider. Given the premium
rates of microinsurance products currently available, the percentage of administrative costs of the
technology offered by SaaS providers will be very attractive if they can offer services at a low cost per

client.

3.3 DATA ANALYSIS & PROCESSING

The Enterprise and Support layers of the information-processing model! sit above the transaction processing
layers. Their function is to link microinsurance with mainstream insurance and other financial networks. The
main challenge for these products is to ensure that they meet customer needs and can support sustainable

businesses in the |ong run.

Two different examples are presented. One is of a set of simulation tools used to evaluate financing
alternatives and the other is a business process and data standardization technology used by the

microfinance industry through the MIX Market to link into banking networks.

Capacity Development Tools (GTZ)

Deutsche Gesellschaft fur Technische Zusammenarbeit (GTZ) is an international co-operation enterprise for
sustainable development with worldwide operations. GTZ promotes complex reforms and change processes,
often working under difficult conditions. Its corporate objective is to improve people’s living conditions on a
sustainable basis. GTZ has developed several (software supported) tools and approaches that aim to improve
the managerial and financial performance and capacities of providers and delivery channels of micro-insurance,
especially on a small-scale decentralised basis. InfoSure and Simlns are tools that GTZ has developed in order to
improve the efficiency and effectiveness of health insurance, including community based health insurance
schemes. The tools are geared towards policy-makers to aid in policy formulation, evaluation and planning.

SimlIns is a health insurance simulation software that analyses the basic financial mechanisms of health
insurance. Its principal use is to conduct financial forecasting for social health insurance, although it can also
be applied to community-based health insurance schemes. Additionally, Simlns can be used to evaluate the
feasibility of alternative mixes of financing including different government budget lines (Ministry of Health
and other). Simlns works by varying key variables in health insurance according to six population groups
and up to fifteen health service categories. The output of the software consists of data tables and graphs
that project the development of incomes and expenditures of a health insurance scheme over a 10 year
period. The InfoSure component is an offline data entry tool that provides health insurance evaluations
through the use of extensive “questionnaires”. InfoSure is mainly used to provide a semi-standardized

guideline for the evaluation of and (accompanying) advice to health insurance schemes.

Enterprise Application Suite - EAS (UBmatrix)

UBmatrix is a privately-held corporation headquartered in California, USA. Since its inception in 1998, its
business has been focused on developing and implementing XBRL (eXtensible Business Reporting Language)
products and services. UBmatrix provides an XBRL-based platform called Enterprise Application Suite (EAS) which
has products for the full lifecycle of design, development, and deployment of applications that collect, validate,
aggregate, report or exchange information. EAS can help organizations move information among applications.
This could be within an enterprise, between business partners, and to regulators.

In the development field, the Microfinance Information Exchange or MIX offers an example of an application of
EAS. The MIX and UBmatrix launched a XBRL-based solution designed to streamline and standardize financial
information reporting in the microfinance industry. Currently, approximately 1200 MFls located all over the
world share their information through the MIX Market. This structure could be useful in the field of
microinsurance; numerous possibilities arise for sharing and combining data captured by many MIUs throughout
the world. In addition, UBmatrix currently is working on the development and implementation of an XBRL solution
for the electronic exchange of credit risk information. Credit Risk Assessment Services (CRAS), an industry
working group is collaborating with UBmatrix on a program that enables CRAS constituents to optimise their
workflow and communications among and between credit insurers, business information providers and others.
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XBRL (eXtensible Business Reporting Language) is a standards-based way to communicate business and
financial information. These communications are defined by metadata set out in taxonomies. It is an XML-
based open standard that supports information modelling and the expression of semantic meaning

commonly required in business reporting®.

UBmatrix has a set of Java-based technologies that are used to deploy XBRL solutions for reporting and
data collection. This includes UBmatrix Enterprise Application Suite (EAS), web-based application platform
including taxonomy management, reporting management, XBRL document processing, and collaboration
tools. APls and other components can be used in combination with custom created solutions that integrate

with third-party applications, like Microsoft Excel.

EAS is a system that offers many possibilities, solutions and improvements to the various microinsurance
processes. Given the success of MIX Market, the authors believe that the potential of EAS is huge. Before
the advantages of EAS can be produced, systems and processes in use at MIUs need to be reviewed and
changed to make internal and external communication through XBRL possible on a global scale. Doing this
in a structured way requires a centralized and articulated set of definitions that reflects consensus among

all participating MIUs. Clearly, a well-organized MIU community is necessary for EAS to be a success.

Strategic tools like InfoSure and Simins need to be integrated into an XBRL data and workflow platform to
enable any microinsurance operation to make reinsurance and finoncing calculations. Such an infegration
would provide insurance partners from the mainstream insurance industry to compare all microinsurance

units using the a common set of performance metrics.

COMPARATIVE ANALYSIS

The two tools presented here are complementary; CDT is a simulation and analytic tool that can be used to
support microinsurance producf design. ESE provides a p\ofform for connecting Transaction Processing
systems and aggregating information. Thus if they were linked together, it would be possible to apply the
CDT tools automatically to support all the transaction processing systems connected to ESE. Many
available business intelligence and reporting toolssuch as management accounting, could be introduced to
support microinsurance if a common data and workflow mechanism were brought to bear in the industry.
The applications for this include common data repositories and benchmarking as well as workflow

management, statutory reporting for compliance and reinsurance.

3.4 SYSTEMS VIEW

Up to this point the report has focused on technology components presented as layers in the taxonomy. This
approach is of interest to groups testing new technologies, seeing how they may impact certain aspects of
the operations of an MIU in the future. A systems view is obtained by considering all layers of the taxonomy
together. The different systems all include some technology from each processing layer, but the type and
sophistication of the systems vary considerably. This is reflected most clearly in the global cost of
development. Three distinct technology groups have been identified based on their global cost. These are:

= low-end stand alone systems

= Mid-range integrated systems

= High-end global distributed systems

Low-end systems are stand-alone platforms typically developed in-house by microinsurance units. These

systems are functionally complete in the area of transaction processing but lack functionality at the user

© http://en.wikipedia.org/wiki/XBRL
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interface, data analysis and processing layers. In general they lack the software support infrastructure

needed for deployment beyond a limited geographic area.

Mid-range systems have been designed with systems integration in mind. They are constructed in a
modular architecture around a relational database. They cover the user interface and transaction
processing \oyers, but lack tools for data ono\ysis and processing. They include support for mobile devices,

smart cards, biometrics and other end-user tools.

High-end production systems are SaaS platforms based on a shared distributed hardware and software,
offering an outsourced service either directly to MIUs or to insurance companies that work with them. They
include all layers of the processing model, are modular, tailored and secure communications within and

among systems.

An MIU can benefit from any of these platforms depending on the choice it makes between using its own

private infrastructure and sharing the infrastructure and its cost with others.

To give a rough idea of costs: The low-end systems have investment costs of up to USD 50°000, the mid-
range systems require investments up to about USD 500000 and the high end include systems requiring in
excess of USD 500000 to develop.

Interestingly, there is a clear relationship between the overall technology cost and the number of clients
being serviced. While the investment is greater for high-end technology solutions, the graph shows that the
number of users dramatically increases for such solutions. In addition, the cost benefit is higher for these

systems since the price per user decreases, as shown in the following graph.
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The three types of solutions are represented by the different coloured points on the graph, which shows a
marked s-shape (using a lognormal fit). The shape represents an overall law of diminishing returns for the
information technology. The saturation may have less to do with the technology itself than the need to

provide support to the organizations that use it.

How does this model translate into concerns that are relevant to the clients? In other words, how does the
investment in technology relate to the premium? The response to these questions is found in the assessment
model (developed in Appendix A2) which includes the amortization period for the technology, productivity
increase, and the annual premium per client. From the survey and interviews, the expected productivity
improvement averaged at around 10% of total premium income. In the simple model, this can be considered

to be a constant for the industry.

Since the amortization period corresponds to the time required for the enrolment to rise to the level at
which the investment is balanced by the productivity improvement, it is possible to use this constant to
calculate a Reference Premium for the investment. This number can be used as the benchmark for
comparing technologies. The Reference Premium is the lowest premium for which the investment can break
even. The following graph shows the Reference Premium obtained by applying the assessment model to the
data obtained through the survey and the subsequent interviews. The technology amortization model
indicates that even though a technology may have a very large development and deployment cost (for
example with the SaaS approach), its cost per member will be low if many MIUs and clients can share the

same infrastructure.
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4 > CONCLUSION & RECOMMENDATIONS

Covering many aspects of technology for microinsurance, this study has:

= Conducted a market survey to identify the areas of interest among microinsurance practitioners
and technology providers from around the world.

*  Developed a taxonomy for classifying technological components which was used to position
technologies and index them in a catalogue.

= Conducted one-on-one telephone interviews to understand technologies in greater depth and
presented a number of illustrative case studies.

= Developed an assessment framework to compare complete systems based on investment cost,

amortization, productivity improvement and administrative cost per client.

The component technologies for microinsurance divide naturally into three groups: User Interface,

Transaction Processing and Data Analysis & Processing.

The market survey indicated that the greatest demand in the field was for Transaction Processing Systems;
the interviews confirmed that User Interface and Data Processing & Analysis were in fact supporting
functions to the core business management function. The general recommendation is that Transaction
Processing Systems be installed and properly integrated with paper processes before attempting to

automate the supporting functions.

The market survey also indicated a stronger demand for more integration between systems than for a
disaggregated approach to technology. This does not mean that projects to investigate technology
components (especially front-end technologies) should not be encouraged, but that much more emphasis be
placed on reengineering internal business processes, systems integration and other approaches to reducing
the administrative load in the back offices of both mutualities and agencies. The risk of not doing so is that

investments of MIUs will be prioritised incorrectly, resulting in increased overhead costs.

The market survey indicated a strong demand for a common data repository, but the authors sensed that
this was only part of the story. Having good data using a common format can only improve the quality and
penetration of microinsurance products. One of the main challenges to cost effective use of information
technology in microinsurance is managing the flow of data between organizations. The use of common data
is just the first step. Any organization wishing to provide added value to its clients needs to be able to
handle the flow of data between members/ health service supp|iers, microinsurance units, insurers of record
and reinsurers. The problem is particularly acute for international microinsurance networks that manage

multiple workflows.

Based on the survey, a number of areas for technological R&D would be worth investigating more deeply
than could be accomplished in this study. These include technologies to support the following:
* Integrated user interface functions (authentication, data, micropayments) in smartcards and mobile
devices;
*  Training, knowledge capture and dissemination;

*  Management accounting and business intelligence applications to microinsurance.

There is plenty of scope to increase the depth of the analysis started in this report and to address this
question in more detail. In particular, it is necessary to detail the opportunities for technology at each level

of the information-processing model.

21

TECHNOLOGY FOR MICROINSURANCE



The assessment framework was used to analyse different systems to be compared at the level of cost per
client. The conclusion from the analysis was clear. A low total development cost does not imply a low cost

per client; in fact just the reverse seems to be the case.

The main conclusion to be drawn from the analysis is that reducing transaction costs is one of the major
challenges facing microinsurance. Making progress on this front will reduce administrative overheads, with

direct impact on customers” premiums.

Microinsurers need to streamline the routine production processes such as customer registration, claims
management and implementing systems that support the efficient flow of information within and between
organizations. If they don't, the automation of user interfaces, the addition of knowledge management,

product design and business intelligence will simply add costs without improving services to customers.

The reason for this recommendation is not just efficiency for its own sake, but to encourage microinsurance
organizations to focus their energies on developing business processes that really add value to the
customer. Using technology to release resources from administrative activities and redirect them into

product innovation and marketing will have a direct impact the growth of the industry.

It should be underlined that the assessment framework has so far only been used to analyse transaction
costs. The selection of a type of system will depend on other criteria as well, including accessibility, ease of
use and support. Further work will be required to incorporate these parameters with the specific
requirements for different types of insurance products, regional differences, political conditions and
regulatory requirements. Nevertheless, the authors are confident that costing analysis will continue to be the

main component of the evaluation framework.

There are several technical and non-technical challenges in bringing together innovation and local
knowledge of grass roots microinsurance organizations with the demonstrated scalability and efficiency of
global solutions providers. In particular, it will be necessary to achieve long-term sustainability of the
cooperation and harmonization of the social and economic goals of these very different types of

organizations.

The authors think that bottom-up innovation and experimentation should be encouraged, but at the same
time, they see potential problems in the area of support. Although there is a willingness to share
experiences and applications, it is difficult for MIUs that have developed solutions to provide support to
others. These organizations are not properly structured to provide this kind of technical assistance; they are

MIUs and not technology experts.

The recommendation is that local solutions be developed in a managed way to stimulate local ownership
and innovation but at the same time encourage coordination between developers to avoid repeatedly

reinventing the wheel.

4.1 SPECIFIC PROPOSALS

In addition to the above general recommendations, the authors wish to make ten specific proposals

CAPACITY BUILDING

Effective use of technology for microinsurance calls for capacity building and knowledge dissemination.
The importance of adapting global solutions to meeting local needs was brought out in the survey and in

telephone interviews. To this end, the authors recommend the following:
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. Create the means [e.g. a vehicle, a forum) for MIUs to share experience and keep abreast of
solutions deve|oped by groups in different regions.

. Encourage technology suppliers to enter the details on their product and service offerings into a
technology catalogue, continuing the effort started during this study. A product database can
support this task. Incentives for providers to participate might include an opportunity to participate
in a data standardization effort that will encourage inter-operability, reduce development effort
and bring down the costs of technology.

. Create opportunities for users to give their points of view on technologies and systems with which
they have had experience.

. Continue the field survey on requirements and assessment that was started for the study (and
probably make it easier and more accessible for wide outreach). Incentives to participate might

include some further services like data/risk analysis through an indicator database.

INTEGRATED SOLUTIONS

A number of supp\iers have deve|opec| g\obo| p|offorms with high sco|obi\ify, re|iobi|ify and per{ormonce
These application platforms are commercially efficient and very attractive because they operate at the
high-end of the scale (ie. millions of clients vs. thousands). This conclusion is borne out in the analysis of the
Technology Model developed using the Assessment Framework. However, the challenges to apply such
platforms include the need for localization, reliability of access to remote servers, and ownership of data.
The problem is especially complex for multinational microinsurance programmes, which can ill afford to
maintain a plethora of local solutions, but at the same time may be resistant to the idea of outsourcing their
entire operations to a commercial supplier. The authors recommend that MIUs look at ways of exploiting
commercial platforms by outsourcing some applications such as workflow or specialised actuarial
calculations and reinsurance modelling tasks. They recommend that commercial suppliers look at ways to
integrate their solutions with those of software developers, taking advantage of their proximity to customers

and ability to provide local timely support, especially in remote regions.

TECHNICAL SUPPORT

The authors recommend providing technical support to MIUs to help them implement systems that combine
local requirements with commercial platforms. This organization would create, promote and apply
standards for data collection, workflows and reporting in microinsurance. Through communication and
sharing of data among the various MIUs, development will become easier and could benefit the entire
microinsurance community. A technical support group would refurbish applications developed by MIUs into
open source software solutions so that requesting MIUs would be supported in the technology transfer
process. Standard modules such as client, policy and claims administration that have been refurbished by
the supporting organization should be fine-tuned to local needs by local software developers. These open
source components would also be integrated with commercial software solutions through common data
exchange standards. This prevents reinventing the wheel and will speed up the collaboration between

MIUs and the commercial suppliers of technology.

DATA STANDARDIZATION

The authors recommend that a standardization effort be initiated involving commercial suppliers and MIUs
active in application development. That would encourage providers of local solutions to build standard
interfaces to the common data repository. Workflow components for data validation and communication
could be located in a shared p\oﬁorm. Since workflow in insurance may involve mUHip|e organizations,

logically it could be handled in a common way.
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INFORMATION MARKETPLACE

Naturally the above recommendations bring their own set of challenges, notably those concerning “data
ownership”. Nevertheless, this problem could also become part of the solution. After all, whose data is it
and what is its value? Given that we are dealing with people at the “bottom of the pyramid”, the primary
ownership should be with the people themselves. If data is primarily owned by the insured client but held in
common, it should be feasible to tag the data source so that ownership can be traced. If data from a
household is aggregated using the information-processing model, its value increases with every step it takes
as it passes through each layer. The added value can be tagged so that this can be attributed to any

intermediary involved in the workflow. The following diagram illustrates the Microinsurance Information

J\ /.
\)&
>

Data Producers (NGOs, Agents, MIUS, Healthcare Suppliers)

Marketplace being proposed.

Insurers
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Data
Consumers

Microinsurance Information Marketplace

The proposal is that these data flows generated be used both to empower people at the bottom of the
pyramid and to finance the technology infrastructure. There is sufficient potential from this data flow to
bring a new source of income to the bottom of the pyramid that is intimately tied to the delivery of
insurance. Data flows can be between all parties and income can stream all directions as well. The basic
idea is to make the cost of the information service financially neutral in the vertical direction so that the cost
of the infrastructure should be borne by the horizontal direction. Ideally income will flow to the bottom of

the pyramid so that the insured person does not have to carry the cost of information services.

But the information marketplace concept is potentially even more powerful: by using technology to
transform information processing from a cost center to a profit center. Individual data are of little value, but
data validated, aggregated and processed can be an enormously powerful tool for development. Because
of their closeness to the communities of which they are part, MIUs are uniquely positioned to collect many
types of data relevant to the community as a whole, not just insurance data. This represents a unique
opportunity to integrate microinsurance with income generation and sustainable development, completely

changing the way insurance is financed and marketed to the poor.
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4.2 METHODOLOGY RECOMMENDATIONS
PROJECT WEBSITE

The use of the website helped enormously in the communications and project management aspects of the
study. Rather than communicating bilaterally with assessors, suppliers, and survey respondents, the website
provides a perfect vehicle for parallel communications between actors as well as for the mechanics of
developing and delivering the study. All the information needed to prepare the final report was readily at

hand. It is recommended that a project website on future short-term technology studies be used.

MARKET SURVEY

The market survey was surprisingly successful, since the overall response rate of 25% was much higher than
expected. Numerous helpful comments, proposals and additional terms for the taxonomy were received, but
there was insufficient time to analyse and include all of these suggestions in the report. The online survey

tool was excellent, making it easy to generate statistical reports . It is recommended that future surveys take

advantage of the technology.

TAXONOMY

The survey tool and the online discussion were both helpful in defining the taxonomy. The information-
processing model used in the study to structure the taxonomy was also of great benefit. Again due to lack
of time it was not possible to go into sufficient depth in defining the taxonomy. A natural next step would be
to expand the taxonomy to a full project to define microinsurance terms and business rules using the XBRL
standard. This would require going well beyond the superficial set of definitions included in this report. The
practical benefit of such a project is that the common data repository and the data exchange standards
would fall out naturally from such an exercise. The power of XBRL is its ability to express workflow and data
standards, pulling together both standard accounting information and other performance metrics. The

Microfinance Information Exchange (MIX) is an example of how XBRL can collect both financial and non-

financial data to track and assess organizational performance.

CATALOGUE

The technology catalogue contains eighteen entries, reflecting the limited offer of solutions available today.
Furthermore, about 30% of the technologies included were not specific to microinsurance. They were
added to present a more complete picture of the types of technology used in related industries such as
micro-payments and microfinance. The available technologies are improving in quality and choice,

especially with the introduction of mobile technologies that are driving a broader access to the Internet.

It will be necessary to continue the stocktaking and keep track of new technologies, products and services
as they become available. The case studies presented in the report were selected because they were
representative of the catalogue of available technologies. Writing the case studies offered an opportunity
to paint a more human picture of the origins and applications of information technology to microinsurance.
Although not numerous, there are quite different technological approaches, the sources of which are quite
broad. The authors recommend that the cataloguing of technologies continue and that expert organizations
and microinsurance organizations in the field continue to propose catalogue entries for inclusion. The
authors do not recommend including published assessments of products in the catalogue, as there are
insufficient implementation sites with the existing platforms. This could be considered later once more

applications of the various technologies are available.
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ASSESSMENT FRAMEWORK

The Assessment Framework, developed by the authors, is a formal method for quantifying the work on the
taxonomy, technology and case studies. The assessment framework provides a global model of sustainability
and scalability. The framework allows very different technologies to be compared with each other in terms
of a reference premium. It is the authors opinion that a positioning of technologies according to quantifiable
metrics is more useful than subjective evaluations of individual products. The theoretical work on individual
products was completed with data obtained from the online survey and validated through telephone
interviews. The authors were able to use the framework to model relationships between the cost of
technology, number of clients, amortization period and the reference premium. From the preliminary
analysis, it became clear that three classes of solution are available, essentially determined by the scale of

the system: local production systems, mid range and high-end solutions.

The choice between these three is critical as each class offers different scale, cost and reference premium
characteristics. It is proposed that @ more in depth study be conducted in order to further develop the
assessment framework and to test a number of hypotheses proposed in this report. In addition, the
framework also points to the need for modelling the business benefits of various technologies in a more
precise way. More detailed evaluation frameworks will have to be developed for each level of the
information-processing model to explore how technology can improve them as illustrated by the following
examples: 1) the use benefit of supporting technologies such as knowledge management to increase
market penetration, 2) the use of a common data repository to improve insurance product design and gain
access fo reinsurance services, 3) the use of mobile payment platforms to reduce claims management costs,

and 4) the impact of biometrics to reduce fraud and error.
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APPENDICES

A1 PROJECT TERMS OF REFERENCE

» Define a taxonomy to catalogue technologies:

*  |n the microinsurance business processes, for example how technology might contribute to
efficiencies, or control costs and risks, or improve management in enrolment, underwriting,
premium payments, renewals, claims applications, verification and payments, considering both
front and back office requirements

*  |n the microinsurance value chain, such as how data is captured, what processing is required,
and what information is needed at different levels, inc\uding de\ivery channels, risk carriers,
health care providers, third-party administrators, insurance supervisors and industry
associations

*  For a variety of different insurance products and institutional structures, for example the
needs of community-based scheme are likely to be quite different than those of an insurance
company; the requirements for health insurance will be quite different from livestock
insurance.

*  Type of technology: software (stand-alone, web-based, proprietary, open-source, user-
friendliness etc), hardware (e.g. computers, handheld devices, mobile phones, bar code, smart
cards etfc)

*  Phase of development: eg. Implemented, Could be implemented in the short and medium
term, requires substantial development etc. This section should include consideration of
whether any prerequisites for implementation are required.

»  Use the taxonomy to catalogue technologies (ideally in a soft table to be proposed online) and
highlight the chain of technologies used in the microinsurance processes from the software back end to
the front-end devices via the network/channel used

»  lllustrate these kinds of technologies with examples & case studies, highlighting why organizations
made their technology choices, and (where possible) if those choices have been cost effective.

» Propose and test a framework for assessing the technologies (with reference and feedbacks as much
as possible), as to their suitability for implementation against specific criteria (such as the taxonomy and
other factors such as cost, re\iobi\ify/ acceptance by clients, ease of use and control mechanisms)

»  Collect background literature and references on IT systems applicable to microinsurance, and provide

contacts to technology providers as well as actual users of the technologies.
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A2 ASSESSMENT FRAMEWORK

A four-dimensional model of the sustainability and scalability of a technology project is proposed. The
model’s variables are T (Term), E (Event), A (Activity) and U (User), representing cost, time, productivity and
scale respectively. These variables are chosen to express the financial sustainability and scalability of a
particular technology. The product TE represents the rate of investment and the product AU represents the

rate of return.

Even though cost is not the only consideration in selecting a technology microinsurance, it will be shown to
have major impact on both sustainability and scalability. When these two products are equal, a technology
project can be considered sustainable since the cost of a technology is balanced by an increase in

productivity.

Alternatively the relationship between TE and AU can be seen to convert the financial variable T into the

human scale of the project represented by the number of members U being supported by the technology.

TERM T: TECHNOLOGY COST

The model is based on a representation the total project cost T, including the base technology, application
development, acquisition and maintenance costs. This term applies equally well to the cost of an acquired
product, an in-house developed system and to Saa$ (Software as a Service). In the last case T represents

the cost is that of the entire platform SaaS.

EVENT E: RATE OF AMORTIZATION

The temporal dimension of a project is represented by the event variable E. If the amortization period until
cost benefit equals the investment is D years then E = 1/D is the rate of amortization. Multiplying the
technology cost T by E converts the total cost into an average annual rate of investment. The larger the

value of E, the smaller the value of D, the higher the rate of amortization.

ACTIVITY A: PRODUCTIVITY

The activity variable A measures the productivity increase generated by the technology project in terms of
reducing the proportion of the insurance premium devoted to administration. The logic behind this is that the
less administrative burden, the greater relative effort can be devoted to growing the business. Some may
say that productivity is not important in a microinsurance context, but this not the case. Technology drives
productivity and productivity drives growth. Microinsurance is now entering a high growth phase so that
the choice of technology will be one of the most important ones that a microinsurance organization will

moke.

USER U: NUMBER OF MEMBERS

The user dimension U of the model is represented by the total number of members. With this definition it is
possible to bring the productivity down to a human level A way of representing productivity increase is by
estimating reduction in routine administration costs. The purely financial measure A can be converted info a

more meaningful term is vital by dividing it by the percentage reduction of the administrative costs k

EQUILIBRIUM CONDITION, BALANCING RATES OF RETURN AND INVESTMENT

Assuming that TE and AU are balanced, then the ratio Alk = P is reference premium per person insured per

year, which represents the smallest premium that will allow the microinsurance to break-even over time.
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The smaller the value of the reference premium P, the higher the productivity of the organization. If we
assume that k is a constant across technologies (about 10%), then either A or P can be used as a benchmark
for assessing the effect of technologies of very different scale. From the above definitions we obtain a

representation of the sustainability of the project with the following equation:

TE=-AU or TE=PU

Thus the analytical model of sustainability links the cost of the technology T and the rate E, to the
productivity increase A, the reference premium P and the number U of members. The purpose of such a

model is to provide a framework to assess and place into context examples of technology implementations.

The values for the variables TE,AU were collected in the online survey and verified through telephone

interviews with the technology suppliers and users.

Deeper analytical models can be developed to represent the value of A in terms of the processing model

and the types of technology.
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A3 TECHNOLOGY CATALOGUE

The role of the taxonomy in the study was to provide an index for the technologies and highlight how they

could be used in the microinsurance processes from the customer interface, via transaction processing

through to data analysis and processing. The online survey identified providers and users of technologies

included in the catalogue. The catalogue index was based on the information-processing model. If a

technology covered several layers of the model, then the lowest level was used as the index. The study

chose to take a broad view to the selecting technologies and includes applications from microfinance and

mobile bonking, which could find equivo|enf uses in microinsurance.

Scoping Study

Survey Outputs

-
The use of Technologyfin Micreinsugan

‘Working Group cn Technology

MWG.-T: —————————
’78ite of the Microinsurance

Study Survey:

The study invites individuals
and institutions to share their
experiences. Answer one of
the guestionnaires to receive a
FREE copy of the report at the
and of the study,

Technology Catalogue

Examples of Technologies have been indexed using the Microinsurance Information Processing Model. If the
technology covers several layers, then the most representative one is taken as the index.

Distribution Layer:

= HSMS (MicroCare Insurance)
» e-Microfinance (Snowwood)

Connectivity Layer:

= eServices Everywhere (SourceTrace)
« Secure Link [FE-Mobile)

Production Layer:

Business Process Utility (Gradatim)

Data Template (Social Re)

Finance on Reguest (SUN Microsystems)
MAS-Gestion (ILO)

Soclal Security System (DHAN)

Syslift (Uplift)

AIMS (Microinsurance Agency)

TPA (Madhuvan Infotech)

Enterprise Layer:

« Capacity Development Tools (GTZ)
= Application Enterprise Suite (LIBMatrix)

Support Layer:
= ACYM Network (ACYM)

» GIMI Portal (ILO-STEP)
= Mifos (Grameen Foundation)

Catalogue Index

The catalogue included production systems for handling insurance affiliation and claims processing, smart

card applications for client identification to improve the communications efficiency between client, health

care provider and the insurer.

Since the area of statutory reporting will become important as the microinsurance industry grows, the

catalogue included XBRL tools to create standard reports. These standard reporting tools are a natural step

towards creating common data repositories.
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MICROCARE INSURANCE MANAGEMENT SYSTEM

Microcare Insurance Ltd is a licensed insurance company in Uganda under the Uganda Insurance
commission and specializing in health insurance. Microcare started as a not for profit organization
providing medical insurance to low-income earners in Uganda in 2,000 covering both formal and informal
sectors in both rural and urban areas. Microcare concentrated on providing medical insurance cover with
premiums designed according to the affordability of low-income groups. Microcare developed IMS a
unique networked check in desk health insurance control system to prevent the common abuses and enable
fast accurate settlement of claims. IMS has contributed greatly towards the success of this company,
enabling it to become the country's leading health insurance company, now covering about 80,000

members, and growing rapidly in both the formal and informal sectors.

Key features:
= RDBMS database platform with a “dotnet” and ASP front end
= Can handle millions of client profiles and thousands of health service providers
= Claims can be entered and processed from the point of treatment
*  Reduces labor intensive paper based claims form processing (computer or PoS)
*  Includes biometrics and smart card for security and client record access

= System guarantees “the right person gets the right treatment at the right place for the right cost”
SNOWWOOD E-MICROFINANCE SOFTWARE

Snowwood e-MicroFinance Software has modules to take care of a broad range of financial services such
as deposits, loans, payment services, money transfers, business opportunity creation, early warning systems
and insurance Snowwood microfinance software ERP suit is a “vertical” eMicroFinance suit (VMS) with data
mining and Worehousing copobi\ify. VMS takes care of funding and understands, the business field where
the fund is lent / invested and provides business specific workflow process for effective execution and
monitoring. VMS has modules to take care of microfinance for Agriculture, fisheries, small-scale retailers,
distributors, common labourers, small-scale employment, education, construction and production etc.
Snowwood microfinance has integrated modules such as savings management, insurance management,
emergency management, small enterprise networking, B2B and B2C networking,

This suite has an elaborate data mining and econometrics tool which can effectively increase the member’s

status and success rate.

Key Features:
= Member planning
= Center planning
»  Loan product creation
=  Funder management and report
. Branch and division p|onning
»  Fund planning and financial planning
* lending and collection
= Creation of collection demands every week or month or fortnight,
»  Savings and Insurance packages for members
»  Accounting, Trial balance, Balance sheet etc
= Rating members Branches
= Member administration
»  Volunteer and staff administration
= Fasy fransaction operations

»  User-friendly screens
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»  MIS reports [various reports user definable)

= MoU with external organization to promote business for borrowers
= E Governance of the Microfinance institution

»  Field development officers management

» |nternal expenses and purchases

. Instance document creation

SOURCETRACE ENTERPRISE SERVICES EVERYWHERE

Enterprise Services Eveywhere (ESE) from SourceTrace is an integration platform deployed on a cluster of
servers that allows an organization to immediately integrate mobile devices with their production systems.
The ESE is adaptable, and can easily be deployed on any commercially available handheld device: point-
of-sale devices, personal digital assistants, or cell phones. SourceTrace Systems (STS) offers complete
solutions for a wide variety of business settings and technical needs, including MicroFinance Institutions,
Banks and Other Financial Institutions, Agricultural Cooperatives, Agricultural Commodity Companies and
Potable Water Providers. Different geographies, cultures, and service providers have different processes.
Different partners and customers have different needs. The ESE mobile designer allows the entire ESE to be
customized to meet the needs of a particular business or organization to meet regional, cultural, and/or

service provider requirements.

Key Features:

= Bi-directional: communications not only from service providers to end-users but also from end-users
to service providers

= Security, economic, and educational issues usually require that a physical person facilitate the
communications of the end-user with the service provider

»  The transactional nature of the communications ensures reaching their desired end-point (a) once
and only once and (b) only the selected recipients receive the communications

= All communications facilitated by the ESE technologies are entirely secure

= STS uses the most up-to-date encryption technologies available to ensure that only those parties
who ought to have access to information transmitted using the ESE actually do have access to that

information

FE-MOBILE SECURELINK

Securelink platform is a secure communications product for mobile devices provided by FE-Mobile. The
software provides full end-to end security over the widest range of handsets regardless of mobile operator
and network technology. Securelink was developed to enable secure transactions from mobile handsets.
Mobile commerce has been slow to take off because of poor user experiences. Securelink makes things
easy, providing you with essential mobile and server applications to secure the user device and all data
communications from end-to-end. Securelink provides a compelling experience and has major benefits over
alternative approaches. It is quick and convenient to deploy, cheap to use, very secure. It can be

embedded into third party applications and can be customised and branded

Key Features:
. Licensed software fechno|ogy enables secure communications via mobile - ideal for organisations
wanting to exploit a secure mobile channel
L] Enables banks to offer a mobile channel with, for exomp\e/ the obihfy to view balances and
account histories, move money and make payments
»  Allows a payment service provider to offer their merchants and customers a secure way of
trading, even when parties are remote and/or no POS device is available

= Enables two-factor authentication via mobile, avoiding the need for more costly hardware tokens
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= Provisioning toolkit ensures all users have a positive brand experience

GRADATIM BUSINESS PROCESS UTILITY

Gradatim's Business Process Utility (BPU) is o multi-channel, multi device and on-demand technology
platform that delivers services to insurance providers and its various stakeholders - agents, intermediaries
such as microfinance institutions (MFls), Banks, employees, managers and regulators. The technology
platform enables product intelligence for actuarial support, MIS and reporting improving management and
governance substantially. BPU is able to handle products from all lines of insurance business - Life, Health,
Non-life and Pensions. The PBU technology framework combines a technology platform with external
services and robust infrastructure to help MFIs operationalize their business goals while retaining control

over processes and business as a whole.

Key Features:
= Point of sale solution for data capture through mobile, PDA, tablet PC devices etc.
= Straight through processing capability (underwriting & decision engine)
= Online - Offline integration with Insurers’ back end systems
= Billing & collection including automatic generation of billing invoices and follow-up notices
* Invoice dispatching to help capture payments (flexibility in collection frequency)
= Payment adjustment, generating reports on defaults, lapses and dispatching receipts
= Policy servicing for users (Insured, Agents, NGQOs, SHG) to capture change requests, making
changes (based on access privileges) and generating reports

= Claims handling to capture claim requests, validate and process claims

SOCIAL RE DATA TEMPLATE

The Data Template from Social Re is a microinsurance research and training tool. It contains all the
cumulative data on members, the contributions they pay, and the benefits they can receive. The
confidentiality of such a database must be protected and secured so that only authorized (and trained)
staff can access the information. Upon entry into the application, authorized users access a menu with five
button-activated options. Each button calls up a corresponding screen that allows tracking of information
about members, contributions paid, claim transactions, and details of the qualifying conditions applicable to

benefits.

Key Features:

*  Member Details: displays a detailed form for adding/updating/deleting details about individual
members

= Member Transactions Details: displays a form for processing individual transactions

= Actual Contribution Paid: displays a form to add/update contribution payments, and follow up the
compliance rate for each paying member

= |mport Data: displays a form for importing tables from other databases (notably the referential
database of this application, kept separately for ease of operation)

»  Reports: displays a menu page that allows the user to view several standard reports
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SUN MICROSYSTEMS FOR (FINANCE ON REQUEST)

Finance on Request is a set of hosted financial service from Sun Microsystems. The hosting solution can be
taken in house as a lease or outsourced to Sun and partners based on the same lease calculation
generated from a bill of materials of number of users, transaction, storage. FOR is based on a utility
computing model partnering with the industry as opposed to an ASP (Application Service Provider) model
accessed through a telecommunications company or other third party environment. The main value is in
reducing the bottom line cost and expense ratios of traditional distribution channels while increasing the top
line growfh by providing more coverage for distribution. Business users can ropid\y create, launch, cross sell,

white label, and manage insurance producfs via any distribution channel in any currency and any |onguoge

Key Features:

= No software change downtime and the time to deployment is a two week training course to
educate the users on how to enter products, connect to channels and handle the risk configuration
for the insurance life cycle

» 24X/ access via the Internet and access offline when necessary

= All of the processing can occur in real time with MIS report showing the exposure & loss ratios

= Triangulation reporting can be extended to data warehousing program and cell phone
dashboards real time

= Ability to create as much of the policy and claim administration cycle af the point of sale or first
notice of loss

= Payment or claims settlement by devices such as cell phones

MAS-GESTION

MAS Gestion is a management package to support the main technical activities of a Healthcare Micro-
Insurance Scheme (MAS) including membership management, contributions and sickness benefits. A tool for
management, follow-up and control the software is intended for MAS managers. It facilitates simple and
fast registration, follow-up and control of membership, contributions and benefits. MAS Gestion provides a
common database for on<:1|ysis by responsib\e officers, members, regisfered beneficiaries and other MAS
associates. It is not accounting software package but includes a management accounting module. The
software was developed using recent experience in healthcare micro-insurance in West Africa and is

available in both English and French versions.

Key Features:
= Allows information exchange with other support structures that use MAS Pilote software (mutual
organizations unions, NGOs, etc)
* s compatible with and gathers the same indicators as the MAS Pilote instrument panel
»  Provides monitoring and follow-up of insurance schemes and allows simultaneous tracking of many
schemes

= Generates and provides follow-up information for thirteen indicators calculated from the data in

the MAS system
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DHAN FOUNDATION SOCIAL SECURITY SOFTWARE
Social Security Software (SSS) was developed in-house by DHAN Foundation and follows thoroughly the

basics of insurance; underwriting, claims handling and financial administration practices. The Social Security
Software is able to retrieve management information and statistical information on the various data that
was entered. (e.g. age, cause of death, cause of hospifohzoﬁon, rural-, urban-, coastal- or tribal-member).
Based on this information analyses can be made to calculate the proper risk premium, reserves, interests
and costs. As DHAN Foundation has various running programs eg. in the field of agriculture and micro
finance the microinsurance members’ administration is linked into the DHAN members” administration. There

are no other linkages with the DHAN administration.

Key Features:
= The software is organized in modules so that different microinsurance projects can use the system
independently
= The modularity allows the user to choose whatever is functional according to their needs
= A proper segregation of functions has been build into the system

= Different persons will have different levels of access

SYSLIFT

Syslift Software is developed by Tieto Enator and Uplift and is a freeware offered to micro insurance units
who are willing to share their database with all other user-MIUs. The software is meant for community
based organizations/branches gathered together under a Federation but also can be used by any other
microinsurance model (mutual, partner agent etc). The reporting module can be customized to enlarge the
use for various levels of decision makers and has a strong capacity for Health Insurance but is also capable
to handle products under two other categories; Accident and property insurance. Syslift has a
comprehensive database for statistical research. It is easy to track and understand contributions and

members’ data. Risk management indicators for managing insurance are incorporated.

Key Features:
»  Provides MIU's with data from a centralized database for easing their activities management
»  Helps clients/members to have a better behavior related to the concerned risk
= Maintains information about products, policyholders, dependants, policies and claims
= Monitors Micro-Insurance portfolios
*  Monitors quality data encoding

= Speeds up the claim settlement process - cashless systems
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AIMS MICRO INSURANCE AGENCY

The Micro Insurance Agency provides a comprehensive service pockoge to design and administer
insurance products for the poor. They offer free market analysis and product development and receive a
small commission only after the successful deployment of the product. If the product is not successful or is not
launched, we do not receive payment. This motivates us to design products that meet client needs and
remain competitive; our interests are aligned with those of our partners. The Micro Insurance Agency's
standard approach is to carry out market research with our target clients and work with the existing
organizations that serve them to find out what their needs are. They then seek to address these needs,
taking into account the availability of insurance supply and local regulatory requirements. Once the product
is launched, it is monitored and altered based on customer feedback in a continual cycle of product
improvement. Working fhrough the Micro Insurance Agency as an infermediory enables insurance
providers to reach the scale necessary to provide low cost products to what are considered traditionally
risky populations, without restriction to the size of the institution distributing the product. The Micro Insurance
Agency's role as third-party intermediary enables all organizations to gain access to the insurance products

demanded by their client base.

MADHUVAN INFOTECH TPA

TPA is a Management Information System for TPA - Third Party Assurance for India from Madhuvan
Infotech. It implements ICD 10 Coding (ICD Standard maintained by WHO and provides Statistical
Reporting capabilities according to the standards of IRDA, the Government of India & New India
Assurance Co.
Key Features:
*  |nsurance: manage insurance company and branch details
= Hospital: manage hospital details
. Poiicy: manage poiicy details, search poiicy using po|icy number, po|icy holder, poiicy D, poiicy
development office agent, insurance office, receipt no etc. and manage insured person details
= Claims: details of provider billing form, patient claim form etc. User can add medify, search, view,
delete the provider billing form and so is true with patient claim form. Claim type can be pre-
authorized claims or reimbursement claims

= Reporting: MIS Reports for Insurance Companies and IRDA
INSFOCUS BUSINESS INTELLIGENCE

InsFocus Bl is an end-to-end business intelligence solution designed specifically for insurance companies.
Combining dozens of years of insurance know-how with Bl expertise, InsFocus Bl enables insurers to gain
insight into their business performance and profitability. InsFocus Bl is an intuitive system that allows non-
technical insurance professionals to focus on what they know best - insurance. Based on state-of-the-art
technologies, InsFocus Bl is an open, modular solution that is easily customized to address the specific
requirements of any insurance company. Spanning the full spectrum of the data warehousing process - from
raw data transformation to clear and accurate reporting - InsFocus Bl helps insurance professionals at all
levels make better business decisions and increase profitability. InsFocus Bl is quickly implemented in just

months, thereby delivering an extremely rapid ROI.

Key Features:
»  End-to-End Solution - InsFocus Bl is a comprehensive solution comprised of modules that address
all Bl processes -from extract, transform and load (ETL), through system management, to reporting

and analysis.
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= Insurance Specific - InsFocus Bl is designed for insurance analysis. The system encompasses pre-
built insurance data structures, transformation processes, calculation methods, metrics, dimensions,
and reporting templates,

= Customization - Utilizing built-in insurance content, InsFocus Bl is customized to meet an insurer's
data structures, business logic, terminology, and language.

= Intuitive Interface - InsFocus Bl's user-friendly interface is built with standard insurance
terminology, enabling non-technical business users to independently generate reports and
analyses.

*  Broad Interoperability - InsFocus Bl is comprised of separate components based on standardized

Web services, thereby enabling communication with external services and other applications.

GTZ SIMINS & INFOSURE

Lack of monogerio\, administrative and financial capacities in micro-insurance is a major prob\em for the
sustainability of schemes and products, and thus social protection. Over the years, GTZ has developed
several (software supported) tools and approaches that aim at improving the managerial and financial
per{ormonce and capacities of providers and de|ivery channels of micro-insurance, especioHy on a small-
scale decentralised basis. Simins & InfoSure have been developed in the context of community based health
insurance schemes. However, the flexible and participatory character of these tools and technologies also

allows for their use in regard to other risks and contexts.

Key Features:

. Simp\e fechno\ogies are important in improving monogerio\ and financial capacities in
Microinsurance

= They dllow for a better monitoring and evaluation of Microinsurance institutions and products
(between and within different schemes)

= This enhances the sustainability of schemes and products and thus, social protection

= Their flexible character allows for a participatory development, taking into account the local
context

= They dllow for a better link between private and public actor

UBMATRIX ENTERPRISE APPLICATION SUITE

Enterprise Application Suite (EAS) from UBMatrix is an XBRL-based information exchange solutions for
global organizations and enterprises allowing them to more efficiently and effectively address the
challenges of business and financial information management, exchange and reporting. EAS is the leading
platform for enabling XBRL-based data exchange. It supports the design and deployment of the metadata
model that defines the business information your agency needs to collect, the processing of XBRL
submissions by regulated organizations, and the workflow of submissions into your organizations. For
Microinsurance a notable reference installation of Enterprise Application Suite is the MIXMarket platform

for common reporting of microfinance institutions.

Key Features:
= Taxonomy authoring & extension creation
=  |nstance document creation
*  |nstance document validation including
= XBRL 2.1 conformance, XBRL calculations, FRIS conformance
= UBmatrix business rules
= XBRL dimensions allow users to validate ALL numeric relationships within a taxonomy

*  |mport and export of taxonomy and instance document data to a variety of formats including

Excel, CSV, XML, ODBE database
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= Business rules creation, validation and management

*  Mapping to automate conversion of data

ACYM NETWORK

The América Cooperativa y Mutual (ACYM) is developing a communication and information strategy to
support mutual and cooperative insurance mechanisms. The ACYM network has been set up based on the
founding document “A global strategy for common action”. The ACYM network will encourage interaction
between mutualist and cooperative organizations. It will bring together people that are interested to learn
more about the role played by these organizations within the region. The network is looking for
organizations willing to provide additional support or to enter into new partnership agreements. Finally the
aim is to create a comprehensive and permanent database facilitating the development of methodological

tools and training materials contributing to the further development of mutual and cooperative models.

Key Features:
»  Sharing information and experience
= Disseminating knowledge and achievements
= Strengthening capacities and synergies

»  Providing visibility to the organizations

ILO GIMI PLATFORM

GIMI provides access to knowledge on how to design, implement, manage and monitor a microinsurance
scheme. Through its resource center GIMI collects and disseminates practical tools such as technical guides,
training material, communication tools, software, etc. It is an observofory of the c|eve|opmenf of
microinsurance in the world: observe the development of microinsurance through online inventories, store
and disseminate the information through statistical databases, identify and document good practices
through case studies and the development of workspaces where people can provide information on their
own projects, etc. GIMI facilitate the connexion and exchange between practitioners: through a data base
of experts people may find the consultant needed for their project, regular news from projects are also
posted on the platform and shared with other practitioners, people can interact in discussion lists and
working groups that also have their own spaces on the platform. It is useful for microinsurance practitioners:
it gathers and disseminates information from around the world on microinsurance, provides practical tools
to practitioners and helps also connecting people. GIMIis not merely an ILO product but a collaborative
platform where the users are also the contributors: any one can put documents on line, describe their
scheme in the inventories and/or in a specific space on the platform, post news, facilitate a discussion, post
their CVs. Through its observatory of existing experiences / schemes, GIMI facilitates also the identification

of knowledge gaps and helps to set priorities for researchers and projects.

Key Features:

- Shoring information and know|ec|ge on microinsurance experiences is key to deve\op
microinsurance for the poor

= All practitioners have something to share (an idea, a document, the description of their
experience)

= Organizing on a platform the collection and the dissemination of information as well as the
transfer of knowledge is a great added value

- \denﬁfying know\edge gaps and organizing the producfion of know\edge fhrough Workspoces

OﬂC| debofes is CI|SO an odded VCIer
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GRAMEEN FOUNDATION MIFOS

Mifos is an industry-wide initiative to address the microfinance industry’s information management
challenge. Using the open source paradigm, Mifos is a new service model that will increase access to
technology for all microfinance institutions, ultimately enabling them to extend their reach to the world's
poor. At the center of the initiative is the Mifos product, a freely available world-class management
information system (MIS) that provides the core functionality required by microfinance institutions. The
flexibility and scalability of the product means that we'll be able to simultaneously standardize common
processes, accommodate regiono| variations, and scale for new innovations in the future. Mifos is open-
source technology, which allows everyone free access to the product source code. Developers can add to
and modify the product at will and MFls worldwide can freely install the product without paying any
licensing fees. Using Mifos does not imply a zero-cost software solution. Mifos deployment is not a trivial
task, and will require expertise to install, train users, and maintain the software. Mifos Specio\isfs need to be
engaged to help with the installation and ongoing maintenance and there will be hardware and

connectivity costs to run the software.

Key Features:

= Openness: An open source software project provides a forum, typically through a website, in
which people can critique, report bugs, and contribute to the design of the software.

= Transparency: The development of open source software is transparent, allowing the community
to see what's going on. This includes a published road map and design documentation, a public
bug (defect) tracking system, and communication about schedules and hurdles.

= Early and Often: Open source code is available in its earliest drafts to anyone who wants to
review it or use it, and is updated often. Zipped archives of the source code are also publicly
available.

= Community: The elements of an open source project, inc\uding a Web site, source code, roodmop,
defect tracking system, and forums, constitute the project. Those participating in the project
constitute the community. An open source project depends on the community, or public

collaboration, for its success.

OTHER REFERENCES

In addition to these technology examples, the authors included a number of relevant papers on the website

from organizations addressing technologies of interest to microinsurance.

RFID: OPPORTUNITIES FOR MOBILE TELECOMMUNICATION SERVICES

This paper was prepared by Christoph Seidler, an intern atf the International Telecommunication Union. The
paper focuses on the application of RFID technology in mobile telecommunication services. Several ideas
for applications as well as possible areas for standardization efforts are presented.

At this point in the study a small number of references has been collated. The collection of literature and

references is ongoing and will be continued until the end of the project.

MOBILE PHONE BANKING AND LOW-INCOME CUSTOMERS
This CGAP report describes the case study of WIZZIT, a South African start-up mobile banking provider

that offers a transaction banking account accessible via mobile phone and debit card.
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SMART CARDS AND THE NEED FOR SECURE, PROTECTED HEALTH CARE
INFORMATION

This is a report produced by the SmartCard Alliance. It discusses the impact of the US Health Insurance
Portability Act of 1996, This act affects healthcare organizations by encouraging conversion from paper

based to electronic information systems and by mandating privacy and security of patient data.

PERFORMANCE INDICATORS FOR MICROINSURANCE
Performance Indicators for Microinsurance, edited by John Wipf and Denis Garand, is published by ADA
asbl, and has been produced with the support of the Luxembourg Development Cooperation and BRS.

GLOBAL DEVELOPMENT OBSERVATORY

The Global Development Observatory is proposal developed by Eric Gerelle on generating income at the
Bottom of the Pyramid from data collected using mobile phones. Case study prepared for the 2006

Chennai Conference on Sustainable Micro-finance for Women's Empowerment.
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MARKET SURVEY RESULTS

USER PROFILE

What type of organization do you represent?

Frequency Analysis

Answer Count Percent 20% 40% 60% 80% 100%
1. International Organization ' 12 2500%
2 (N)‘r’;ﬁ‘;;?:nme”* 12 2500%
3. Insurer 2 417%
4 | Technology Provider 5 1042%
S IT Services 4 833%
6. Consulting Services 7 1458%
7. Health Services 1 208%
8. (f;ﬁewz;ﬁrgonizoﬁon 5 1042
Total 48 100%
Key Analytics
Mean 4146
(3274- 5017] Key Facts
Confidence Interval @ 95% N - 48 507 chose the following options :
International Organization
Standard Deviation 3080 Non-Government Organization
Standard Error 0445
What are your responsibilities?
Frequency Analysis
Answer Count Percent 20% 40% 60% 80% 100%
1. Research 15 2500%
2. Project Funding 6 1000%
3 Technical Support 29 4833%
4 Operations 28 4667%
S Other Responsibility 13 2167%
Total 91 n=60
Client Identification (Biometrics)
Frequency Analysis
Answer Count Percent 20% 40% 60% 80% 100%
1. Unimportant S 1220%
2. Nof very Important 3 732%
3. Neutral 6 1463%
4 Somewhat Important 12 2927%
5 Very Important 15 36.59%
Total 41 100%
Key Analytics
Mean 3707 ey Facts
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Standard Deviation 1365 Somewhat Important
Least chosen option /327 -
Not very Important

Standard Error 0213

Microcredit Management

Frequency Analysis

Answer Count Percent 20% 40% 60% 80% 100%
1. Unimportant I 2500%
2. Not very Important 5 11.36%
3 Neutral 3 682%
4, Somewhat Important I 2500%
5 Very Important 14 31.82%

Total 44 100%
Key Analytics
Mean 3273 Key Facts

(2794 -3751] 56827 chose the following options :

Confidence Interval @ 95% 44 Very Important

Unimportant
Standard Deviation 1619 Least chosen option 6.827% :

Standard Error 0244 Neutral

Statutory Reporting

Frequency Analysis

Answer Count Percent 20% 40% 60% 80% 100%
1. Unimportant 4 9.09%
2. Not very Important 5 11.36%
3. Neutral 8 18.18%
4 Somewhat Important 10 2273%
5 Very Important 17 3864%
Total 44 100%
Key Analytics
Mean 3705 Key Facts
Confidence Inferval @ 95% &3;322 - 4100 (\/)er?yy\ir::g(:z}i:he lowng eptens

Somewhat Important
Standard Deviation 1.340 Least chosen option 9.09% :

Standard Error 0202 Unimportant

Performance Indicators

Frequency Analysis

Answer Count Percent 20% 40% 60% 80% 100%
1. Unimportant 1 227%
2 Not very Important 1 227%
3 Neutral 0] 000%
4. Somewhat Important 9 2045%
5. Very Important 33 7500%

Total 44 100%
Key Analytics
Mean 4636 Key Facts
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Confidence Interval @ 95%

Standard Deviation
Standard Error

Portfolio Management
Frequency Analysis

Answer

1. Unimportant
Not very Important
Neutral

Somewhat Important

O A W N

Very Important

Total
Key Analytics
Mean

Confidence Interval @ 95%

Standard Deviation

Standard Error

Management Reporting
Frequency Analysis
Answer
1. Unimportant
Not very Important
Neutral

Somewhat Important

O A W DN

Very Important
Total

Key Analytics
Mean

Confidence Interval @ 95%

Standard Deviation
Standard Error

[4397 - 4876]
n=44

0810
0122

Count

25
44

4136

(3790 - 4.483]
n=44

1173
0177

Count

1
2
3
12
26
44

4364

[4078 - 4649]
n=44

0967
0.146

5457 chose the following options :
Very Important
Somewhat Important

Percent 20% 40% 60% 80%

455%
455%
2045%
1364%
56.82%
100%

Key Facts
//.2/% chose the following options :
Very Important

Neutral

Least chosen option 4557 :
Unimportant

Percent 20% 40% 60% 80%

227%
455%
6.82%
27.27%
5909%
100%

Key Facts

86.36% chose the following options :
Very Important

Somewhat Important

Least chosen option 2.2/%
Unimportant
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Client Management

Frequency Analysis

Answer Count
1. Unimportant 1
2. Not very Important 3
3 Neutrdl 4
4 SomewhatImportant 9
5 Very Important 27
Tofal 44
Key Analytics
Mean 4318
Confidence Inferval @ 95% 14007 - 4629
n=44
Standard Deviation 1052
Standard Error 0.159
Internet Access
Frequency Analysis
Answer Count
1. Unimporfant 2
2 Not very Important 1
3. Neutral 3
4 Somewhatlmportant 8
5 Very Important 28
Totdl 42
Key Analytics
Mean 4405
Confidence Inerval 05% | 14004 -4720]
Standard Deviation 1061
Standard Error 0.164

Technical Training & Support

Frequency Analysis

Answer Count
1. Unimportant 2
2. Not very Important 1
3 Neutral 3
4. Somewhat Important 8
5. Very Important 28
Total 42
Key Analytics
Mean 4405
Confidence Inerval 05% | 14084 -4720]
Standard Deviation 1061
Standard Error 0164

Percent
227%
682%
Q09%
2045%
61.36%
100%

Percent
476%
238%
7.14%
1905%
66.67%
100%

Percent
476%
2.38%
7.14%
1905%
66.67%
100%

20% 40% 60% 80%

Key Facts

81.82% chose the following options :
Very Important

Somewhat Important

Least chosen option 22/% -
Unimportant

20% 40% 60% 80%

Key Facts

8571% chose the following options :
Very Important

Somewhat Important

Least chosen option 2387 :

Not very Important

20% 40% 60% 80%

Key Facts

85/1% chose the following options :
Very Important

Somewhat Important

Least chosen option 2387 :

Not very Important
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Local Language User Interface

Frequency Analysis

Answer Count Percent 20% 40% 60% 80% 100%
1. Unimportant 2 476%
2 Not very Important 5 1190%
3. Neutral Q 21.43%
4 Somewhatlmporfant 13 3095%
5 Very Important 13 3095%
Total 42 100%
Key Analytics
Mean 3714 Key Facts
tbonamant o | 355-470 (e ot
Very Important
Standard Deviation 1175 Least chosen option 476% :
Standard Error 0181 Unimportant
Common Data Repository
Frequency Analysis
Answer Count Percent 20% 40% 60% 80% 100%
1. Unimportant 1 238%
2 Not very Important 2 476%
3 Neutral 5 1190%
4 Somewhatlmportant 12 2857%
5 Very Important 22 5238%
Total 42 100%
Key Analytics
Mean 4238 Key Facts
Confidence Inferval ® 95% &3;94323 - 45431 i;;\]n;;:ﬁ;en:he lovna cptrs:
Somewhat Important
Standard Deviation 1008 Least chosen option 2.38% :
Standard Error 0155 Unimportant
Data Exchange Standards
Frequency Analysis
Answer Count Percent 20% 40% 60% 80% 100%
1. Unimportant 1 238%
2 Nof very Important 3 7.14%
3. Neutral 9 21.43%
4 Somewhat Important 16 3810%
5 Very Imporfant 13 3095%
Total 42 100%
Key Analytics
Mean 3881 s
Confidence Inerval 095% >0 3~ 418 somewhjﬁ;epti::fuowmg e
Very Important
Standard Deviation 1017 Least chosen option 2387 :
Standard Error 0157 Unimportant
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Systems Integration
Frequency Analysis
Answer
1. Unimportant
Not very Important
Neutral

Somewhat Important

O A W N

Very Important

Total
Key Analytics
Mean

Confidence Interval @ 95%

Standard Deviation

Standard Error

Mobile Systems
Frequency Analysis
Answer
1. Unimportant
Not very Important
Neutral

Somewhat Important

O A W N

Very Important

Total
Key Analytics
Mean

Confidence Interval @ 95%

Standard Deviation

Standard Error

Count

2
3
5
12
20
42

4071

[3722 - 4421]
n=42

1.156
0178

Count

3738

[3360-4116]
n=42

1251
0.193

Percent

476%
714%
1190%
28.57%
4762%
100%

Percent

714%
Q.52%
21.43%
26.19%
3571%
100%

20% 40% 60% 80%

Key Facts

/6.19% chose the following options :
Very Important

Somewhat Important

Least chosen option 4./6% -
Unimportant

20% 40% 60% 80%

Key Facts

619% chose the following options
Very Important

Somewhat Important

Least chosen option /. 147 -
Unimportant
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Knowledge Capture & Trans
Frequency Analysis

Answer

1. Unimportant
Not very Important
Neutral

Somewhat Important

O A W N

Very Important

Total
Key Analytics
Mean

Confidence Interval @ 95%

Standard Deviation

Standard Error

fer

Count

1
1
6
10
24
42

4310

[4015- 4604]
n=42

0975
0.150

Percent
2.38%
2.38%
1429%
2381%
57.14%
100%

SYSTEMS & REQUIREMENTS

EXISTING SYSTEM OR SYSTEM REQUIREMENT

Frequency Analysis
Answer

1. Existing system

2. System requirement

Total

APPLICATION TYPE
Frequency Analysis
Answer

Microinsurance
Operations

Microinsurance Reporting
Microcredit

Client Identification

O A W DN

Other Applications
Total

TECHNOLOGY TYPE

Frequency Analysis
Answer

Management Information
System

2. Mobile System
3. Systems Integration
4 Reporting System

Knowledge Capture &
Transfer

6. Other Technology

Count

21
14
35

Count

21

Count

21

10
12
19

8

2

Percent

6000%
4000%
100%

Percent

6176%

5588%
20.59%
3824%
1471%
n=34

Percent

61.76%

29.41%
3529%
5588%

23.53%

588%

20% 40% 60% 80%
Key Facts
8095% chose the following options :
Very Important
Somewhat Important
Least chosen option 2387 :
Unimportant
20% 40% 60% 80%
20% 40% 60% 80%
20% 40% 60% 80%
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Total 72 n=34

CLENT MANAGEMENT
Frequency Analysis
Answer Count Percent 20% 40% 60% 80% 100%
Member/client data
1. (age, occupation, marital | 19 5588%
status)

Group data (code, name,

2. date of formation, type, | 18 5294%
location)
3 Cluster data (code, . 13 3824
name, date of formation)
" Gqurophic data 15 4412
(region, state, country)
Other Client N
S Management Features o 1765%
Total 71 n=34
POLICY MANAGEMENT
Frequency Analysis
Answer Count Percent 20% 40% 60% 80% 100%
Policy data (number,
1 jormg data, renewal 18 5204
ate, scheme name,
conditions)
2. Client name 19 5588%
3 Policy holder 19 5588%
4 Nomineels) 15 4412%
5. Premium amount 17 5000%
6 Trocking of (pending 15 24412
premium)
Premium payment per .
7 year/quarter/month/week 16 47006%
8. Policy issued 15 4412%
Possibility of more
Q. policies/schemes per 15 4412%
member
Other Policy o
10 Management Features 6 1765%
Total 155 n=34
CLAIMS MANAGEMENT
Frequency Analysis
Answer Count Percent 20% 40% 60% 80% 100%
1. Claim no. 16 4706%
2. Date of claim 15 4412%
3 Policy no. 16 4706%
n Abi.lw'fy of entering - 14 21184
various typels) of claimls)
5 Sm.ndordised causels) of 13 38242
claiml(s)
6. Date of incident 18 5294%
Cluster name 10 29.41%
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8. Group name 13 3824%

9. Client name 17 5000%
10.  Policy scheme name 11 3235%
11, Place of event 15 4412%
12, Name doctor 11 32.35%
13, Name witness 9 26.47%
Availability of
14, (standardised) required 11 3235%
documents
15 Trqckmg of(pe‘nding) 14 21184
claims application
16 Sor]cfioned and rejected 12 3520
claims
17. Sanctioned amounts 11 32.35%
Other Claims o
18 Management Features o 1765%
Total 232 n=34
TRACKING
Frequency Analysis
Answer Count Percent 20% 40% 60% 80% 100%
1 Tracking of member 16 17062
payments
2 Tracking of group/SHG 15 4412
payments
3 Tracking of cluster 1 3235
payments
n Tracking of claim 15 4412
payments
5 Tracking of other 10 2041%
payments
6. Other Tracking Features | 2 588%
Total 69 n=34
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FINANCIAL REPORTS

Frequency Analysis

Answer Count Percent 20% 40% 60% 80% 100%
1. Cash book 13 3824%
2. Bank book 12 3529%
3. Receipts & payments 14 41.18%
4 Income & expenditure 14 41.18%
S Balance sheet 13 3824%
6. Trial balance 10 29.41%
va Other Enonciol 4 1176%
Reporting Features
Total 80 n=34
MIS REPORTS
Frequency Analysis
Answer Count Percent 20% 40% 60% 80% 100%
1 Policy ho|de.rs, insfifution 3520
& scheme-wise
2 Policy hc?|ders, cluster & 13 3824
group-wise
3 Cluster wi§e covered 9 26.47%
members list
n Cluster wise uncovered 9 26.47%

members

Covered members
S ineligible for insurance | 9 2647%
for the next year

Consolidation list of

6. benefit sanction, 11 32.35%
institution-wise

/. Other MIS Features 4 11.76%
Total 67 n=34
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ANALYTICAL REPORTS
Frequency Analysis
Answer Count Percent 20% 40% 60% 80% 100%

1 Consolidation list of 12 3520%

cause-wise death

5 Consolidation of 17 5000%

premium collection

Consolidation list of claim

3 16 4706%
payments

4 Aggwise analysis of 14 41.18%
claim payment

5 Aggwise analysis of 13 3824%
policy holders

5 Other Analytical 7 20.59%

Reporting Features

Total 79 n=34
PERFORMANCE INDICATORS

Frequency Analysis

Answer Count Percent 20% 40% 60% 80% 100%
1. Net Income 13 3824%
2 Incurred Expense 13 3824%
3 Incurred Claims 14 41.18%
4. Renewal Rate 16 4706%
s fpredCor s
6. Claims Rejection 12 3529%
7. Growth 11 3235%
8. Coverage 12 3529%
9. Solvency 10 29.41%
10. | Liquidity 9 26.47%
Total 128 n=34
LOAN MANAGEMENT
Frequency Analysis
Answer Count Percent 20% 40% 60% 80% 100%
1. Sub-Groups 4 1176%
2. Duplicate group name 5 1471%

3 Accessing Group and 8

Members information 2353%
4 Group-loan data 7 20.59%
5 Tracking about each 8 2353
group member
6 Historical Group-loan 8 2353
data

- Active members for each 6 17.65%

group loan cycle

Reviewing information
8. affer the members have 5 1471%
left the group
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Detailed information
about the clients

Q. ] 6 17.65%
business/loans from cycle
to cycle
0 Trockmg sgcio| or 1471%
economic impact data
Other Loan N
I Management Features 3 882%
Total 65 n=34
LOAN PORTFOLIO MANAGEMENT
Frequency Analysis
Answer Count Percent 20% 40% 60% 80% 100%
1. Number Fields 5 1471%
2 Trockw’ng of loan 9 26.47%
information

No difference between
3 an individual client and a4 11.76%

group member

Tracking collateral and
guarantors

6 17.65%

Ability to move from an
5 individual loan to a 6 1765%
) group loan and vice —r

versa
Entering loan-specific
and business-specific
information each time a
new loan is approved

7. Tracking different loans 7 20.59%

6 17.65%

Taking a group loan and
8 an individual loan at the 6 17.65%
same fime

Moving a member from

5 1471%
one group to another

Moving a member from
10, one branch database to 3 882%
another

Line of credit or
overdraft facility

2 588%

12 Other Loan Portfolio 3 882

Management Features

Total 62 n=34
CREDIT REPORTS

Frequency Analysis
Answer Count Percent 20% 40% 60% 80% 100%

Tracking payments for
group loans

6 17.65%

Filtering and grouping on
2. groups, members, and 6 17.65%
individuals

3 Tracking group members

by sub groups o 1765%

4 Tracking group loans 6 17.65%

Detailed information
about the clients
business/loans from cycle
to cycle

8 23.53%
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Tracking group drop-out
rates

Tracking clients across
7. different levels for

groups
Tracking entered

8. transactions grouped by
group loans

Other Credit Reporting
Features

Total

CLIENT IDENTIFICATION

Frequency Analysis

Answer

Biometrics
Photographic image
Smart card
Membership details
Dependents details
Insurance policy limits
Utilization

Recent transaction storage

O © N O A~ W N

Access control

o

Duplication prevention

Other Client Identification
Features

Total

MOBILE SYSTEM

Frequency Analysis

Answer

Mobile banking
Content delivery
Mobile payments
Order fulfilment
Mobile learning
Mobile phone top-up
End-to-end security
User authentication
Cell Phone - SMS

Cell Phone - SIM Card

Program

Cell Phone - Java
Program

O © N O O~ W N

o

12 Point-of-Sale Terminal
13, Village Phone

Other Mobile
Applications

Total
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Q0

Count

N O 00w AN O O w WU,

N

63

1176%

8.82%

1176%

588%

Percent 20%
2353%
2353%
20.41%
3529%
26.47%
3235%
2059%
17.65%
26.47%
17.65%

1176%

n=34

Percent 20%
1471%

8.82%

23.53%

1471%

1176%

8.82%

1471%

17.65%

2059%

588%

8.82%

1471%
1471%

588%

n=34

33

40%

40%

60%

60%

80%

80%

100%

100%



KNOWLEDGE CAPTURE & TRANSFER SYSTEM

Frequency Analysis

Answer

Authoring tools

CD distribution
Internet access
Multimedia
Hyperlinked material
Glossary of terms
Controlled access

Mentoring support

O © N O 0~ W N

Multiple training courses
10.  Teleconferencing
11, TV education channels

Other Knowledge
12 Capture & Transfer
Features

Total

OPERATING SYSTEM
Frequency Analysis
Answer
1. Linux
2. Microsoft

Other Operating
Systems

Total

DATABASE

Frequency Analysis
Answer
1. Access
MySOL
Oracle
Other Databases
Total

AW

Count

Count

28

Count

25

Percent 20% 40% 60% 80%
1176%
20.59%
3235%
1471%
17.65%
23.53%
1765%
20.59%
1765%
8.82%
588%

588%

n=34

Percent 20% 40% 60% 80%
26.47%

5000%

588%

n=34

Percent 20% 40% 60% 80%

1471%
20.59%
20.59%
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ARCHITECTURE

Frequency Analysis

Answer Count Percent 20% 40% 60% 80% 100%
1. Centralized system 7 20.59%
2. Distributed system 6 17.65%
3 Multi-tier 8 2353%
4 Mobile data entry 5 1471%
5 Bidirecﬁono| transaction 4 176%
processing
6. Secure communications 4 1176%
Other System o
7 Architectures ! 294%
Total 35 n=34
INTERFACES & STANDARDS
Frequency Analysis
Answer Count Percent 20% 40% 60% 80% 100%
1 C!\'em profile in a single 9 26.47%
window
2. Bulk data entry 8 23.53%
3 Spreadsheet input & 1 3235
output
7 Bofcﬁ processing of 10 2041%
entries
5 Bus.mes.s rule for data 8 2353
validation
Exception posting 4 1176%
Web user interface 9 2647%
8 Common data repository 6 17.65%
90 Standard data exchange 4 1176%
protocols
Extensible Business
10. | Reporting Language 2 588%
(XBRL)
Other Interfaces & N
T Standards 2 o88%
Total 73 n=34
SUPPORT
Frequency Analysis
Answer Count Percent 20% 40% 60% 80% 100%
1. Systems training 10 29.41%
2. Technical field support 9 26.47%
3. Open-source software 5 1471%
4 Software maintenance 12 3529%
S Other Support Features 1 294%
Total 37 n=34
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FIELD ASSESSMENT

What are the focus areas of your organization?

Frequency Analysis

Answer Count Percent 20% 40% 60% 80% 100%
1. Microinsurance 24 88.89%
2 Microcredit 11 407 4%
3 Agriculture 1 370%
4 Water 1 370%
5. Family Development 3 11.01%
6 Livelihood 4 1481%

Development

v Other areas of 6 2222%

expertise
Total 50 n=2/

What is the area of expertise of your organization in the field of insurance?

Frequency Analysis

Answer Count Percent 20% 40% 60% 80% 100%
1. | Hedlth 21 7778%
2. Disability 10 3704%
3| Cosudlty 5 18.52%
4 | Lifeinsurance 17 6296%
5 | Property 14 51.85%
6 | Liability 2 7.41%
7. | Credit 11 407 4%
g | Otheraresof 7 2593%

insurance

Total 87 n-27
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For which microinsurance and microfinance business processes is information
technology being used?

Frequency Analysis

Answer Count Percent 20% 40% 60% 80% 100%
1. Enrolment 22 81.48%
2. Underwriting 19 7037%
3 Premium Payments 20 7407%
4. Renewals 20 7407%
5. Claims Applications 19 7037%
6. Verification 14 51.85%
7. Loan Disbursement 12 4444%
8. Loan Repayment 12 44.44%
9. Project Planning 10 3704%
10. = Management Reporting 19 7037%
11, Impact Analysis 12 44.44%
12, Actuarial Applications 11 407 4%
13, Product Development 14 51.85%

14 Insurance Product 5 18.52%

Comparisons

15 Other Business 7 2593%

Processes

Total 216 n=2/

How were your information systems developed?

Frequency Analysis

Answer Count Percent 20% 40% 60% 80% 100%
1 Entirely with in-house 12 44445
resources
In cooperation with a o
2. 10 3704%
software partner
3 Based on soffworé from 3 1M11%
another organization
4 Open source solution 3 11.11%
S Proprietary solution 4 1481%
S/
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6. Other Resources 6 2222%
Total 38 n=2/

Where do you collect information regarding technology?

Frequency Analysis

Answer Count Percent 20% 40% 60% 80% 100%

Dedicated department

1. L o 10 3704%
within organization

2. Internet 13 48.15%

3 Parfne.r/st{pporﬁng 16 5026%
organization

4. Consultant 13 48.15%

5 Other information 4 1481%

gathering

What types of technology are being used in your organization?

Frequency Analysis

Answer Count Percent 20% 40% 60% 80% 100%
1. | Spreadsheet leg Excell | 19 7037%
2| Database 19 7037%
3 | Management 18 6667%

Information System

4 Local Area Network 16 59.26%
5 Statistical tools for 8 2063%
research

6 Presentation tools to 14 5185%

support fraining

7. Online Payment 4 1481%
8. Smartcard 7 2593%
9. Biometrics 5 18.52%
10. = Mobile Phone 11 407 4%
| e yeesol 6 2222%
Total 127 n=2/
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USAGE ASSESSMENT

Overall Matrix Scorecard
Question

1. Cost of support

Ease of use

Training

Acceptance by users

Reliability

o WD

Cost of deployment
Average

COST OF DEPLOYMENT
Frequency Analysis

Answer

Don't know
Very Poor
Poor
Neutral
Good
Very Good

Total

EASE OF USE

Frequency Analysis

oA W N

Answer

1. Dont know

2. Very Poor

3. Poor
4. Neutral
5. Good
6. Very Good
Total
TRAINING
Frequency Analysis
Answer
1. Don't know

2. Very Poor

3 Poor

Count

26
26
26
26
26

Count

Count

26

Count

Dont
know

Very

Score
Poor

4654
5000
4692
4846
4885
4577
>4776

20% 40%

Percent

000%
370%
370%
2963%
44.44%
1481%
n=2/

Percent 20% 40%
000%

385%

385%

1538%

4231%

3462%

100%

Percent 20% 40%
000%
385%

385%

59

Poor

60%

60%

60%

Neutral

80%

80%

80%

Good

Very
Good

100%
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4 Neutral

S Good
6. Very Good
Total

ACCEPTANCE BY USERS

Frequency Analysis

Answer
1. Don't know
2. Very Poor
3 Poor
4. Neutral
5. Good
6. Very Good
Total
RELIABILITY

Frequency Analysis

Answer

1 Don't know

2| Very Poor

3. Poor

4 Neutral

S Good

6 | Very Good
Total

26

Count

26

Count

26

2692%

5000%

1538%

100%

Percent 20% 40% 60% 80%

000%

385%

385%

1538%

57.69%

19.23%

100%

Percent 20% 40% 60% 80%

000%

385%

11.54%

11.54%

38.46%

3462%

100%

60

100%

100%
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COST OF DEPLOYMENT

Frequency Analysis

Answer Count Percent 20% 40% 60% 80% 100%
1. Don't know 0 000%
2. Very Poor 1 385%
3. Poor 2 769%
4 Neutral Q 3462%
S Good Q 3462%
6. Very Good 5 19.23%

Total 26 100%

o1
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MICROINSURANCE INNOVATION FACILITY

Backed by a grant from the Bill & Melinda Gates Foundation, the ILO’s Microinsurance Innovation Facility
was established in 2008 to support the extension of insurance to millions of low-income people in the

developing world, with the overall aim of reducing their vulnerability to risk.

The ultimate objective of the Facility is to encourage the development of microinsurance so that - by the
end of 2012 -150 million low-income people will be able to make informed choices on how to manage

risk and will have access to a wider range of insurance products that provide better value for money.
To achieve its goals, the Facility engages in four sets of activities:

0 giving grants fo institutions to devise and test innovative approaches to providing better insurance
products to low-income women and men in developing countries

0 supporting the development of technical assistance providers and encouraging the demand for
such services

0 supporting research on core issues related to insurance cover for low-income households

0 disseminating information and lessons learned to key stakeholders

For more information, check the Facility's website (www.ilo.org/microinsurance) or contact us at

microinsuroncereseorch@i\o.orq .

WY micolnsurance
N |nnovo|:|on facility

International
(L)aﬁt‘)geur The SDCiaI

microinsurance@ilo.org
www.ilo.org/ microinsurance
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