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	ICICI Lombard Builds a Collaborative Employee and Agents Portal in Just 45 Days
 

	
	
	
	



	Overview

Country or Region: India 

Industry: Insurance 

Customer Profile

ICICI Lombard General Insurance Company Limited is a joint venture between ICICI Bank Limited and the United States-based Fairfax Financial Holdings Limited. With around 1,000 employees and 75 offices, ICICI Lombard is one of India’s leading private general insurance companies.

Business Situation

ICICI Lombard’s old that the old intranet portal had become cumbersome and unwieldy. It was difficult to use and could not benefit was not feature rich in comparison to the new technologies available.
Solution

ICICI Lombard used Microsoft Office SharePoint® Portal Server 2003 to provide the foundation for a smart workplace. The portal creates a single point of access for information to key business and personnel details. It provides employees secure, role-based access, enabling effective collaboration on projects with their co-workers.

Benefits

· Information can be found more easily 
· Simpler document creation and review  
· Centralized access to information


	
	
	“Connecting employees and intermediaries on a single portal with access to all current and relevant information gives us a huge business advantage over our competitors.”
Sanjay Motwani, National Manager-Technology, ICICI Lombard

	
	
	
	ICICI Lombard is one of India's biggest private insurers in the general insurance sector. It has approximately 1,000 employees and 75 offices across India.

ICICI Lombard’s IT vision is of enabling employees to locate distributed information quickly and efficiently, as well as employees having the ability to connect to and work with others more productively.

To achieve this vision, ICICI Lombard built its collaboration solution using Microsoft Office SharePoint® Portal Server 2003. The SharePoint Portal Server-based Web site, delivered in just 45 days, is designed for easy and flexible deployment, administration, and application development. 
The portal creates communities for team collaboration and makes it easy for employees and agents to work together on documents, tasks, contacts, events, and other information. In addition, team and portal Web site managers can easily coordinate the portal's content and user activity.
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Situation

ICICI Lombard General Insurance Company Limited , a leading general insurance firm in India is a joint venture between ICICI Bank Limited and the United States-based Fairfax Financial Holdings Limited. With around 1000 employees and 75 offices across India, ICICI Lombard is India’s number one private general insurance.
ICICI Lombard endeavors to become India’s preferred provider for the entire array of financial products and services. 

ICICI Lombard executives believe in a progressive human resources philosophy that turns human capital into a competitive advantage. "The capability and motivation level of employees is a key determinant in the success of any service-oriented organization,”
comments Sanjay Motwani, National Manager-Technology for ICICI Lombard.

In 2002, a year into its operations, ICICI Lombard had created an intranet Web site. Over a period of time, the intranet had grown into an employee portal that offered a number of services to its internal customers. These included a number of functions by the human resource information system application that provides an attendance reporting, employee personal data, leave request workflow, travel booking workflow, and expense reimbursement.

 
However, as the business and number of employees grew, the organization faced several challenges. In a period of two years the intranet Web site had grown from 50 to 500 pages. This led to maintenance issues such as dead-links that required manual intervention. The company did not have a clear policy on archiving; hence, archiving was not a scheduled activity. This resulted in outdated information dissemination.  
The portal was complicated and cumbersome as a team collaboration tool. Also, individual teams and employees could not set up personal Web sites.  

From a usage analysis perspective, there was no consistent process in place. Feedback on the portal was limited to routine surveys held every quarter.  
Another challenge was security. The company wanted to provide information to employees on a need-to-know basis. For example, a manager should have access to human resources details for his team only; or employees working on a particular project should only be able to access or contribute to the project's Web site.  
ICICI Lombard executives sought to the organization’s IT vision take the organization to the next level in well-defined phases. They decided to create a fully-functional communication and collaboration portal that would make the employees more productive. 

Solution 
ICICI Lombard IT managers turned to Microsoft Consulting Services when the company began looking for solutions that would be user-friendly, scalable, and manageable. The executives also sought the most effective solution to enable employees to become more productive in the areas of collaboration, document sharing, and personalization. 

ICICI Lombard management decided to build its collaborative portal on Microsoft Office SharePoint® Server 2003 because this option provided a cost-effective solution that met its IT goals. “We chose SharePoint Portal Server because we could build the solution with speed. It would scale to meet our growth plans and, most importantly, it would provide us with a consistent look and feel for all the subordinate portals it would lead to,” explains Motwani.
Project Best Practices Followed 
The project team was organized according to the Microsoft Solutions Framework team model. A requirements-gathering process concentrated on understanding the needs of the various users. During the requirements-gathering phase, approximately 18 workflows were identified. Of these, 12 were identified as "must-have's" by the ICICI Lombard team. These workflows have been made available on the portal, completing the project in just 45 days.

Some of the key processes automated on the new SharePoint Portal Server-based Web site include refund requests, budgeting, claims registration, role guides, internal job postings, confirmation for human resource processes, the employee exit process, and product management.

Document libraries, lists (contacts, events, tasks, issues and custom), discussion boards, alerts, surveys, content migration (existing intranet, hard drives, and so forth), workspaces, and workflows were completed in the first phase of the portal's development. 
SharePoint Portal Server Web sites take file storage to a new level, providing communities for team collaboration and making it easy for people to work together on documents, tasks, contacts, events, and other information. 
Key Technology Features of the Portal
In the first phase of the portal development, ICICI Lombard focused on integrating the human resources information system with the Microsoft Active Directory® directory service, which is found in the Microsoft Windows Server™ 2003 operating system. (Windows Server 2003 is the foundation of Microsoft Windows Server System integrated server software.) 
The SharePoint Portal Server-based Web sites are made up of flexible Web Parts and ASP.NET-based components. Web Parts are designed to be added to pages and configured by Web site administrators and users, creating complete page-based applications.

Benefits

Many business benefits were derived from the solution. “Connecting employees and intermediaries on a single portal with access to all current and relevant information gives us a huge business advantage over our competitors,” notes Motwani.
Improved Search
Using SharePoint Portal Server offers employees a single Web-based team environment. Further, its built-in search capabilities enable users to find relevant information quickly.
Better Communication

With the solution's built-in alert capabilities ICICI Lombard employees are notified when changes are made to shared information. It has enabled users to communicate and collaborate more effectively. For instance, the retail sales team has started managing its sales activity information with more accuracy, enabling the information to be more useful to the organization,
Better Document Management
The process of document creation and review is made simpler and more effective with built-in document versioning plus check-in and check-out capabilities. Additionally, using Microsoft Windows® Rights Management Services, authors can determine how their documents are distributed and used by others.
Future Plans

ICICI Lombard will integrate workflows such as mobile phone management, credit card expense management, insurance, office facilities requests, a query tracking system, and expense re-imbursements. These new capabilities are planned for the second and third phases of the portal's development. 
About Microsoft Windows Server System  

The Microsoft Windows Server System portfolio of integrated server software products provides the infrastructure for IT operations, application development and integration, security, and collaboration. Engineered for enhanced manageability and integration, Windows Server System products help reduce IT complexity and total cost of ownership, while improving security, so you can focus your resources on other priorities for you and your business.


For more information about Windows Server System, go to:

www.microsoft.com/windowsserversystem
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"The capability and motivation level of employees is a key determinant in the success of any service-oriented organization”


Sanjay Motwani, National Manager-Technology


ICICI Lombard
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Software and Services


Microsoft Windows Server System


Microsoft Windows Server 2003 


Microsoft Office SharePoint Portal Server 2003


Microsoft Exchange Server 2003


Microsoft SQL Server™ 2000


Windows SharePoint Services
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Hardware


Dell 1750 – SharePoint Portal Server


Dell 2650 – Microsoft SQL Server 2000 database�
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For More Information


For more information about Microsoft products and services, call the Microsoft Sales Information Center at 1600 111100. To access information using the World Wide Web, go to: �� HYPERLINK "http://www.microsoft.com/india/" ��www.microsoft.com/india/�








For more information about ICICI Lombard products and services call +91-22-24924100. To access information using the World Wide Web, go to: 


� HYPERLINK "http://www.icicilombard.com" ��www.icicilombard.com�
































