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	ICICI Lombard Creates a Low-Cost Yet Powerful Online Training Solution  



	
	
	
	



	Overview

Country or Region: India 

Industry: General Insurance

Customer Profile

ICICI Lombard General Insurance Company Limited is a 74:26 joint venture between ICICI Bank Limited, India's second largest bank, and US-based Fairfax Financial Holdings Limited.
Business Situation

ICICI Lombard wanted to develop employee skills to enable them to effectively manage their roles and grow the business. This required an e-learning engine that would reduce costs of traveling to deliver the training. 
Solution

ICICI Lombard built an e-learning solution, integrated with their messaging infrastructure, that allows users to create rich media presentations and upload these to their intranet as self-help courses. 
Benefits

· User-friendly solution

· Scalable, reusable solution

· Improved customer service

· Reduced customer service costs
· New revenue opportunities


	
	

	
	
	
	“Our e-learning solution meets all our requirements. It's easy to create learning modules using [Microsoft Office] PowerPoint, the users are comfortable with the technology, and it is easy to deliver the training through our intranet.”

Sanjay Motwani, National Manager -  Technology, ICICI Lombard


	
	
	
	ICICI Lombard General Insurance Company (ICICI Lombard) is a joint venture between ICICI Bank and United States-based Fairfax Financial Holdings Limited. The company started operations in 2001. By 2004, the company had established itself as the number one player in the private insurance sector and had grown to 1100 employees and 100 offices.

To manage its growth and continue to provide new products, add better customer services, and maintain a quality standard, it decided to implement an online learning system. Microsoft® Consulting Services was involved from conceptualization to delivery of the project.
A self-paced, fast dissemination mechanism of all new information and training programs has been rolled out using the existing technology infrastructure at the company using Microsoft® Windows Server System™ along with Microsoft Producer 2003 for Microsoft Office PowerPoint®. 
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Situation
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ICICI Lombard General Insurance Company (ICICI Lombard) is a joint venture between ICICI Bank and Fairfax Financial Holdings. 

ICICI Lombard combines the forte of two of the most trusted names in the financial sector: ICICI Bank's strong brand equity, extensive distribution network, and sound technological infrastructure to serve customer needs, along with Lombard Canada's domain knowledge, product innovation, and business processes, based on international practices in the insurance business. 

ICICI Lombard has the largest equity base among private players in the general insurance sector (INR Rs 2.2 billion) commanding a 4.5% overall share and 10 percent share in the fire insurance market. 
The company achieved financial breakeven in the first full year of operations and underwriting breakeven in the second year of operations.  

In a span of two years, the company grew from 110 employees to 1100 and from 20 offices to a 100 locations. From the fourth largest private sector insurance player it became the leader in just two years. This growth is no mean achievement. 
To maintain its position in the industry and set quality standards for the market, employee training programs and product information dissemination to employees and agents was imperative. It was becoming an expensive proposition to send out human resources (HR) trainers and subject matter experts (SMEs) to all locations, often leading to delays that were unacceptable from a business perspective.

At this point, the technology team decided that the fastest way to train employees, agents, and partners would be through a self-help online learning process. This would enable the end user to pace the program according to the time available as well as ensure that the information was readily available to all. 
Solution

ICICI Lombard had some ideas on how to drive an e-learning solution. It definitely wanted to capitalize on its existing infrastructure in technology. The e-learning solutions evaluated were expensive, with long implementation cycles. ”We wanted to lower the initial cost of acquisition by utilizing the existing infrastructure. Also, the solution had to be simple so that HR trainers and SMEs could create the training modules,” explains Sanjay Motwani, National Manager - Technology, ICICI Lombard. 
ICICI Lombard felt that with the help of Microsoft Consulting Services and in-house expertise and resources, it would be able to create a fully functional e-learning solution that would meet its requirements for the next few years.

With a brief of utilizing the existing IT infrastructure effectively, MCS suggested a simple yet powerful e-learning solution that uses Microsoft® Office SharePoint® Portal Server 2003 and Microsoft Producer for Microsoft Office PowerPoint® 2003. Producer for PowerPoint 2003 makes it easy to capture, synchronize, and publish audio, video, slides, and images. 
Using PowerPoint 2003, a tool that employees were already comfortable with, rich media presentations would be created. The solution would integrate with the messaging infrastructure and the portal at the back end to send automatic notifications and create online tests at the end of each training session. 
Architecture and Solution Overview 

The solution has been built using Microsoft Windows Server System™. The learning tool is created by collating documents, presentations, and audio-visual inputs by the subject matter expert. The content is created using PowerPoint and integrated with the audio-visual and other material.  
ICICI Lombard has implemented a Producer for PowerPoint 2003 e-service–based solution that captures and publishes the information on the SharePoint site, once it is approved. The e-service gathers the required information and user options and publishes the presentation to the portal using Microsoft Windows® SharePoint Services (WSS). The rich media files are uploaded to a central content store where they are categorized based on a taxonomy created by ICICI Lombard. 
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At the back end, WSS has been integrated with Microsoft Exchange Server to send out automatic notifications to the concerned employees or agents on the availability of new courseware on the portal. In addition, the calendaring system is used to schedule the training for the employees. 

The end user accesses the presentation over the intranet (for employees) and extranet (agents) using Microsoft Internet Explorer 6.0. The presentation is streamed to the end–user's desktop using Microsoft Windows Media Player (WMS) 9.0.

To ensure that the learner can access resources and clarify doubts, the SME is available for online discussions and question-answer sessions. The solution is developed and deployed using SharePoint Portal Server 2003 and WSS. 
At the end of the training program two important online activities are initiated. The first is a feedback process on the content and courseware. The second activity, conducted using SharePoint Portal Server 2003 and Windows SharePoint Services, is an examination. The results of the exam are sent back to the employee and the concerned HR people, which allows them to create an appropriate learning plan for the individual.
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ICICI Lombard has been able to effectively take advantage of its existing infrastructure and utilize Microsoft Producer for Microsoft Office PowerPoint 2003 to deliver a cost-effective, scalable, and easy-to-use solution. “Our e-learning solution meets all our requirements. It's easy to create learning modules using PowerPoint, the users are comfortable with the technology, and it is easy to deliver the training through our intranet,” says Motwani.
User-Friendly Solution
The solution is very easy to use. SMEs and HR professionals familiar with PowerPoint can use the solution. The interface provides a set of screens that allows the user to publish directly to the Web site.

Scalable and Reusable Solution 
The solution provides a comprehensive integration of Producer for PowerPoint 2003 with ICICI Lombard intranet and portal infrastructure. The solution helps ensure that ICICI Lombard can continue to capture the content from its existing base of partners, SMEs, and employees. “We are independent and don’t need the support technology vendors or content developers to help us as we grow the e-learning project and integrate it with our knowledge management efforts,” comments Motwani.
Improved Customer Service

ICICI Lombard usually interacts with its customers only during the claims process or the initial query stage. Sales are made through the agents. Customer service is the key differentiator, as the insurance market continues to be highly regulated. With the e-learning tool, its employees are able to provide better customer service leading to higher customer satisfaction.

Reduced Customer Service Costs

The cost of training the growing employee and agent workforce was a key criterion for developing the enterprise learning solution. “With the new e-learning solution, we have been able to eliminate the time and money spent on travel to train employees spread across the country. This is a significant benefit to the organization,” remarks Motwani.
New Revenue Opportunities
The other positive aspect of the e-learning solution is that it can significantly improve the time to market. “As new products are rolled out, all our employees can be trained on it within a few weeks. This ensures that we are able to drive new revenue opportunities quickly,” explains Motwani. 
Future Plans

In the future, the e-learning solution will integrate with the learning process within the organization. It will identify the skills required for a particular job, and list related training programs that an individual could undertake. It will provide online development plans, and track employee progress and performance online. 
The e-learning solution has been a success internally; therefore, ICICI Lombard is planning to expand the solution to include its agents and intermediaries. This will help the company to disseminate information on new products and related training to its extended workforce.
About Microsoft Windows Server System  

Microsoft Windows Server System is the comprehensive, integrated, and interoperable server infrastructure that helps reduce the complexity and costs of building, deploying, connecting, and operating agile business solutions. Windows Server System helps customers create new value for their business through the strategic use of their IT assets. With the Windows Server platform as the foundation, Windows Server System delivers dependable infrastructure for data management and analysis; enterprise integration; customer, partner, and employee portals; business process automation; communications and collaboration; and core IT operations, including security, deployment, and systems management.


For more information about Windows Server System, go to:

www.microsoft.com/windowsserversystem












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














“With the new e-learning solution, we have been able to eliminate the time and money spent on travel to train employees spread across the country. This is a significant benefit to the organization.” 


Sanjay Motwani, National Manager - Technology


ICICI Lombard
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Software and Services


Microsoft Windows Server System


Microsoft Windows Server 2003 


Windows Media Services 9.0


Microsoft Office SharePoint Portal Server 2003


Microsoft Exchange Server 2002


Windows SharePoint Services





Microsoft Office System


Microsoft Producer for Microsoft Office PowerPoint 2003


Microsoft Office PowerPoint 2003


Microsoft Outlook 2003�
Hardware


Dell 1750 – SharePoint Portal


Dell 2650 – Microsoft SQL Server™ 2002 database�
�






© 2005 Microsoft Corporation. All rights reserved. 





This case study is for informational purposes only. MICROSOFT MAKES NO WARRANTIES, EXPRESS OR IMPLIED, IN THIS SUMMARY. 





Microsoft, PowerPoint, SharePoint, Windows, Windows Server, Windows Server System are either registered trademarks or trademarks of Microsoft Corporation in the United States and/or other countries. The names of actual companies and products mentioned herein may be the trademarks of their respective owners. 





Published in December 2005.





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


�








�





“We are independent and don’t need the support technology vendors or content developers to help us as we grow the e-learning project and integrate it with our knowledge management efforts.”


Sanjay Motwani, , National Manager - TechnologyICICI Lombard


























