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Abstract

This white paper presents the experience of several financial services companies around the globe that have addressed the challenges of improving remote-worker productivity and increasing customer satisfaction and sales by deploying Windows Mobile® powered solutions. Each of these companies profiled gained business value through improving access to market and customer information and streamlining remote transactions.
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Executive Summary

The global work force is becoming more mobile. Demands for more secure and robust on the go connectivity have led many companies to deploy solutions based on Windows Mobile® software.  
Financial services firms rely upon the latest market, product, customer, and regulatory information to gain an advantage in this highly competitive industry. Consolidation and increased competition are putting relentless pressure on margins. Rapidly changing regulations must be communicated and implemented to maintain compliance. The large number of financial service employees who work in remote locations, on the road, or with the customer creates yet an additional challenge for this data-rich industry.
To win in this environment, successful financial services firms are distributing the power of the enterprise to their remote workers, wherever they are located. These companies are providing their remote workers with critical information and tools that can help them to better serve their customers and gain a competitive advantage. Windows Mobile powered solutions are designed to help financial services companies achieve the following benefits:
· Increased sales

· Improved staff productivity

· Increased customer satisfaction
This white paper describes how Windows Mobile powered solutions are designed to deliver value to financial services firms. Several examples are given that include overviews of the organizations’ business needs, the deployed solutions, and the resulting benefits. An appendix provides customer descriptions and links to the full case studies.
Introduction
The world of work has evolved beyond the confines of the office and now requires remote access to data, colleagues, customers, and suppliers. Independent market analyst IDC estimates that as many as 878 million workers worldwide, or approximately 27 percent of the work force, will be considered mobile workers by 2009.

Financial services, comprising the securities, banking, and insurance industries, is an industry group that has embraced mobility. Many employees regularly work outside of a wired office environment. Financial advisors, risk managers, brokers, claims adjustors, and other large groups of finance employees are highly mobile or work in remote offices, and may be loosely controlled or completely independent. 
Several industry trends complicate this high degree of mobility, including:

· Proliferation of information that can potentially move markets

· Increasingly sophisticated customers who demand greater levels of customer service and personalization

· Industry consolidation and increased competition exerting pressure on margins

· Increasing regulations

Windows Mobile powered solutions have been designed to help securities, banking, and insurance organizations to meet these business challenges and to realize positive return on investment by leveraging the wealth of available data in the enterprise to empower their sales force with competitive tools to increase customer satisfaction, improve productivity of head-office and remote workers, and to manage regulatory issues.
This white paper documents how Windows Mobile powered solutions are helping financial services firms increase productivity and improve customer service and satisfaction.
Impact of Windows Mobile in Financial Services
To succeed in today’s competitive environment, financial services firms must have access to the most current market, product, customer, and regulatory information. It is also critical to have the capability to capture, record, and disseminate new information.
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Much of this data is currently available on back-office enterprise systems or through third-party suppliers. However, this information is often required for use or captured away from a wired office environment. In addition, rapidly changing regulations must be communicated to all remote staff to ensure enterprisewide compliance. When a worker does not have key information when and where he or she needs it, the result can be missed profit-making opportunities, lost sales, and decreased customer satisfaction. Costs can also increase, due to the inefficiencies of manual data capture and reduced worker productivity. Risks of non-compliance with regulatory bodies are also increased.

Windows Mobile powered solutions have been designed to help companies in the securities, banking, and insurance industries generate strong returns on investment. Some examples of areas where mobile solutions have been applied to help generate business value include:

· Timely remote access to market data

· Increased head-office and remote-worker productivity

· Remote insurance sales and claims processing
Key financial services processes can help to be improved by introducing Windows Mobile powered solutions that electronically and wirelessly record and access information. Processes that can benefit from such solutions are those that depend on connectivity to third-party data sources and back-office applications, such as customer relationship management applications and those that facilitate customer interaction.

Examples of Windows Mobile Powered Solutions in
Financial Services
Windows Mobile powered solutions are designed to help financial services firms to achieve increased sales and strong returns on investment. Some firms have achieved significant benefits from applying mobile solutions to improve remote access to timely market data. Others have benefited from increased productivity by applying mobile solutions to customer and field management. In particular, firms in the insurance industry have benefited from improved sales and claims processing. Customer satisfaction as well as sales and worker productivity have increased with the introduction of Windows Mobile powered solutions. Several examples follow.
Timely Remote Access to Market Data
	Table 1. Windows Mobile Enables Delivery of Timely Remote Market Data

	Financial information providers have deployed Windows Mobile powered solutions to deliver timely market data to remote users.

	Company
	Issue
	Solution
	Benefits

	Thomson Financial 
	Thomson Financial wanted a way to expand the appeal of its primary workstation product and meet growing customer demand for mobile access to subscription services.
	Thomson Financial created Mobile Alert, a subscription service that delivers timely financial market information to users of Pocket PCs running Windows Mobile software.
	· Provides appealing service through a familiar environment

· Enhances customer service

· Extends value of existing investment

· Offers potential for increased revenue

	Cantor Index 
	Cantor Index saw the potential for wireless technology, but it had to deliver a quality of information as high as that available online, deliver timely prices to end users, and enable users to transact immediately.
	The Cantor Mobile solution runs on Windows Mobile for Pocket PC Phone Edition. The underlying technology platform is weComm's Wave Platform. The solution was rolled out to Cantor Index traders on O2 XDA devices.
	· Delivery of prices and information to remote users

· Traders are better informed of market conditions and can manage risk more effectively 

· Increased customer base 

· 100 percent increase in the number of trades made 

· Quality of service that mirrors desktop trading 


The key to success for professionals in the financial industry is having access to the latest financial information, such as broker research and analyst forecasts, even when away from their desks. Windows Mobile powered solutions are enabling financial services companies to provide their customers and employees with the software tools and information access they need, through a familiar toolset.
Thomson Financial – Headquartered in New York, New York, Thomson Financial develops integrated information and technology applications for clients in the global financial services industry. It wanted to expand the appeal of its primary workstation product, Thomson ONE, and meet growing customer demand for mobile access to subscription services.

Appealing Service Provided Through a Familiar Environment
Thomson Financial developed Mobile Alert, a subscription service that delivers timely financial market information to users of Pocket PCs running Windows Mobile software. Windows Mobile software for Pocket PCs provided the best environment to deliver Mobile Alert as it is powerful and flexible enough to help the Thomson Financial customers connect and keep in touch with people and pertinent information, even when they are away from their main workstations. Mobile Alert is truly an extension of what subscribers have at their Thomson ONE workstation. 

From the Mobile Alert interface, subscribers can use the following features:

· Portfolio View - Create as many as 10 portfolios with up to 25 symbols in each. View the last price, change tick indicator and exchange for each symbol, and get a detailed quote for the highlighted symbol. 

· Quote/Lookup - Get quotes on any symbol, add symbols to portfolios, or search for companies by symbol or name. 

· News – View the latest headlines and stories from First Call, Dow Jones, and Comtex news services for any symbol. 

· Chart - Study the activity of any security, basing the chart on either closing or high/low prices. Create daily, weekly, monthly, or intra-day charts and view details (such as date, closing price, and volume) for any point. 

· Market Pulse – Track the latest trends while watching the Most Active, Most Up/Down Filtered, and Most Up/Down Percent Filtered displays for the NYSE, NASDAQ, and AMEX. 

· AlertSet – Receive alerts when price or volume on portfolio symbols change significantly. Alert types include last price, change, bid, ask, percent change, annual high/low, volume, news, and trading halts. 

· Alert History - Review the last 20 activated alerts. 

Says Neal Silverman, Mobile Alert Product Manager, Thomson Financial, “Customers love the fact that they can access the Thomson Mobile Alert on the same device they use to e-mail messages and manage contacts. They can act in a truly productive way on the information they receive through the alerts.”

Enhanced Customer Service

A driving reason for developing the Mobile Alert product was to allow Thomson Financial to extend its market data solution to more of its customers. By meeting requests that information be available remotely, Thomson can secure the loyalty of current customers.

“It’s a valuable tool for anybody, in terms of keeping up with the market—seeing what the market is doing, verifying where stocks are, getting news on stocks and companies they have access to—all while they’re away from their desks,” says Silverman.

Additional Value of Existing Investment 

A key benefit of Windows Mobile is the flexibility it gives Thomson in extending its existing infrastructure. The Mobile Alert solution has allowed Thomson Financial to broaden the value of its market data infrastructure and data feeds to its customers.

Potential for Increased Revenue

Thomson Financial believes it is tapping a large and growing market of Pocket PC and other mobile device users.

“The mobile market is still relatively untapped—and with Mobile Alert available on Windows Mobile powered devices, we’re poised to respond to demand,” says Silverman. “As people become more comfortable with, and even reliant on, wireless devices, our Mobile Alert services and other offerings can also grow.”

For instance, Thomson can consider the following:

· Opening up Mobile Alert to more content that Thomson has available;
· Creating more platform-specific offerings of Mobile Alert similar to the Thomson One workstation offerings, for instance, fixed-income or wealth-management products;
· Offering wireless trade executions; and
· Linking to customer relationship management (CRM)–based applications or contact management programs.
Cantor Index – London-based Cantor Index is part of Cantor Fitzgerald International, one of the largest bond trading companies in the world, and is a financial and sports spread-betting company. Spread betting is fast becoming a popular way of trading in stocks, shares, and bonds. It offers high rewards at greater risk, so traders rely heavily on their information source to manage the risks needed to succeed. Catering to the needs of the more discerning investors, Cantor Index launched an Internet trading platform in 2000. As online trading took off, the company also saw the potential for wireless technology and wanted to compete in a new market of traders that could follow the markets and make trades at any time and remotely.
Cantor Index worked with Microsoft partner weComm to develop Cantor Mobile, based on weComm's WAVE platform. This solution delivers Cantor’s complete information and trading infrastructure to traders using O2 XDA devices running Windows Mobile software for Pocket PC Phone Edition. Cantor Mobile provides a service that is as complete as any online trading service—including the ability to see prices streaming and a scrolling news service, and to place trades—but is available remotely through General Packet Radio Service (GPRS) wireless connectivity.  
Double the Number of Trades 

With users now able to trade while on the move, the solution has significantly increased the number of trades through Cantor Index. "Statistics show that wireless users tend to trade twice as frequently as Web users," says Oliver Sturrock, Chief Executive Officer, weComm. 

Sturrock also believes that users enjoy the personal touch of a mobile device compared with an Internet connection on a PC. Once they see how reliable the product is, their confidence grows and they tend to increase their stakes. "The average stakes made on the Windows Mobile powered Pocket PCs now match those made on the Internet," says Alex Hucklesby, Head of Wireless Services, Cantor Index. 

New Sophisticated Trading Channel 

Hucklesby attributes the immediate success of Cantor Mobile to the quality and speed of information that it offers. "It's essentially as good as sitting in front of a Bloomberg or a Reuters screen," he says. "It also offers account management facilities that users can access online, so they can see their live profit and loss account, account summary, trade history, and so on."

Sturrock believes that the Windows Mobile solution is ideal for Cantor Index's user base, which is positioned at the more sophisticated end of the trading market. He says, "These are trading professionals with control of significant funds. The solution is targeted at users who need a sophisticated and powerful device. The need for speed and reliability of information and transactions rules out the use of simple Web or WAP [Wireless Application Protocol] services. weComm's technology uses the cellular network in a way that seriously enhances usability."

Giving Traders the Edge 

Windows Mobile devices enable users to navigate easily around a familiar screen, with little or no need for training. Once logged in, users need only make two or three clicks and they can trade. With technology that enables vast amounts of information to be transferred to the user without the risk of slowing down a transaction, traders can see the data when they want. Hucklesby says, "The markets are so fast moving that people can win and lose thousands in a split second. As most of our clients happen to be on the move a lot of the time, the risk management is that much better, as they can trade whenever they want." 

The solution is also highly secure. Users go through a two-stage login process, and weComm technology delivers end-to-end encryption and a time-out feature, so Cantor Index can be confident that its sensitive data is protected. 

Helps Them to Compete
Cantor Mobile also gives Cantor Index an important competitive advantage. "No one else in the financial world offers anything like this. People love the idea of being able to monitor their prices wherever they are and trade on them," says Hucklesby. "We have gained a lot more customers, many from our competitors. They have come to us purely for this product because no one else offers it. It gives us a reputation for innovation and actually sets us ahead of the curve in terms of technology. I believe this makes us the most technology-savvy company in our industry now."

The Future of Mobile Trading 

Inspired by its success, Cantor Index has long-term plans to further develop Cantor Mobile with weComm by adding new content and launching new services. It also hopes to adopt Windows Mobile powered smartphones for information-only products such as a financial prices service that could be extended to many tens of thousands of people.
Increased Head-Office and Remote-Worker Productivity
Many financial services employees work remotely, away from the head office. However, they typically require access to the wealth of information available in enterprise databases and applications. Accessing this data and capturing new information can be a time-consuming task and carries the risk of transcription errors and outdated information. Significant head-office time is also typically spent facilitating information flow with remote workers. Windows Mobile powered solutions are helping several financial services firms improve the productivity of mobile and office personnel while providing access to back-office data from remote locations.
	Table 2. Windows Mobile Helps to Increase Worker Productivity

	Financial services companies have increased the productivity of head-office and mobile workers with Windows Mobile powered solutions.

	Company
	Issue
	Solution
	Benefits

	FINEX Finanzforum AG 
	Receiving timely changes to customer appointment times and other information is often a problem for sales representatives on the road. If data is received too late, or is incorrect or incomplete, losses may arise.
	The company deployed a mobile wireless solution based on Microsoft® Mobile Information Server 2002 to enable FINEX users to access timely information while away from the office.
	· Reduced head-office administrative costs
· Time to conclude a contract reduced by half an hour
· Sales increased 7 percent


	Safeguard Properties 
	The company wanted to speed the assignment and completion of property inspections and results, and reduce the follow-up questions between Safeguard staff and inspectors.
	Safeguard replaced a desktop solution with one based on the Microsoft .NET Compact Framework running on Pocket PCs with Windows Mobile 2003 software.
	· Inspection results sent to clients 21 percent faster

· Follow-up time reduced by 65 percent

· Client questionnaires customized and implemented within hours

· Maintenance reduction estimated at U.S.$160,000 annually

· Reduced time to implement industry regulation changes 

	UniCredit Group
	The UniCredit Group was formed after a series of mergers. Different IT systems in place at each of the group’s constituent companies limited the ability of workers to collaborate and work remotely.
	UniCredit standardized its messaging infrastructure on Microsoft Exchange Server 2003. This provides centralized management for more than 50,000 mailboxes and new opportunities for mobile employees working with Windows Mobile powered devices. 
	· Increased worker productivity

· Increased IT efficiency

· Improved responsiveness to market changes

· Reduced complexity

· Improved scalability 


FINEX Finanzforum AG – FINEX Finanzforum AG is a financial services provider located in Forstinning, Germany, near Munich. Founded in 1998, the company advises companies and individuals on finance and pension planning, capital investments, and insurance.

FINEX had many traveling sales representatives, centrally managed and stored data, plus centralized appointment and information management, and sales staff needed to exchange information quickly and easily. Roman Teufl, chairman of FINEX Finanzforum AG, says, “We wanted our traveling representatives to get changes to appointment times and other information immediately.” 

Better Remote Information Access
Microsoft and T-Mobile, a Deutsche Telekom subsidiary, are enabling traveling sales representatives to receive information from a central office promptly and swiftly. The solution has been developed with the help of Mobile Business Solutions and Microsoft partner WebOne Informatik GmbH. All customer order and contract data is stored on a Microsoft SQL Server™ 2000 database. Appointment scheduling and follow-up is via Microsoft Exchange Server 2000 and the Microsoft Office Outlook® messaging and collaboration client, while Microsoft Windows® 2000 is used as the standard operating system.
Previously, last-minute changes to appointments arrived at the FINEX office in Munich, and then office staff passed them on to the sales representatives by telephone or e-mail. Several attempts were often needed to get the information through to the right person.

With Microsoft Mobile Information Server 2002, incoming changes are now forwarded to the sales reps via Web service, Short Message Service (SMS), e-mail or WAP message. The employees send confirmation by the same path and simultaneously update their appointment calendars. Other Web services were developed with Microsoft Visual Studio® .NET. Once the rep has made a sale, for example, contracts can now be prepared and sent through a Web service and XML, displayed in WAP browsers on mobile phones or to an Internet browser on a Windows Mobile powered Pocket PC. Teufl says, “With Web services, reps can access information from the company’s network while on the road.”
Teufl is delighted that changes to appointments can be compared and performed automatically in almost every case. “On average, we have almost 90 appointments a day to manage and there are always a few changes. Through the wireless mobile solution, we save discussion time and telephone charges. The sales reps can organize replacement, changed, or alternative appointments promptly. Costs have been reduced noticeably at the head office.” 
Reduced Sales Cycle Time
The time to conclude a contract has been cut by about half an hour since the introduction of Microsoft Mobile Information Server. This translates into an increase of 7 percent when converted into sales. In addition, fewer staffers are needed to manage the system, which is supported by WebOne. FINEX Finanzforum AG is on the way to becoming a market leader by using modern, wireless, and mobile solutions.

Teufl says, "Our employees have immediate access to information about new appointments or cancellations. They are concluding more contracts, and sales are increasing. We are saving time and money as a result of better planning."

Safeguard Properties – Safeguard Properties is based in Brooklyn Heights, Ohio. Its 350 employees and thousands of contractors make it the largest privately held mortgage field service company in the United States.

More than 4,000 independent inspectors used to complete their inspections using a combination of laptop computers, Palm Pilot handheld computers, and paper forms, with results uploaded or rekeyed to a desktop computer. New inspection orders and results were transmitted to Safeguard twice daily through a PC-based application, called INSPI, that was developed by the company.
The batch process on which INSPI relied limited the inspectors’ ability to receive new inspection requests and created routing delays. In addition, INSPI also needed an overhaul to more quickly and efficiently incorporate client and industry requirements. However, as a result of lengthy IT development and testing time, programming changes were consolidated and implemented only a few times each year. Enforcing client and industry requirements could not wait for IT changes, so management used memos to alert inspectors to updates that must be included in their inspection results. This manual process required follow-up from Safeguard staff, lengthening the time it took for completed reports to be forwarded to clients. “Our turnaround time always floated around 9.5 days. We wanted to reduce that number to better serve our clients and make our own jobs easier,” says Kellie Beyer, Operations Specialist, Safeguard Properties.

Inspection Turnaround Time Reduced

To reduce turnaround time for inspection results, Safeguard began working with Microsoft Gold Certified Partner Solutient to develop a mobile solution that would enable inspectors to receive inspection requests and complete and upload their results from the field, eliminating the need for them to return to an office to key in data.

Safeguard and Solutient chose to create a solution for Pocket PCs running Windows Mobile 2003 software. At the core of the solution is the Microsoft .NET Compact Framework. The new solution, called INSPI2, uses XML-based Web services to exchange information between the user’s computer and the Safeguard back-office systems. The INSPI2 application interprets business logic and client requests through a scripting engine. The business logic in the scripting engine ensures that the inspector sees the appropriate set of questions for the specific client and its property. The solution also allows inspectors to use Windows Mobile powered Pocket PCs with built-in digital cameras that simultaneously transmit photos and inspection results to Safeguard.

With the new solution, Safeguard has eliminated the delay for inspectors to receive new requests and reduced follow-up time by about 65 percent. The result: Safeguard has reduced average turnaround time from 9.5 days to 7.5 days. Beyer estimates that reduced follow-up will continue to drop, possibly by 90 percent, as inspectors become more experienced with the solution over the coming year. 

The company has also reduced turnaround time for sending results to clients, and development and maintenance costs. In addition, inspections can immediately reflect changing client needs or regulatory requirements. Formerly, changes to inspection questionnaires were consolidated and programmed for one release every two or three months and took weeks to disseminate. Now, such changes are made whenever needed and are downloaded to inspectors when they log on to the INSPI2 Web site or application.

Head-Office IT Savings
The other big change—and a key factor driving the increased frequency of questionnaire updates—is that such changes are now implemented primarily by the business analysts, rather than by the IT department.

Safeguard anticipates continuing savings of U.S.$160,000 per year as it reduces the cost to maintain the solution by 67 percent. The savings comes from reducing the workload of the IT development staff as business analysts implement their own business changes to the solution’s scripts.

“The .NET Compact Framework and mobile solution have enabled all of us to work more efficiently,” says Mike Zirkle, Systems Developer, Safeguard Properties.
UniCredito Italiano SPA – Genoa-based UniCredit Group is the leading banking group in Italy in terms of market capitalization. The organization has a network of more than 4,400 branches and employs approximately 68,000 people in Italy and abroad.

The UniCredit Group was created in 1998 from the union of five companies: Credito Italiano, Rolo Banca, Cariverona, Cassa di Risparmio di Torino, and Cassamarca. The group has subsequently acquired two more: the Cassa di Risparmio di Trento e Rovereto and Cassa di Risparmio di Trieste. 
The companies that formed UniCredit historically worked with a variety of IT systems to support their e-mail applications and collaboration among employees. As a result, the infrastructure could not be managed cost-effectively, and lack of integration restricted the opportunities for information sharing. 

To ensure fast, effective communication, high levels of collaboration among employees, and more-efficient IT management, UniCredit decided to create a new, centralized IT infrastructure. This initiative, which was supported by all the companies in the group, aims to deliver a range of new communications services to more than 40,000 users.
A Centrally Managed Mobile Solution

After a thorough technology evaluation, the company chose Microsoft Exchange Server 2003 communication and collaboration server as the most appropriate technology to support the new, centralized architecture. 

The new solution is fully integrated with the Microsoft Outlook 2002 messaging and collaboration client, which provides tools for sharing calendar, contact, and other critical information. In addition, Microsoft Office Outlook Web Access and Windows Mobile software provide remote access to a number of key business applications. 

Massimo Maffei, Account Manager for UniCredit Servizi Informativi (USI) at UniCredit Private Banking, says, “The technology gives us new opportunities for mobile working. During the deployment, 1,000 selected employees from the UniCredit Private Banking division were wirelessly connected to the central mail server. They can now access their diaries, address books, travel management schedules, press surveys, and other critical applications remotely, using their Windows Mobile powered Pocket PC and Windows Mobile powered Pocket PC Phone Edition devices.” 

User profiles and access rights are stored and managed centrally in Active Directory® services, a key element of the Microsoft Windows Server® 2003 operating system. This enhances visibility of all users on the network and helps to ensure that all access rights and profiles are always up-to-date. 

Streamlined IT Management for Enhanced Operational Efficiency

The new Microsoft infrastructure has enhanced communications and opportunities for collaborative working, while delivering increased operational efficiency. It has achieved this by minimizing the resources required to manage the system. 

Stefano De Ghetto, USI Mail Services Manager for UniCredit, says, “The efficiency we have achieved with the new infrastructure is extraordinary, particularly in view of the complex management we experienced with our previous, disparate messaging systems.” 

De Ghetto continues: “With its centralized management features, Exchange Server 2003 has helped us activate 46,000 mailboxes in just four months. During this year, we will deploy another 50,000.”

Mobile Working Enhances Employee Productivity

Using the new system, executives can access their mailboxes, calendars, and contacts remotely, 24 hours a day. As a result, employees who travel extensively can maximize their productivity. 

De Ghetto says, “Using the mobile working features of Exchange Server 2003, we have given more than 1,000 employees remote access to the network through wireless devices. A further 2,000 people will soon have access to their inboxes from remote locations over the Internet. This ensures that our employees can continue to work effectively, wherever they are.”

Employees Respond More Quickly to the Demands of the Market

The new system gives executives greater access to the applications they depend on. This means that they can view and process business information more effectively. This, in turn, helps employees respond to fluctuations in financial markets quickly, enhancing overall performance. 
Remote Insurance Sales and Claims Applications
From sales to appraisals to damage assessment, insurance requires many of its professionals to work away from the office, whether at home, on the road, or at a customer location. Remote agents need timely, security enhanced access to data, business applications, and third-party services to maximize customer satisfaction and agent productivity. 
Windows Mobile powered solutions have been designed to enable forward-thinking firms in the insurance industry to realize business value and competitive advantage through their remote workers. Mobile applications are being developed for use in many insurance industry scenarios. Claims adjustors and administrators can access timely property and casualty data with Windows Mobile powered devices, helping to streamline the claims process and enabling payment to customers in a fraction of the time. Insurance agents can also benefit from mobile customer relationship management (CRM) tools. 
Organizations that have deployed mobility have seen significant return on investment (ROI). This ROI has been measured through business process improvements such as reduced claims processing and elimination of repeat data entry, and from additional revenue gained through new sales opportunities for agents.
 

Blevins Insurance Group – Based in Barrie, Ontario, Blevins Insurance Group offers employee benefit, retirement, and wellness programs to organizations across Canada. The company was spending $19,000 on IT support and services, but as Blevins evolved its businesses, the IT consultants could no longer meet its needs. The original installation of Microsoft Exchange Server 2000 communications and collaboration server was not configured correctly for mobile access. Since the company’s sales team travels 
	Table 3. Windows Mobile Improves Insurance Productivity

	Insurance companies have increased the productivity of head-office and mobile workers with Windows Mobile software.

	Company
	Issue
	Solution
	Benefits

	Blevins Insurance Group 
	Blevins outsourced its IT needs to consultants who did a poor job building the company’s network and configuring its software. It needed a solution to resolve the resulting security and mobile access issues.
	Blevins enlisted Microsoft Small Business Specialist Partner Interprom to deploy Windows Mobile powered devices, Microsoft Windows Small Business Server 2003, and Microsoft Exchange Server 2003.
	· Improved mobile access
· Return on investment of more than U.S.$126,000

· Improved remote sales force productivity
· Reduced IT costs


	Allstate Canada
	Allstate Canada wanted to improve the settlement process by eliminating the need for claims adjusters and contractors to take notes by hand at the loss site.
	Allstate Canada selected Symbility Solutions to provide a mobile claims solution for Windows Mobile devices.
	· Claims are settled up to six times faster

· Improved claim settlement accuracy

· Increased customer satisfaction


extensively to research leads and serve customers in different cities, this created a productivity problem. It also led to missed sales opportunities, as workers had no reliable way to quickly access the network to check their meeting schedules.
Upgraded Mobility Capabilities
Microsoft Small Business Specialist Interprom rolled out Windows Mobile 5.0 and Windows Small Business Server 2003 communication and collaboration server, which includes Microsoft Exchange Server technology, to modernize Blevins’s IT environment.

To address the mobility issue, Interprom built the IT infrastructure on the Exchange Server 2003 components of Windows Small Business Server 2003. The company’s new messaging system works with Windows Mobile 5.0 to provide enterprise-grade mobility to Blevins’s mobile sales force. Workers can now connect to the network with Windows Mobile powered Pocket PCs that support mobile versions of Microsoft Office Word, the Excel® spreadsheet program, the Outlook messaging and collaboration client, Internet Explorer, and MSN® Messenger.
Increased Productivity on the Road
“Now that we are using Pocket PCs with Microsoft software, we no longer get overwhelmed by e-mail when we return to the office because we can access it directly from the server while we’re on the road,” says Beth Stefaniuk, Vice President of Administration, Blevins Insurance Group. “Outlook places all of our contact and scheduling information at our fingertips.”

Blevins uses Windows Small Business Server 2003 with Exchange Server 2003 and Windows Mobile 5.0 to give its workers a more secure and feature-rich mobile messaging environment. The solutions empower mobile users to work much more efficiently and be more productive on the road, helping the company save in travel costs.

“Our mobile consulting team can now track client activities from our client database from the road, send information to our customers more quickly, and prioritize prospects electronically,” says Stefaniuk. “The cost savings and improved productivity we’ve seen since deploying Microsoft Small Business Server 2003 has given us a return on investment of over $126,000.”
In the past, mobile workers missed sales opportunities because they lacked access to the company’s Exchange Server. Now, Exchange Server 2003 and ActiveSync® 4.1 technology synchronize Windows Mobile technology with users’ mailboxes as soon as mail arrives on the server. With Windows Mobile 5.0 on their Pocket PCs, employees receive time-sensitive messages right away and can open and edit Microsoft Office documents using Office Mobile applications. 
Reduced Travel Time and Costs
Blevins piloted the mobile technology with its consultants who were constantly on the road and found that fewer trips back to the office reduced fuel costs dramatically. “For the first time ever, employees do not need to return to the office to check e-mail. We’ve projected this will save us close to $5,000 per year in fuel,” says Stefaniuk. “Plus, the savings in travel time equal about $114,000 per year in additional billable hours.”

Allstate Canada – Allstate Canada wanted to reduce property claim resolution time, lower administration costs, and ultimately realize value in their settlement process through the efficiencies of leading edge technologies. The solution also needed to be quickly deployed nationwide and provide support for French speaking staff in Quebec while maintaining the business rules and integrity set by corporate best practices.
On-site Claims Processing

Allstate Canada selected Symbility Solutions, Inc., a wholly owned subsidiary of Automated Benefits Corp., to implement the Symbility mobile claims system for property insurance operations in Canada.

Symbility is the only claims system designed specifically for pen-based computers and it runs on tablet and Windows Mobile powered Pocket PC's with integrated Bluetooth, Wi-Fi and GPRS/1X wireless technology.
The complete Symbility solution is comprised of two components:

1) Symbility.NET − an Internet-based communications hub, data warehouse and analytics engine. Symbility.NET allows all claim participants to access all information related to all claims they've ever participated in, from any computer with an Internet connection. It also provides very powerful analytics tools to mine the extensive data collected with each claim and create various graphical and tabular reports, as well as search for specific claims based on numerous criteria. 

2) Mobile Claims − a freely-downloadable, lightweight application that is used to review claims, gather information, and create and edit estimates in the field (on a pen-based computer). By utilizing unique claims synchronization technology, mobile claims is essentially an extension of Symbility.NET, providing a way to take claims data off-line, and with the user wherever they go. 

Increased Settlement Speed and Accuracy

The Symbility mobile claims solution at Allstate enables claims adjusters and restoration contractors to process claims on-site throughout Canada. In the first year Allstate expects to process over 18,000 claims in all the Canadian provinces in both French and English. The mobile Symbility solution eliminates the need to make notes on paper which greatly increases the settlement process speed and accuracy with the information collected quickly at the loss site. Customer satisfaction has increased tremendously with claims closing in far less time while ensuring that Allstate is not over paying for the restorations.
“The Symbility solution allows us to be more effective in our claim handling, the quick responses from the vendors and the quick actions then by our staff allows for immediate settlements. It allows us to be fair to the customers, pay the right price and have the right work completed. You want to make sure that you’re properly assessing losses, not over paying, not under paying. This system allows us to ensure that we’re doing the right thing,” said Greg Stephens, Claims Administrator, Allstate Insurance Company of Canada.
Symbility's mobile solution deployed on Windows Mobile devices enables property claim adjusters and restoration contractors to process claims on-site.  Symbility is used while moving around the site, so as the loss is inspected, necessary data is captured and the complete estimate built. This eliminates the need to make notes on paper and then transcribe the notes into traditional estimating software out in a van or back at the office.

The Symbility mobile claims system allows adjustors and contractors to write and process claims on-site with greater accuracy and to settle claims more quickly. Symbility's mobile, wireless, on-site, and pen-based system allows claims adjusters and contractors to process claims on-average six times faster than when using traditional processing systems. 

Reduced Expenses and Improved Customer Service
On August 17, 2005, south western Ontario experienced unusually high volumes of rain in a very short period as a result of the devastating hurricanes moving north after battering Louisiana and Florida.  The resulting rain and flooding in the Toronto area generated the second largest claims value ever, following only the ice storm of the late 1990’s in the Ottawa and Montreal regions.

Using the Symbility mobile claims solution, Allstate adjusters were able to quickly, accurately, and in near real time adjust over 1000 claims in the following days.  

“Speeding up the settlement process is a critical issue for us. The productivity increase demonstrated by the Symbility system is startling. Symbility is a big part of our expense reduction and customer service leadership," stated Greg Stephens, Claims Administrator, Allstate Insurance Company of Canada.
Conclusion

Windows Mobile powered solutions have been designed to enable benefits for financial services firms.  A number of financial services organizations have achieved benefits from applying mobile solutions to improve remote access to market data. Others have benefited from increased productivity by applying mobile solutions to customer and field management. Firms in the insurance industry have benefited from improved sales and claims processing.
Windows Mobile offers a rich platform, supported by powerful development tools such as the Microsoft Visual Studio development system that integrate tightly with enterprise-scale server tools such as Microsoft Exchange Server and SQL Server. The familiar Windows interface reduces training requirements and eases user adoption.
Microsoft and its partners have many resources available to help financial services firms identify the benefits that they can realize from Windows Mobile powered solutions.
Please go to:

Windows Mobile for Business
http://www.microsoft.com/windowsmobile/business/default.mspx  
Microsoft Financial Services: Software and Solutions for Financial Services http://www.microsoft.com/industry/financialservices/default.mspx    
Appendix: Customer Descriptions and Links to Full Case Studies
Part of the Allstate Corporation, the Allstate Insurance Company of Canada, with headquarters in Markham, Ontario, has provided property and casualty insurance products to Canadians since 1953.

http://www.allstate.ca/
Based in Barrie, Ontario, Blevins Insurance Group offers employee benefit, retirement, and wellness programs to organizations across Canada.
http://www.microsoft.com/canada/casestudies/blevins.mspx?pf=true
London-based Cantor Index is part of Cantor Fitzgerald International, one of the largest bond trading companies in the world, and is a financial and sports spread-betting company.

http://members.microsoft.com/CustomerEvidence/search/EvidenceDetails.aspx?EvidenceID=3277&LanguageID=1&PFT=Mobility&TaxID=25534
FINEX Finanzforum AG is a financial services provider located in Forstinning, Germany, near Munich. Founded in 1998, the company advises companies and individuals on finance and pension planning, capital investments, and insurance.

http://members.microsoft.com/CustomerEvidence/search/EvidenceDetails.aspx?EvidenceID=1433&LanguageID=1&PFT=Mobility&TaxID=25534
Safeguard Properties is based in Brooklyn Heights, Ohio. Its 350 employees and thousands of contractors make it the largest privately held mortgage field service company in the United States.

http://members.microsoft.com/customerevidence/search/EvidenceDetails.aspx?EvidenceID=13745&LanguageID=1&PFT=Microsoft%20Windows%20Mobile%202003%20software%20for%20Pocket%20PCs&TaxID=20346
Headquartered in New York, New York, Thomson Financial develops integrated information and technology applications for clients in the global financial services industry.

http://members.microsoft.com/customerevidence/search/EvidenceDetails.aspx?EvidenceID=3426&LanguageID=1&PFT=business%20decision%20makers&TaxID=25395
Genoa-based UniCredito Italiano SPA is the leading banking group in Italy in terms of market capitalization. The organization has a network of more than 4,400 branches and employs approximately 68,000 people in Italy and abroad.
http://members.microsoft.com/customerevidence/Search/EvidenceDetails.aspx?EvidenceID=14028&LanguageID=1 



“We rate returns on our technology investments in terms of effectiveness rather than efficiencies. Now, our people can respond rapidly to the dynamics of the market. As a result, we are positioned for continued competitive advantage in the long term.”


Andrea Biancoli


Head of Operational Systems


UniCredit Private Banking and IT Center
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“With the Windows Mobile powered solution, our staff saves time because inspection results need less follow-up. Our inspectors can be more productive, and our customers get their reports faster. Everyone wins.”


Kelie Beyer


Operations Specialist


Safeguard Properties








“With Windows Mobile 5.0 we can literally do anything on our devices that we could do in the office, which is tremendous. We can deliver proposals to clients much faster, which makes us more likely to get the sale. In fact, right after the deployment, we closed a sale worth $8,000 in annual recurring revenue.”


Beth Stefaniuk


Vice President of Administration


Blevins Insurance
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"In just a few months, 20 percent of all Cantor Index's electronic finance trades were being made by mobile users, as were 25 to 30 percent of all electronic sports trades. These are very significant figures, and we are extremely happy with them."


Alex Hucklesby


Head of Wireless Services


Cantor Index









































“We selected Symbility based on the ease of use of its mobile claims application and its industry leading wireless capabilities that allow us to take the information our staff needs and communicate between the field and head office to increase efficiency.”


John Greb


Vice President, Claims


Allstate Insurance Company of Canada











� Worldwide Mobile Worker Population 2005–2009 Forecast and Analysis, IDC Document #34124, October 2005


� “Microsoft and HP’s New Mobility Initiatives in Insurance,” Adam Kornack, Windows in Financial Services, 2003
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