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The Opportunity: Forms “Re-imagined”

TRADITIONAL 
FORMS PROCESS

• Large libraries of fillable forms in PDF; Unable make 
these processes mobile accessible

• Maintaining forms for regulatory compliance is 
difficult and delays time-to-market

• Not intuitive – Forms require training to complete and 
often challenging instructions

• No connectivity to data or core systems requiring 
duplication of data collection

• Lacks intelligence and data validation leading to “Not 
In Good Order” (NIGO)

• Saving data from PDF forms requires expensive Adobe 
licensing or manual rekeying

Intelledox next-generation adaptive forms
eliminate these issues

DIGITAL PROCESS WITH ADAPTIVE INTERVIEW



4

About MassMutual

Overview

V Founded on May 15, 1851 in Springfield, MA

V Employs approximately 11,593 full -time associates 

nationwide

V Has 5 million customers

V Provides $560 billion in total coverage to customers

V Number 76 on Fortune 500 List

V Has financial strength ratings among the highest of any 

company in the industry

Source: MassMutual Public website1: As of 10/19/2017

Received Shingo Silver Medallion in 2017

V First and only insurance company in the world to 

achieve this recognition

V More than 230,000 hours saved in operations as a 

result of 41,000 improvements

V Main campus is LEED -certified and they have 

saved 5 million gallons of water, recycled 300 tons 

of paper and added 1740 solar panels on the roof 

to produce 384,000 kilowatts of electricity

V Closing their quarterly financial books has been cut 

in half, turnaround time for returned mail has 

decreased by 75% and the mail intake process 

down to 1/9 th the time it used to take
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Bicoastal

CLIENT 

SERVICES
Passionate advocates 

working together to 

deliver exceptional 

customer service to our 

policyowners & 

distribution partners.

Inforce Servicing From Policy Issue to Point of Claim
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Business Challenges: Why the Status Quo Wouldnõt Cut It

•Too many forms/Hard to do business 

with us

•Online forms and forms e -mailed to 

customers arenõt fillable

•Poor òNot In Good Orderó (NIGO) rates 

for back office processors 

70% 25%

Customer Effort Score NIGO Rates

²ƘŜǊŜ ǿŜ ǎǘŀǊǘŜŘΧΧΦ
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Why Did We Have To Do Something - Now?

•Had an outdated customer experience

•New servicing tools headed our way (Salesforce, 

InContact é..etc ) 

•We needed to get more efficient while also keeping up 

with advancing technology
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Strategies and Solutions

•New organizational mandate; 

òEmbrace Automation by aggressively 

pursuing efficiencies while enhancing 

the customer experienceó

üCustomer Experience

üDeveloping critical thinkers

üGaining efficiencies  

•Robotics

•Straight Through Processing 

•Servicing Org Partnering with our 

Advisors/Agents
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About the solution: What we Implemented

•Started with our highest volume transactions that required 
forms:

V10 Policy Change Forms

V10 Claims Forms

VRe-engaged Intelledox for an accelerated launch

•Agent/Advisor feedback:

VImplemented òPre-fillableó SmartForms

VEstablished a self service Advisor portal

•Utilizing the data:

VRobotics initiatives (Current State)

VDigital data feeding into our admin systems for (STP) 
Straight Through Processing (In Progress)
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Why Intelledox?

ƍWe needed a customizable solution

üSomething that would suit both our Policyholders AND 

Advisors/Agents

ƍStarting quickly with converting existing forms

ƍSomeone to partner with for acceleration

ƍWe wanted a leader in the industry
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Early Outcomes to Date

•An improved Customer Experience

•Reduced NIGO rates

•Faster turnaround times

•Reduced Service Center call volumes

•A renewed partnership with our Advisors/Agents

•SmartForms have become an òEnableró for automation:

üAPIs for Straight Through Processing

üRobotics

85% 5%

Customer Effort Score NIGO Rates

²ƘŜǊŜ ǿŜ ŎǳǊǊŜƴǘƭȅ ŀǊŜΧΧΦ

15% 15%
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What Weõve Learned: Tip For Success 

•Take advantage of available training that is offered 

•Prioritize and plan formats ahead of time

•SmartForms are enablers for automation

•Keep key stakeholders involved in your SmartForm journey

•Donõt be afraid to ask them for help!
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HOW THE INSURED EXPERIENCES CONTENT

AGENT 
MEETING

INSURED

HOW CONTENT INTERACTS WITH YOUR BUSINESS PROCESS

CORE POLICY, 
BILLING, CLAIMS

CUSTOMER
DATA

WORKFLOW & 
PROCESS 

AUTOMATION

ARCHIVE
CUSTOMER 

COMMUNICATIONS
MANAGEMENT

AUDITING SIGNATURE 
VERIFICATION

CALL 
CENTER

WEB MOBILE EMAILOFFICE
DOCS

TABLET 
APPS

SOCIAL
MEDIA

GUIDED
FORMS

FORMS/
SPREADSHEETS

Modernization

Transformation

RATING



High-Level Ways Insurers 
Measure the Business Value 
of Forms Transformation

• Accelerate turnaround time to complete new 
policies by as much as 90% and increasing 
revenue

• Slash incomplete and NIGO error rates from 
35% to less than 2%

• Launch new products faster by reducing 
development time by more than 75%

• Improve customer service and reduce 
support calls by as much as 55%

• Improve agent productivity by 60% or more
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