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What is ECF?

• Paper File on the screen

– Repository (Documents)

– CLASS (Data)

• Replacing the file not the broker

– ‘A Broker will not be required to visit
the insurer (but may choose to do
so if either party deem it necessary)’
– SP&P v4.3



Key Differences/Challenges

• Allocation

– Who, what, where, when

• Workflow

– System Development

• Reporting (syndicate specific)

– % of new claims via ECF

– Claims not processed through ECF – Why?

• Service Levels

• Buy in

• Training



Issues

• Stability/Speed of the system
– Unscheduled outages

– Can be slow and unresponsive

• Documents
– Lack of sufficient documentation

– Inconsistency (Naming etc)
• 60+ transactions queried due to no documentation since 0607

– Inconsistency (Naming etc)

• Queries
– ‘the broker must therefore advise the Lead Agreement Party of

the new documents via means outside of ECF (e.g. telephone,
email, etc.).’ – SP&P v4.3



Focus on the positives! Claims has evolved.

• Better customer service
– End to end process is quicker

• Transparency
– Clear audit trail

• Concurrent access
– Follow claims

• Claims related data earlier
– Ability to automatically record detailed claims

information before the SCM



Looking ahead

• Entire London market live
– Brokers - Q1 2008

– IUA – Q3 2008

• All claims in scope?

• Legacy claims
– Not without system stability

– Legacy on ECF & some new claims on paper is not ideal

• Third party access

• Further system enhancements to improve
– Management Information

– Workflow

– Usability



Where we don’t want to be?

‘All I have to
type is yes

and I’ve
tripled my

productivity!’
–Homer Simpson



Where we do want to be?

‘People are the key element to the future
of claims. Qualified and technical staff
with a broad set of skills will ultimately

improve service and reduce claims
costs.’ - The Evolution of Claims (CII Claims Faculty)


