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Notices

This information is provided “as is” without warranty of any kind, express or implied, 
and is based on IBM’s current product plans and strategy, which are subject to 
change by IBM without notice. IBM shall not be responsible for any damages arising 
out of the use of, or otherwise related to, this document. Nothing contained in this 
document is intended to, nor shall have the effect of, creating any warranties or 
representations from IBM (or its suppliers or licensors), or altering the terms and 
conditions of the applicable license agreement governing the use of IBM software.
Return on investment information presented to customers should not be positioned 
as a guarantee of any particular results to be achieved through the use of IBM 
software.
IBM, the IBM logo, the On Demand Business logo, WebSphere and Workplace are 
trademarks of International Business Machines Corporation in the United States, 
other countries, or both.
Other company, product, or service names may be trademarks or service marks of 
others.
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ROI Framework for IBM Workplace for Insurance

What is it?
– Pre-structured financial benefit framework, describing the key value propositions 

of an IBM Workplace for Insurance solution
– Based on business cases developed by IGS/BCS & SWG with clients across 

sectors 
– Pre-populated benefit areas with qualitative rationale, references, and linkage to 

enabling IBM WebSphere Portal & Workplace capabilities
– Part of a ROI reference template portfolio for IBM WebSphere Portal & 

Workplace products & solutions

How can you use it?
– Stimulate business value dialogue with the client
– Accelerate development of customized ROI case
– Assist IT management with creating a basic cost/benefit analysis in support of a 

budgeting exercise
– Assist LOB & IT stakeholders prepare a formal ROI case in support of a 

business portal decision

NOTE:
– While all value propositions and benefit areas of the ROI framework are drawn 

from actual business cases with clients, input assumptions regarding “As-Is”
baseline and “To-Be” improvement potential should be reviewed and adjusted 
for the specific client situation as appropriate and necessary
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IBM Workplace for Insurance  – ROI Framework  

Net 
Benefits

Net Net 
BenefitsBenefits

ROIROI

Increase Written 
Premiums

Increase Written Increase Written 
PremiumsPremiums

Improve up-selling/cross-selling effectiveness to increase policy 
premium per holder ratio
Increase insurance agent and direct sales force productivity

Sample Benefit Areas & Value Propositions

Improve loss ratio through better trained and informed agents and 
claims adjusters 
Improve loss ratio through better risk management

Implementation 
Services

Implementation Implementation 
ServicesServices

SoftwareSoftwareSoftware

MaintenanceMaintenanceMaintenance

TCOTCOTCO

HardwareHardwareHardware

Improve Expense 
Ratio

Improve Expense Improve Expense 
RatioRatio

Improve Loss RatioImprove Loss RatioImprove Loss Ratio

Reduce transaction processing time through eliminating duplicate
data entry and shortening call wrap-up activities
Reduce cost of off-line transaction processing through reducing 
manual paper handling
Reduce outbound and inbound call volumes by minimizing 
processing errors
Reduce call volume by increasing use of self-service via lower 
cost channels (e.g., Web, IVR)
Increase CSR utilization through enhanced work management
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The pre-structured benefit framework can be used to identify and validate 
opportunity areas and scope
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Benefit areas are pre-populated with qualitative and quantitative detail and can 
easily be customized to client-specific context
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The ROI tool provides the financial metrics required to support decision making 

Sample ROI Result
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ROI Data Input Questionnaire for IBM Workplace for Insurance 

What is it? 
– Excel worksheets to capture client input to key value drivers and benefit areas 
– Facilitates gathering and capturing of client input to personalize ROI Modeler benefit 

areas and benchmarks
– Aligned with ROI Template in IBM Workplace ROI Modeler

How do I use it?
– Review pre-structured benefit areas with client and gather required input for initial 

customization of ROI business case
– Easy-to-use off-line mode when web-based review with client is not an option 

Where can I get the ROI Data Input Questionnaire?
– Use embedded Excel file (see icon to the right)
– Contact your local ROI Champion, BVA Consultant, or “ValueLine” Contact

ROI 
uestionnaire_Insuran
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Geo Region / IMT Contact
AMERICAS Americas / Federal Jul Soria

East Lowell Soffer

CEMAAS Thomas Herren-Bossart

AP AP Brendon Jones

UKISA Brenda Elshaw

SW tbd

Central Matt Guardiola

EMEA NE Fares Zaier

WW WW Michael Mitterer

West Kathryn Hoffman

Canada Stuart Jeffery

Latin America Rogerio Inomata

Germany Manuela Hinz

Nordics Thomas Engstroem

WPLC BVA Contacts by Geo/Region to obtain further help with your ROI needs 
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Benefit Summary
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Improve up-selling/cross-selling effectiveness to increase policy premium per holder 
ratio

Increase Written 
Premiums

Increase Written Increase Written 
PremiumsPremiums
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Increase insurance agent and sales force productivity

Increase Written 
Premiums

Increase Written Increase Written 
PremiumsPremiums
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Reduce transaction processing time through eliminating duplicate entry and 
shortening call wrap-up activities

Improve Expense 
Ratio 

Improve Expense Improve Expense 
Ratio Ratio 
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Reduce cost of off-line transaction processing by reducing manual paper handling

Improve Expense 
Ratio 

Improve Expense Improve Expense 
Ratio Ratio 
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Reduce outbound and inbound call volumes by minimizing processing errors 

Improve Expense 
Ratio 

Improve Expense Improve Expense 
Ratio Ratio 
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Reduce call volumes by increasing use of self-service via lower cost channels 
(e.g., Web, IVR)

Improve Expense 
Ratio 

Improve Expense Improve Expense 
Ratio Ratio 
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Increase CSR/Agent utilization through enhanced work management

Improve Expense 
Ratio 

Improve Expense Improve Expense 
Ratio Ratio 
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Improve loss ratio through better trained and informed agents and claims adjusters

Improve Loss  
Ratio 

Improve Loss  Improve Loss  
Ratio Ratio 



IBM Software Group  |

© 2005 IBM Corporation23 IBM Internal Use Only  

Improve loss ratio through better risk management 

Improve Loss  
Ratio 

Improve Loss  Improve Loss  
Ratio Ratio 
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Supporting the Sales Dialogue with a compelling ROI Case 

Benefit Opportunity 
Identification & Scoping

Personalizing
Benefit Benchmarks

Reporting ROI 
Results

Personalizing
Cost Categories

1. We want to build an ROI value story connected to 
business issues the client wants to address

2. We build that story by personalizing costs/benefits with 
our client, with her inputs…so that it is her story

3. We make our client’s story look structured and 
professional by personalizing an Express ROI Report
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Benefit Opportunity 
Identification & Scoping

Benefit Opportunity Identification & Scoping

Personalizing
Benefit Benchmarks

Reporting ROI 
Results

Personalizing
Cost Categories

1. Understand need and role of financial business case in overall sales 
cycle and client decision making process

2. Identify primary benefit opportunity areas (Scope) based on your 
business value dialogue with your client  

3. Use ROI Framework or ROI Modeler Questionnaire as basis for
identifying applicable benefit benchmarks



IBM Software Group  |

IBM Workplace Business Value Assessment, ROI Modeler Introductory Training |  IBM Internal Use ONLY © 2003 IBM Corporation27

Benefit Opportunity 
Identification & Scoping

Personalizing
Benefit Benchmarks

Personalizing
Cost Categories Reporting ROI Results

Personalizing Benefit Benchmarks

1. Pre-populate and customize benefit benchmarks to match client’s 
business issues (either directly in the ROI Modeler or by filling out the 
ROI Questionnaire; a ROI Modeler Tool expert can help you => see WPLC 
BVA Contacts) 

2. Refine and validate assumptions and inputs with client to make client 
comfortable to assume ownership => Remember: In the end it is THEIR 
story

3. Show your client a range of benefit values by personalizing the selected 
benefit values for Conservative, Likely, Assertive scenarios

Do these steps directly with your client’s 
input…to give your client a sense of ownership
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Benefit Opportunity 
Identification & Scoping

Personalizing
Benefit Benchmarks

Personalizing
Cost Categories Reporting ROI Results

Personalizing Cost Categories

1. Help your client understand the various cost components of the proposed solution

2. Discuss various cost scenarios and impact on ROI based on high-level solution 
configuration alternatives 

3. Document client’s input to solution configuration needs for detailed solution 
configuration and pricing offer development

Do these steps directly with your client’s 
input…to give your client a sense of ownership
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Reporting Results to Your Client

Benefit Opportunity 
Identification & Scoping

Personalizing
Benefit Benchmarks Reporting ROI ResultsPersonalizing

Cost Categories

1. Include ROI metrics and financial business case information as part of the overall 
business value presentation (Note: ROI can be important, but don’t reduce the sales 
pitch to a numbers discussion)

2. Select financial reports and metrics from ROI Modeler and integrate them into the 
client deliverable 

3. Describe the ROI value in your client’s operational language to effectively articulate 
the value of the solution
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