Case Study

P&C Solutions

Policy

Pure:

Love Your Insurance
As a member-owned company focused on servicing
the personal insurance needs of high net worth
individuals and families, Privilege Underwriters
Reciprocal Exchange (PURE) is dedicated to delivering
highly effective business solutions that enable excellent
service and responsiveness to its agents and members.

®

Strong Technology Partnership
OneShield has been a valued partner of PURE for many years
and has helped PURE further its business goals by enabling
the insurer to grow into new markets quickly and providing
unparalleled customer service.
Jason Lichtenthal, CIO for White Plains, NY-based PURE, believes
it has been an asset to have a partner that views technology the
same way PURE does; as a way to use creativity and ingenuity to
be exceptional.
“The technology we have implemented here at PURE, including
the integration of OneShield Policy, has helped to enable our
growth over the past few years,” says Lichtenthal. “As we
continuously assess the most impactful methods of reaching our
goals and objectives, it is great to know that we have a strong
technology backbone supporting us.”
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Having a flexible architecture allows PURE to make quick changes
to its system – providing it with an advantage over competitors.
Without it, notes Lichtenthal, “we would have a greater need
to rely on people to do manual processes, when a technology
solution is often just as efficient, and allows our employees to
focus on much larger scale initiatives.”

Results
•

Inherent flexibility of OneShield Policy enabled
integration of E-Delivery capabilities as well as
e-signature in just six months.

•

The company has an IT model that has reduced
costs and timeframes dramatically, allowing for
rapid national expansion.

•

Developed efficient and precise processes to
take a product development idea and roll it out
quickly, often in a matter of weeks.

•

Introduction of Auto Pre-Fill in less than 65 days
resulted in reduction of automobile quote times
from 15-20 minutes to 3 minutes.

•

Endorsement entry time decreased by 60%.

Superior Customer Service
The PURE team is always in search of innovative ways to enhance
customer service offerings. PURE saw an opportunity to offer a
valuable service by meeting member and agent preferences for
document delivery and they jumped on it. Agents and members
were asked about how they wanted to receive policy and billing
information. To meet their different preferences, PURE had
to find a solution that offered the ability to print policies ondemand, electronically distribute policies to agents and members
in real-time and fulfill requests for traditional printed copies.
“We needed flexibility because as we met with more and more
constituents, the more we recognized that we could not make
everyone happy with one solution,” says Lichtenthal. “Then, we
needed to find a solution that provided a level of security that
met our standards.”

Add in the need to easily integrate with its core systems and it
then narrowed the list of prospective system down even further.
“The most important thing in any evaluation is to understand
your requirements, and to conduct a very thorough due
diligence,” he adds.
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Accordingly, PURE configured workflow processes into their
existing OneShield Policy administration solution to allow both
agents and members to define their policy delivery preferences.
PURE researched and found an electronic delivery partner
that was able to plug directly into OneShield Policy. Indeed,
this integration would not have been possible were it not for
OneShield’s open architecture.

Innovative Use of Technology Makes an Impact

As a result, PURE was able to deliver a solution that both
agents and members have been extremely happy with and have
adopted. They continuously receive positive feedback from
agents detailing how delighted their clients are to have a say
in how they receive their policy and billing documents.

•	Book of business has grown by more than 40 percent year
over year without having to increase additional resources for
policy issuance and mailing.
•	Hundreds of thousands of printed pages have been saved.
•	The cost of delivering a secure email directly to a member’s
email inbox with multiple policy documents attached has
been reduced to less than $.25.
•	Auto quote time reduced from 15 to 20 minutes to 3 minutes.
•	Agents able to find pricing information on their own for 40%
of endorsements – creating tremendous productivity gains for
Member Services.

Building upon this success, PURE leveraged OneShield Policy for
additional initiatives to enhance agent satisfaction and service.
The Auto Pre-Fill feature allows agents to automatically find
and prefill information about additional drivers and vehicles in a
household. The Agent Endorsement feature enables agents to
initiate post-new business transactions – such as entering and
rating endorsements – and quickly find pricing information.
“As a growing company, we are always evaluating ways to
continue to add value to our members and agents, and to grow
at the most efficient means possible,” says Lichtenthal. “With
the E-Delivery, Auto Pre-Fill and Agent Endorsement projects, we
were certainly able to do that.”

An average policy document at PURE is approximately fifty pages
long, and many members have multiple insurance policies with
the carrier. With the launch of the E-Delivery as well as the Auto
Pre-Fill and Agent Endorsement initiatives, PURE has seen some
impressive results.

With E-Delivery, for example, PURE has been able to take an
expensive process and nearly eliminate it. The company credits a
large portion of that success to its ability to configure OneShield
Policy’s workflow on its own to make the electronic delivery
option the default for delivering documents.
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The company reports agent and membership satisfaction has
also been remarkable. “OneShield Policy was extremely flexible
with regards to the questions we asked on the front-end and
the extraction of data in the back-end, he says.” This made the
E-Delivery initiative a smooth integration process. In a six-month
period, for example, the company integrated OneShield Policy
to connect its systems and provide both a secure electronic and
outsourced print solution. “Now all PURE members and agents
are serviced in a manner of their choice.” Tainsky notes.
“As we look at rapid expansion across the country,

Additionally, because OneShield Policy includes all of the
workflow automation necessary, PURE did not have to put a
business process management (BPM) solution on top of the
policy system. “With E-Delivery of documents, Lichtenthal sees a
tremendous opportunity to reduce the company’s environmental
footprint, provide a convenient service to its members, reduce
the cost associated with document distribution, and enhance
its internal scalability.”
When PURE decided to take on the Auto Pre-Fill project to
increase its ease of doing business with agents and members,
the management team was confident OneShield Policy could
deliver. “We integrated OneShield Policy directly into LexisNexis,
enabling agents to instantly pull driver and vehicle information
into OneShield Policy when creating an auto insurance quote,”
he says.

the use of modern technology as our backbone
has been critical. Our strong policy management
solution, OneShield Policy has helped us to
quickly expand into new markets and provide
exceptional service to our agents and members.”
Jason Lichtenthal,
Senior Vice President & CIO
PURE Group of Insurance

OneShield P&C Solutions Policy – Case Study: Pure

4

®

Agents now spend less time quoting, have fewer opportunities
for error, are able to provide clients with more accurate quotes
and can proactively offer auto quotes using existing client
information.
One of the other goals of the initiative was to improve PURE’s
loss ratio for the auto line of business. By gathering correct
information upfront, PURE’s underwriters were able to access
accurate data at the onset of the quote to make educated
decisions. This, along with other factors, has helped to improve
PURE’s loss ratio.

“PURE has a commitment to providing our agents
and members with the best service possible
while using the most secure means available in

Adds Lichtenthal, “While this type of project has been done
many times by other carriers, the speed with which PURE was
able to complete it was groundbreaking. The entire development
side of the project lasted less than 65 days from the onset of
technical design to implementation. This is a credit to the strong
capabilities of the team and the underlying modern technology
landscape. Just four weeks after implementation in September
2012, improvements were recognized.”

the marketplace. Through the secure electronic
delivery of policy and billing documents to our
policyholders and agent partners, we feel we are
providing an innovative method of sending and
receiving these sensitive documents.”
Jason Lichtenthal,
Senior Vice President & CIO

While the Auto Pre-Fill project was being executed, PURE was
rolling out capabilities for their more than 650 independent
agents to process their own endorsements in OneShield Policy.

PURE Group of Insurance
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After the first implementation of OneShield Policy, the evolution of innovation at PURE continues:
Jan 2007

Production
implementation
of auto &
homeowners

Jul 2010

E-delivery
initiative goes
live

Nov 2011

Dec 2011

Jan 2012

Aug 2012

Sep 2012

Aug 2013

Sep 2013

Tainsky recognized
by I&T as Elite 8
Honoree

30 states
in production

PURE wins
Celent’s Model Insurer
Award

Auto Pre-Fill and
Agent Endorsement
in production

6 lines of
business
in production

PURE wins
Novarica Impact
Award in Quick
Hit category

47 states
in production

“Our ability to successfully implement multiple major projects
at the same time shows the strength of our project planning,
management and development controls,” explains Lichtenthal.
The endorsement project, which was launched around the
same time as Auto Pre-Fill, has reduced the amount of entry
by internal staff by more than 60 percent and endorsements
sent for review are now completed in less than an hour – a
major improvement from a previous window of three days. This
increase in speed and responsiveness has significantly enhanced
PURE’s internal efficiency and service provided to agent partners
and members.

Take Advantage of Flexible Technology Landscape
to Grow the Business
Initiatives like E-Delivery of documents, Auto Pre-Fill and Agent
Endorsement help further PURE’s goal of growing into new
markets quickly, while continuing to provide excellent service and
responsiveness to existing members and agents. Lichtenthal and
his team continue to approach new technology projects with
these goals in mind.
“As we continue to craft technology solutions to help accomplish
our goals of providing the highest level of service, optimizing our
book of business and continuing to grow, OneShield Policy will
continue to play a role. We are very pleased with the flexibility
that it has afforded to us as we continue to design creative
enhancements,” says Lichtenthal.
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With several technology initiatives planned in the next year,
PURE will continue to work closely with the OneShield team.
“Our team’s commitment to each other has been tremendous,”
he says. “Our relationship with OneShield has provided us
the opportunity to be part of a user community of thinkers.
OneShield works with us to figure out how best to capitalize
on our investment to return the most value.”
OneShield Policy provides flexibility that has enabled PURE to
develop its own tools and product offerings quickly. This has
given PURE a distinct advantage in the marketplace. That ability
to react more quickly and at a lower cost than many of its
competitors to changes in the regulatory market has provided
a very big advantage.

“Additionally, acting on the feedback we receive about various
ways to improve our service is critical,” he adds. “Many times
this involves making changes to the OneShield Policy system, and
being able to research and assess the need for these changes,
determine the impact they will have on our business, identify
whether they are aligned with our goals and then actually
implement the necessary changes – all very quickly – provides
us an advantage.”
As of January 2017, PURE has been in production with
OneShield Policy for more than ten years and looks forward
to the future.
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