Brokerages that outsource repetitive
tasks create opportunities to grow
for their office staff.
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P Outsourcing cuts
tedious work and other
overhead.

> Making it seamless:
Patra brings Indian
staffers tomeet with

their U.S. brokerage
clients.

> Indian workers take
tremendous pride in
work that.S. workers
find tedious.
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Layoffs. For many, that’s the first thing that comes to mind at

the mention of offshore outsourcing. Advancing staff respon-

sibilities and duties. For most, probably the last thing on

their mind at the mention of offshore
outsourcing.

Soisit “A,” “B” or “all of the
above?”

Try “B.” While companies often
turn to outsourcing to reduce over-
head costs, insurance brokerages are
finding that shipping certain tasks
overseas can improve employee
retention and service, all while low-
ering overhead.

That’s been the case at Heffernan
Insurance Brokers, based in Walnut
Creek, Calif., which has contracted
with the outsourcing firm Patra
Corp. to issue certificates of insur-
ance, check policies, order loss runs

and complete direct-bill reconcilia-
tions.

Patra, started by a couple of Sili-
con Valley entrepreneurs in 2005,
has corporate offices in San Carlos,
Calif., but its subsidiary in Visakha-
patnam, India, handles back-office
processes for insurance brokerages.
(In March, The Council of Insurance
Agents & Brokers established a part-
nership with Patra, and in return,
Patra discounts fees to Council
members.)

Outsourcing back-office work to
Patra “has helped us from a turnover
standpoint,” says CEO Mike Heffer-
nan, explaining that people would



get “burnt out” working on tedious
tasks. “We felt we could bring people
along further faster in our firm if they
weren’t doing some of the duties
Patra could perform,” he says.

Employees who previously spent
most of their time issuing certifi-
cates, checking policies or ordering
loss runs now do more complicated
work that requires greater insurance
knowledge.

“It’s been easier to keep people, to
tell you the truth,” Heffernan say
“People now have more exciting
jobs, and they move up in the orga-
nization.”

Working with Patra has yielded
other benefits. Depending on the office

ion, the company has reduced

g costs by 0.75%-1.5%. And
there are fewer mistakes. “We didn't
realize that so many certificates were

coming back as incorrect,” Heffernan
sayvs.

Outsourcing of insurance-related
services to India is a growing trend.
Revenues from offshore insur-
ance business-process outsourcing
services from India are expected
to increase from $790 million in
2007 to about $2 billion in 2010,
according to KPMG. While primary
insurance carriers are the dominant
customers, KPMG suggests both
reinsurers and insurance interme-
diaries will increasingly turn to off-
shore outsourcing.

“The biggest advantage in India
is cost, plain and simple,” says Patra
co-founder and CEO John Simpson.
“The other nice advantage is the
24-hour capability. You can do 24
hours here, but you pay a lot more
for it. In big metro areas, it's very
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costly, even if vou had a person with
a high school education doing it, and
in India we get people with master’s

degrees.”

Simpson—who previously co-
founded and then sold Cyberbills,
the innovative Internet bill payment
company—says Patra’s customers
place a great deal of importance on
the fact that the company has its
corporate headquarters in the U.S.
“It’s critical to have a company here
that is driving the whole business,”
he says.

But an equally important aspect
in the success of Patra’s model has
been the relationships that develop
between the staff in India and the
agencies in the U.S. “We built our
company so that everyone in India
feels part of the U.S. company,”
says Patra president Dan Easterlin.
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“It's important to their motivation.
We bring them over to meet their
customers, and that is a bonding
experience that drives up the level
of trust.”

Heffernan agrees that the rela-
tionships improve the outsourcing
experience. “They are like part of
our company, but they happen to
work somewhere else,” he says of
the Patra employees.

Heffernan Insurance is one of
about a dozen Council member firms
that currently contract with Patra to
issue certificates of insurance and
provide other back-office services,
and at least two other offshore out-
sourcing companies are courting
insurance brokerages.

Exdion, a division of Crossdo-
main Solutions based in Bangalore,
India, serves carriers, brokerages and
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