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INTRODUCTION

In today’s market e-commerce has frequently become a real differentiator between distributors,
providing effectiveness and efficiency benefits. As the pressure, and in some cases desire, to move
towards fees increases at a pace, many have looked to see how they can improve their service to
justify their charges. Effective sales systems are playing a key part in this, with detailed financial
analysis and reports being produced by financial planners while mortgage brokers being able to use
sourcing engines, online credit checks and electronic property valuations to add to their value
proposition.

So with e-commerce becoming such a key factor are all distributors taking advantage equally of the
electronic world? Here at AT8 we decided to use the Evalu8 snapshot to compare the progress of
different business models in e-commerce adoption.

THE EVALU8 PROCESS

AT8 design the Evaluat8 Snapshot to investigate the effectiveness of 8 key areas of an e-commerce
infrastructure namely:

e Factfinds

e Sales Tools

e Quotes and New business services
e Back office

e Business practice

e Mi

e [T Infrastructure and

e Advanced e-commerce services

For a detail understanding of the areas investigated please read the white paper “The state of UK
Distributors e-commerce”
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FINDINGS

ATS8 use radials as shown below to illustrate the findings of the Evalu8 Snapshot. The blue area
represents the effect of a positive score on the relevant axes and shows how the functions that are
being performed to a greater or lesser extent, with varying degree of benefit.

The radial below show the average score across the industry as a whole and a detailed discussion of
these findings are in the previous paper “The state of UK Distributors e-commerce”.

Factfind Score
8.0 Function
7.0
Advanced services 6.0 Sales Aids Factfind 2.3
5.0
4.0 Sales Aids 2.0
30
20 Quotes and NB 4.1
B/O (Back Office) 2.8
Infrastructure Quotes and NB
Business Practice
(Compliance) 4.0
Mi 3.2
M B/O Infrastructure 5.2
Advanced services 1.8

Business Practice

The radial approach can now be used to compare the findings for 3 groups:
e Networks
e Bank Assurers

e Regional and National IFAs
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Networks

The Radial below shows how the networks have invested in e-commerce services over recent years.
Frequently the networks led the way in the services they offered their agents. Indeed, in nearly all
areas the average network score exceeded the industry average and where it didn’t, it was no lower
than the average. However, it should be noted that the take up from individual firms varied across
the different networks.

The area of particular strength for the network model was in the use of electronic quotations and
new business systems. Some of the sample networks were owned by product providers and in these
cases it is understandable that the opportunity to integrate to the manufacturer’s quotation and
new business systems were taken up to such a full extent but the support for electronic new
business went beyond this part of the sample as well.

The one area of note where some networks fell below the industry norm was in the area of back
office provision. Here some networks had tried to create their own back office systems but
struggled with the cost justification to keep the investment high enough to match the standard
market offerings for back office systems. Other networks had avoided any investment at all in back
office systems, leaving such investment to the individual firms. In these cases however the level of
integration between back office and front office systems was clearly restricted preventing the full
benefits of investment in systems being realised but, in fairness, keeping costs under control.

Factfind

8.0

7.0

Advanced services . 6.0 Sales Aids
: 5.0

M network
Infrastructure -— Quotes and NB
i Industry
M B/O
Business Practice
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National and Regional IFAs

As the Radials below show the IFA market typically has invested less in building their e-commerce
infrastructure when compared to the industry as a whole. Clearly Networks and Bancassurers have
deeper pockets and have begun to make that pay. That is particularly noticeable within the front
office where the IFA market has underinvested over the years. This is typically because the sales
function in these companies is very traditional and the advisers seem to find the use of technology in
front of clients very uncomfortable.

Networks and Banks have been braver in putting technology in place and where these solutions have
been kept simple, have seen a higher uptake and substantial efficiency gains. For the IFAs to remain
competitive they do need to consider investment in this area.

Factfind

Advanced services

M Industry
Infrastructure ¢ > Quotes and NB
H [FA
Business Practice
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Bancassurers

The Bancassurers have quite a different shape to their e-commerce programmes. Being large
corporate organisations, their infrastructure, management information and business practice
systems have a far more robust approach to the average distributor, but their use of sales aids,
electronic quotations and new business services remained low. In addition their low risk, corporate
decision making processes often means they are unable to take advantage of some of the newer
advanced services that enable some of the smaller distributors remain nimble.

Advancedservices, Sales Aids

M Industry

Infrastructure — ——— Quotes and NB

" Bancassurance

M1 | B/O

Business Practice

Conclusion

The take up of e-commerce systems is still patchy and varies according to the type of distributor.
When it comes to good solid infrastructure and Management Information (Ml) services the
Bancassurers with their corporate infrastructure rule the roost. The Ml in particular gives them a
real edge in the market place, enabling them to manage their sales force effectively and target their
clients for maximum effect.

However, when it comes to the use of e-commerce applications it is the networks that serve they
clients best. The range of software functionality offered to their members outstrips the market
considerably and can give the network members a real differentiator. Whether the members fully
take advantage of these facilities is doubtful but the clever ones will seize the opportunities
presented.

The independent IFAs seem to lag behind in their use of technology. With lower capitalisation, their
ability to invest in e-commerce infrastructure holds them back. However with the regulator probing
more and more deeply this lack of investment is unlikely to continue on all fronts and it will be
interesting to see how their infrastructures develop in the coming months and years.
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About ATS8

AT8 Group develops and delivers* Busi ness | mpr o v-e@rimarily forthe Firarqigl si t i ons
Services industry. We apply a holistic approach and thought leadership through 8 key stages of
developing and implementing business improvement:

Investig8 ~ Innov8 ~
Cre8 ~ Activ8 ~ Invigor8 ~
Oper8 ~ Evalu8 ~ Regener8

We have in depth knowledge and experience of the market along with an understanding of its
challenges and opportunities. Our Principles and Consultants have an excellent track record of
delivering tangible benefits to both providers and suppliers alike.

Below are just some the areas of expertise that we have implemented:

e Point of Sale processes and IT solutions

e  Worksite marketing solutions

e Sales Strategy and Management

e Strategic Review and governance

e New business initiatives and company start-ups
e Business process re-engineering

e Regulation and best business practice

e ICT Vendor Selection

We have an open and flexible approach to how we work with our customers and take pride in what
we do and the value we create.
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