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Agenda
•Introduction and Context

•2 Case studies on IT in a global organisation
– Genworth’s journey to consolidate its legacy policy administration system to a 

single platform 

– The importance of adapting a single platform to meet local requirements 

– How a single platform improves customer satisfaction; increases speed to 
market; and drives international growth 

Q & A•Q & A



Genworth Financial, Inc. globally

• Genworth Financial, Inc., is a leading financial se curity company serving 
more than 15 million customers in more than 25 coun tries.

• We are dedicated to helping people succeed througho ut their lives by 
providing them with solutions to meet their financi al needs and 
aspirations.aspirations.

• We provide innovative financial solutions in life a nd long term care 
insurance, individual and group annuities and inves tment products, 
managed money, payment protection insurance and LMI .



• Leading provider of Lenders Mortgage Insurance (LMI) in Australia

• Possessing over 40 years of data and trends concerning the residential 
property market in Australia 

• Insured over $300 billion in residential mortgages since 1965

• Work with over 200 lenders

• Strong risk disciplines and portfolio diversification

Genworth Financial Australia

• A stand alone entity from an operating perspective

• Regulated by the Australian Prudential
Regulation Authority (APRA) with capital 
ring-fenced in Australia

$2.7 billion of assets supporting our customers



Our Journey

1965
•Housing Loans Insurance Corporation (HLIC) started by the 
Australian Government to enable borrowers with a low deposit to 
enter the property market

•GE purchases HLIC from the Australian Government and 
begins GE Mortgage Insurance Co in Australia1997

•2004
GE sells off its LMI businesses globally, and Genworth 
Financial is born through one of the largest IPOs of the year 
on the New York Stock Exchange

•2009
Genworth remains Australia’s leading provider of LMI, and 
works closely with lenders to enable the dream home 
ownership for borrowers with a low deposit



About the case studies
•Case Study 1 – Executing locally on a global strateg y

– Policy & Claims system consolidation in Genworth Europe

•Case study 2 – executing a local strategy with globa l potential
– Claims system replacement in Genworth Australia



Case Study 1 – Policy Systems Consolidation 
(Genworth LP Europe)

Executing locally on a global strategy



Case study 1 – Policy Systems Consolidation (Europe)

About Genworth Europe
•Multi-country footprint

– Over 20 countries

•Multi-line insurer
– Mortgage insurance

– Lifestyle Protection (LP) insurance
• Ensure consumers can meet payment obligations on financial commitments

• Various forms depending on market, e.g.
– Income protection

– Payment protection

– Purchase protection



Case study 1 – Policy Systems Consolidation (Europe)

Business Drivers

•Outdated policy & claims administration system
– 13 countries with 14 different midrange-based applications

•Viewed as ‘fit for purpose’ from a commercial point  of view, but ..
– High IT maintenance costs (software, hardware)

– Operational and business process inefficiencies

Solution
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Delivery
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Business
Outcomes

Lessons
Learned

Business
Drivers

– Operational and business process inefficiencies



•Off the shelf-based solution
– 60% fit to requirements out of box

•Technical highlights
– Centralised with high availability

– Data partitioned and secured in 

Case study 1 – Policy Systems Consolidation (Europe)

Solution Approach

Underwriting
& Policy Admin processClaims

Back 
Office

Solution
Approach

Delivery
Approach

Business
Outcomes

Lessons
Learned

Business
Drivers

– Data partitioned and secured in 
accordance with local laws

– Single codebase

•Functional layering
– Base product

– Core and country-specific 
customizations

– Highly configurable product model
• Minimises country customizations

• Genworth-built
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•Project Governance
– 5-gate approach (based on Six Sigma DMAIC*)

– Project steering group comprised of business leaders
• Active steering group members 

– responsible for removing project blockers in their business units (rather than project manager)

Case study 1 – Policy Systems Consolidation (Europe)

Delivery approach
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– responsible for removing project blockers in their business units (rather than project manager)

•Resourcing and delivery
– Onshore delivery with partner skilled in product

• Defined packages of work done offshore

– Incremental development (country-by-country)
• Initial build was 9 months for first country

• Down to 3 months for any new country



•Tactical benefits
– IT operational cost reduction (original goal)

• Platform consolidation benefits (from 14 to 1)

•Operational  benefits

Case study 1 – Policy Systems Consolidation (Europe)

Business outcomes
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Operational  benefits
– Business cost reduction through standardization and opportunity to centralize 

some processing

•Strategic benefits
– Technology as a business growth enabler

• New countries can be brought online in 3 months

• Deployment has expanded from 13 to 23 countries



•Governance & delivery
– Failure to engage all business departments led to sub-optimal processes in 

some areas

– Tollgate-based method can lead to mechanical signoffs.  
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Case study 1 – Policy Systems Consolidation (Europe)

Lessons Learned

• This improved once we made the steering committee more accountable for removing 
roadblocks in their departments

•Overall project
– Don’t under-estimate the cost of data migration



Case Study 2 – Claims Management (Australia)
A locally-driven strategy with global capabilityA locally-driven strategy with global capability



Case study 2 – Claims System (Australia)

Business Drivers

•Outdated Claims administration system

•Poorly defined paper-intensive processes

•Clear business mandate to change
– Improve service to our customers
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– Improve traceability and control



•Process-centric
– Process should drive the technology

•Service-oriented
– Loosely-coupled components with clear responsibilities

•Reuse before buy, buy before build
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Case study 2 – Claims System (Australia)

Architecture Principles

Reuse before buy, buy before build

•Think globally, act locally
– Multi-language, multi-currency

•Blueprint-driven approach
– SOA reference architecture

– Technology reference architecture

•Capability considerations
– Technologies aligned with inhouse & partner skillset

•Compliance and security



•Process Analysis
– All business processes analysed and documented

– Incremental improvements identified

•Business domain modelling
– Key entities & relationships
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Case study 2 – Claims System (Australia)

Process & Data Analysis

– Key entities & relationships

– Linkage into other models (service model, process model)

•Process to service mapping
– Define business services required to serve processes

– Identify services in and out of scope for system



•Selected a market-leading claims administration sys tem
– 50% fit to requirements out-of-box (due to specifics of LMI business)

•Globalization capability
– Single codebase
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Case study 2 – Claims System (Australia)

Technology Selection

– Externalized country specifics where possible

– Built for internationalization (multi-language, multi-currency)

•Service-oriented integration
– Clear interfaces to avoid functional coupling

– ESB and product adaptor toolkit used to minimise technical coupling

•Tech stack simplification
– Leveraged out of box capabilities (BPM, rules, doc generation) where it made 

sense



•Governance
– PRINCE2 project methodology

– Strong, Active and Highly Engaged project board

•Resourcing and delivery
– Onshore/offshore delivery with partner skilled in product
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Case study 2 – Claims System (Australia)

Delivery Approach

– Onshore/offshore delivery with partner skilled in product
• Defined packages of work done offshore

– SCRUM was recommended by delivery partners
• Daily standups (1 onshore and 1 offshore)

• Monthly sprints into test environments

• 2 production releases to date



•Immediate benefits
– The system automatically detects 

opportunities for us to offer hardship 
solutions to help keep borrowers in their 
homes
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Case study 2 – Claims System (Australia)

Business Outcomes

•Strategic benefits
– Potential for value-added lender-

and borrower-facing services

– A proven platform that is ready for 
deployment to other businesses

homes

– In-built controls allow us to make more 
accurate and informed decisions

– Automated workflow and paperless 
document management help with 
efficiency

– Managers have far greater insight into the 
end-to-end process

– Improved data quality

deployment to other businesses



•Governance & delivery
– Onshore/offshore approach – build your internal maturity & processes before 

undertaking major project
• Internal expertise

• Partner expertise

Case study 2 – Claims System (Australia)
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– Challenges of Agile / Offshore combination

•Data migration
– Data quality can completely unhinge your efforts

– Don’t treat data migration as an end-of-project activity

– Don’t forget downstream reporting impacts of a migration



What‘s next for Genworth?
•What we are doing

– Optimizing and fully leveraging our platforms

– Value-added services for our customers

•Future trends
– Business-savvy IT

– Analytics

– Web 2.0– Web 2.0



Questions?



Thank you
www.genworth.com.au

The Mortgage Trends Report

Highlights emerging trends as seen from a 
consumers perspective

Spotlight Series

Offer Genworth’s perspective on a range of 
topical issues

HomeBuyer Centre

Articles to help the home buying process 
easier including the ‘true’ cost of buying a 
home, and ‘found a home, what next?’

Broker Centre

Provides a range of tools and information to 
help Brokers grow their business


