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from Celent report 
“Policy Administration 
Systems for General 
Insurers in Europe 2009” 

Functionality around workflow 
and rules was rated as good, and 
customers were particularly 
complementary about the 
product configuration component. 
References had experience of 
integrating the solution to a 
broad range of internal and 
external systems and noted that 
this was a “very easy” exercise.

                                                                                                      

                                                                           

from Celent report “Policy 
Administration Systems for 
Property and Casualty 
Insurers in Asia 2009”

Reference clients rated 
eBaoTech’s professional services 
and knowledge of the business as 
“good” and especially rank 
implementation completed on 
time as “excellent.”

Our offering for P&C insurers and reinsurers consists of our flagship 
GeneralSystem Suite, supplemented by components that can be also 
installed separately like SalesPlatform, GeneralClaims and others. The 
suite can be employed for both personal lines and commercial lines 
business. It supports not only traditional operations through intermediaries 
and affinity, but also the direct sales by call center, internet and also mobile 
devices.

The GeneralSystem Suite has been developed over the last 10 years into a 
highly mature solution, currently supporting more than 6 million non-life 
insurance policies in 24 installations across 10 countries globally. It is an 
end-to-end solution in modern technology that supports the complete 
value chain of non-life insurance operation, including product definition, 
distribution, new business fulfillment like policy issuance and 
billing/collection/payment processing, post-sale services like endorsement 
and claims handling and reinsurance management. The system can be 
deployed as a complete suite or in a componentized manner. It is available 
in various languages like English, German, Portuguese, Spanish and 
Japanese, and can be quickly translated into any language. 

GeneralSystem is web-based and requires only a browser to operate, 
making it fully location-independent, and is built using SOA principles, 
allowing easy integration even into the most complex environments.

With its build-in configuration tools, users can highly tailor the behavior of 
GeneralSystem to various business models. We have installed 
GeneralSystem in Greenfield startup operations in many countries, but 
also in complex legacy replacements in advanced markets. We continue to 
invest thousands of person days each year to make GeneralSystem the 
globally leading end-to-end P&C insurance operations system.
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Highly automated and streamlined
Enables clients or partners to initiate transactions

Easy to use and set up

Best practice straight through processing

Staff, channels, clients or other relative 
stakeholders are able to easily manage their 
processes and information on one platform
Component and web services based
Highly configurable and flexible

All products
All channels (traditional, web, call center, mail)
All functions (full lifecycle, end to end)
Component-based for flexibility (SOA architecture)

Anywhere
Any device (PC, mobile)
Any infrastructure platform

Key Features

many supporting functions, e.g., reporting and 
document management.

Flexibility
Based on eBaoTech Insurance Common Platform 
(iCP) which includes a rating/ formula engine, a rule 
engine, a workflow engine and a web page editor, 
eBaoTech GeneralSystem is highly configurable and 
flexible, enabling fast launches of products,  rule and 
process changes

Customer and distributor portals
Based on integrated portals, eBaoTech 
GeneralSystem enables customers and distributors to 
do their business anywhere, anytime and anyhow 
through a configurable front-end.

Automation and remote collaboration
Given its web-based nature with zero client-side 
installation, GeneralSystem enables a high degree of 
automation and easy support for remote collabora-
tion or centralization to reduce operation cost and 
optimize resource utilization.

Supported products
All mainstream personal and commercial line 
insurance products are supported, including motor, 
home, accident and health, property, liability, marine, 
bond, etc. Given the flexible product structure, 
product bundles/packages can also be easily 
configured.

Supported channels
GeneralSystem enables selling and servicing in multiple 
channels such as agent and broker, bank, call center, 
internet, and easily integrates to other external 
channel solutions through services offered through 
eBaoTech’s Enterprise Service Bus.

End to end functions
GeneralSystem truly covers the entire lifecycle of 
general insurance operations, including quotation and 
new business submission, underwriting, policy 
issuance, endorsement and service, renewal, claims, 
reinsurance, billing, collection and payment, sales and 
marketing management, customer management, and 

Benefits of GeneralSystem at a Glance
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All in one but component based

Open platform and standard architecture: 
support the business to be rolled out 

SalesPlatform Product Parameters
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Functionality Overview

eBaoTech GeneralSystem supports most major products for general insurance:

Personal Insurance Products (Motor, Personal Accident, Travel, Home and more) 
Commercial Insurance Products (Property, Casualty, Marine, Engineering, Bond and more) 
Package Products, combining an unlimited number of coverages

•
•
•
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(Portal, Mobile, Input/Output, etc.) (Datasource, Utility, Security, I18n, etc.) 

eBaoTech End-to-End Suites for General Insurance

Role-based Multi-channel Access (Intranet & Internet)

SalesPlatform

Point-of-Sale Policy Issuance

Service

Endorsement

Claims

Claims Handling

Reinsurance

RI Outward

RenewalSales Activities

Channel Mgt.

Reporting & Analytics

Underwriting

Billing/Collection/Payment

Product Definition

Party Management

Insurance Common Platform (iCP)

Configuration
(RMS, FMS, UIC, Workflow, etc.) 

Collaboration

Policy Printing

2 3

4

1

(Portal, Mobile, Input/Output, etc.) 
Integration

(Service Bus, BPM, Batch Scheduler, etc.) 

Foundation
(Datasource, Utility, Security, I18n, etc.) 

4 3rd Party Systems1 2 3
(General Ledger, Data Warehouse, Bancassurance, 

Website and etc.)

General Enquiry

New Business 
Fulfillment

Loss Estimation

Recovery

RI Inward

Treaty Definition

Possible Components
for Stand-alone Adoption
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Product Definition 
The high flexibility and configurability provided by the 
product definition component enables the insurance 
company to launch products quickly, mostly without any 
code changes. The configuration is supported from the 
following domains which cover all the attributes of a 
product: basic product elements, user interface for the 
layout of the product in the policy issuance, formula for 
all the premium, tax, fee and commission calculation 
rules, rules for automatic underwriting check and 
validation, and output templates of the product.

SalesPlatform 
SalesPlatform is a new add-on component to better 
support the insurer’s multi-channel distribution. Insurers 
can quickly roll out products to all distribution channels 
(agent, broker, bank, online sales, call center, etc.) 
leveraging the eBaoTech Product Configuration Engine. 
The platform supports a complete “quote-to-bind” sales 
process. Policies can be confirmed in real time using our 
configurable underwriting rules engine. With 
consumer-centric design, the platform improves sales 
closure rate by delivering superior user experiences and 
strong illustration/comparison capabilities. Insurers can 
better enable their channel partners and manage their 
sales performance. SalesPlatform can be deployed as part 
of the GeneralSystem suite or also standalone.

New Business Fulfillment 
New businesses coming from various distribution 
channels is fulfilled either automatically or manually. 
Policies requiring only low touch process and identified 
to be low risk by our underwriting engine can be issued 
automatically. Policies requiring high touch processes or 
identified to be of high risk are then issued manually 
after the a manual underwriting process is executed. The 
system also supports batch printing in the background, 
case by case printing anywhere, and also outsourced 
mass printing.

Service
Endorsements, Renewals & General Enquiries are 
supported in the service component. The endorsement 
process is also controlled using our workflow engine, 
which provides flexibility for insurers to build up and 
fine-tune a reliable risk control process. All kinds of 
amendment are supported. Insurers have options to 
adopt automatic policy renewals or manual renewals, 
again using our rules engine to significantly reduce 
manual intervention and to control risks The general 
enquiry function provide comprehensive query support 
for all information on GeneralSystem. The customer 
centric view empowers the customer representative to 
provide comprehensive services to the customers.

Claims
The claims component provides comprehensive claim 
processes for all products with powerful functions, 
including claim first notice of loss, appraisal, reserve, field 
investigation, special investigation, calculation, settlement 
and recovery. Its flexibility enables different processes 

for different claim cases, and can, for example, trigger 
different process steps for quick claims and complex 
claims. GeneralClaims can be deployed as part of 
GeneralSystem Suite or also standalone.

Reinsurance 
The reinsurance component enables an insurer to 
manage both inward and outward reinsurance 
businesses, including setting up treaty conditions, 
facultative arrangements, reinsurance company 
managements, generation of statements to reinsurer, 
XOL recovery and more. After the treaty is set up, the 
system will automatically calculate retentions and 
cessions based on treaties when issuing a policy or doing 
endorsements and renewals. After a claim, the system 
will automatically calculate the recovery from reinsurance
companies based on the reinsurance arrangement and 
XOL treaties. Reinsurance can be deployed as part of 
GeneralSystem or also standalone in the future.        

Underwriting
The underwriting component standardizes underwriting 
rules to manage proposals, covering all standard cases 
via automatic underwriting checks set up by our rule 
engine while sending the non-standard cases which fail 
the underwriting rules to underwriters for further 
assessment. In this manner, most of the personal line 
proposals, which can be standardized and are low risk, 
can be issued directly without any manual approval, 
while underwriters can focus on the complex and high 
risk proposals. We have helped our clients increase 
automatic underwriting portions very substantially, 
thereby reducing cost and errors significantly. In 
addition, integration with expert underwriting systems is 
also possible.

Party
The party component allows the set-up and 
management of all relative entities in an insurance 
operation, including individual customers, organizational 
customers, intermediaries, service providers, insurance 
and reinsurance companies, etc. Each entity can have 
multiple roles with different attributes maintained in the 
corresponding role. The role types are flexible to be 
configured according to business needs. Our Party 
component can be also replaced with an insurer’s 
existing Party systems if required.

BCP
The billing/collection/payment (BCP) component 
manages real-time financial records, and provides 
functionalities and auditing support for all receivables 
and payables related work, including various premium 
collection and disbursements methods, accounts 
receivable and payable records for premiums and claims. 
It also provides interfaces to handle various transactions 
through direct debit, credit card, etc. In addition, this 
component provides flexible posting rules and interfaces 
with various third party general ledger systems. Our 
BCP component can also be replaced with an insurer’s 
existing Party system if required.

GeneralSystem can be grouped into the following major components based on different functionalities:  



Technical Overview

 “The core GeneralSystem will simplify the way we conduct 
business, giving us the capabilities to work towards placing people 
over policies as we continue to humanize the insurance and 
takaful business.”
CEO, Etiqa Insurance Berhad, Malaysia

N-tiered JaveEE technology and SOA architecture
Componentized and modularized
Engines-driven visual configurability of products
Configurable workflow for both high-touch and low-touch processes
Visual editor of user interface
Rule-based automatic processing
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SOA infrastructure and tools
Easy service exposure and reusability
Existing functions can be easily plugged in and 
routed to different channels
eBaoTech ESB can be installed and upgraded 
separately

JBPM open-standard engine with eBaoTech 
enhancements
Extendable task assignment mode
Easy to construct and reuse services through 
integration with eBaoTech ESB
Ability to select different process templates 
according to decision tables and relativity
Graphic process designer and status monitor

Integrated OLTP and OLAP database
eBaoTech Insurance MIS with Insurance 
Enterprise Model and Analysis Data Model
Built-in KPI dashboard supporting best practices
Integration with BI tool supported

Run-time engine
Page layout
Fields display attributes
Fields validation rules 
Page preview

Graphic formula compositor
Run-time engine
Abundant pre-defined functions for calculation 
and open for customer enhancements 
Immediate testing through formula definition 
process
Import and export functions

Human language rule descriptive scripts
Graphic rule compositor
Run-time engine
Flexible rule management structure 
Import and export functions

Servers are clustered and load-balanced, 
which allows additional capacity to be added 
easily

Clustered server configurations enable high 
availability

Both vertical and horizontal scalabilities are 
supported

Approach based on standard N-tiered 
architecture directly mapped to N-tier 
application architecture

The system allows for easy evolution to 
different topologies in the future, for instance 
separation of internet versus intranet traffic if 
internet volumes grow large.

Service Oriented Architecture

Business Process Management

Business Intelligence and Reports 

User Interface Configuration

Formula Management

Rule Management

Performance  

Availability

Scalability 

Maintainability

Flexibility 
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Example Case Studies

Ditzo – Online Insurer shaking up the 
mature Dutch market 
Background
In 2006, the strong shift in distribution channels from 
traditional to direct (internet, call center, affinity) for retail 
customers in the Netherlands made former Fortis decide to 
launch rapidly a new direct insurance operation called 
“Ditzo” (www.ditzo.nl). The intention was to offer their 
products with fully straight through processed (STP), 
launching innovative products and becoming the new 
standard in online financial services in the Netherlands.

The Business Challenges
The challenge was twofold:  A) To realize the real time 
interfaces using eBaoTech’s modern policy administration 
system to its surrounding systems in order to significantly 
increase the level of automation and efficiency within Ditzo. 
For consumers, the complete online application of insurance 
without a mediator should become quick and easy and shall 
be flexibly maintained. The second challenge was B) to launch 
the new operations within an extremely tight timeline of 
around 6 months. 

Why eBaoTech was chosen

The Innovative Solutions

 

The Results
Ditzo went live with GeneralSystem on October 25th, 2007 
after only 5 months of implementation. Since then, Ditzo has 
become number 2 in the field of online private insurance and 
holds a market share of 5.6% of the total Non-Life insurance 
market measured by GWP in the Netherlands. 

In 2008, Ditzo won the Web Excellence Award, followed by 
the Golden Shield Product Innovation Award in 2009.

Delivery on promises, i.e. implementation of the products 
and process in record time of only five months (had 
evidence of this capability from other eBaoTech 
implementations)
Attractive total cost of ownership over a 5-10-year 
horizon including license, maintenance and implementation 
cost
Comfort with eBaoTech’s expertise in the areas of policy 
administration and insurance product design 
Flexibility of application with main focus on speed to 
market for new products
High automation capability (basically targeting 100% 
automation)

Taking advantage of eBaoTech’s GeneralSystem and its 
open architecture, which interacts efficiently through 
web services with an e-business website
Clients able to purchase their insurance coverage, 
modify policies and process damage reports 24/7 online 
via www.ditzo.nl.
Re-usability of solution to be applied to other markets 
and leveragability for SaaS/ASP models, and ability to 
expand into affinity markets

eTiQa Insurance, Malaysia

Background
Etiqa is the largest insurer in Malaysia and is the Insurance 
arm of Maybank Group.

In 2005, Mayban Fortis grew significantly with the acquisition 
of Malaysia National Insurance, Malaysia's largest national 
insurer and its subsidiary, Takaful Nasional, Malaysia's premier 
Takaful provider. At the end of 2007, the entire Insurance and 
Takaful group was rebranded to become “Etiqa”.

The Business Challenges
Etiqa needed to standardize, streamline and leverage its 
resources to support both the Takaful and Conventional 
General Insurance operations in view of the mergers of all the 
4 entities under the new brand, Etiqa and to support all 
personal lines and commercial lines. 
They needed a system to support the complex business 
models for both Takaful and Conventional businesses on a 
single platform which could also be integrated into the 
existing IT landscape with various existing systems. 

Why eBaoTech was chosen

The Innovative Solutions

 

The Results
After 2.5 years’ efforts, Etiqa went live with eBaoTech 
GeneralSystem in January, 2010. 

All the General Takaful data previously supported by 
GeneralSystem V2.0 have been migrated onto GeneralSystem 
V3.0, approximately 1.1 million policies have been migrated. 
This launch is an important milestone for Etiqa as it will 
change its current business environment in view that it uses a 
single, common core system platform to support both 
Conventional and Takaful business models for retail and 
commercial lines. Now the core system is supporting more 
than 220 products and around 5000 users are accessing the 
system in Malaysia alone.

It is currently one of the largest GeneralSystem installations in 
production for eBaoTech.

Adopted agile development approach with multiple sprints
One instance, multiple countries and covering both Takaful 
and Conventional Insurance lines 
Integration with a total of 14 third party systems 
Significant improvement of the effectiveness, efficiency and 
productivity of the interactions with various sales channels 
given GeneralSystems open architecture and multi-channel 
support

Attractive product licensing structure enabling Etiqa to 
implement GeneralSystem in Malaysia for all business lines 
but also in other countries.
Understanding and experience on both Takaful and 
conventional businesses by eBaoTech
Fully web-based J2EE application architecture
Flexibility of application with main focus on speed to 
market for new products
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GeneralSystem

About eBaoTech
eBaoTech delivers standard-based, highly configurable insurance software suites to both property 
and casualty (P&C) and life insurers. Its future-proof product offerings enable insurers to realize 
the cost-effective, scalable, flexible and highly automated insurance operations in the ever changing 
environment. With offices in nearly ten countries across Europe, Asia and the Americas, 
eBaoTech has an extensive global coverage to serve leading insurance companies. 

GeneralSystem Impressions

UI Configuration

Homepage

Formula




