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CONTEXT 
 

¢Ƙƛǎ ŘƻŎǳƳŜƴǘ ǇǊƻǾƛŘŜǎ ŀ ǉǳƛŎƪ ǇǊŜǎŜƴǘŀǘƛƻƴ ƻŦ ŀƭƭ ǘƘŜ ƳƻŘǳƭŜǎ ǘƘŀǘ ŎƻƳǇƻǎŜ ǘƘŜ Ψ9ŀƎƭŜΩ 

!ǇǇƭƛŎŀǘƛƻƴΦ 9ŀƎƭŜΩǎ ŦǳƴŎǘƛƻƴŀƭƛǘƛŜǎ ƳŀƴŀƎŜ ǘƻ ǎǳǇǇƻǊǘ ŀƭƳƻǎǘ ŜǾŜǊȅ Lt! ŘŜǇŀǊǘƳŜƴǘΣ ŦǊƻƳ ǘƘŜ Ψ/ŀƭƭ 

/ŜƴǘŜǊΩ ǿƘŜǊŜ ƻǇŜǊŀǘƻǊǎ ŀƴǎǿŜǊ ǘƘŜ ǇƻƭƛŎȅ ƘƻƭŘŜǊǎΩ ŎŀƭƭǎΣ ǘƘǊƻǳƎƘ ǘƘŜ Middle and Back Office 

where provider invoices are entered, reconciled and being re-billed to the customers, till the 

supply of reporting to the top level management.  

 

An assembly of Web Sites, Web Services and Utilities connect Eagle with the outside world 

(providers, customers, brokers, AXA group offices, AXA central office, and policy holders).  

 

Eagle supports multiple DZs per country, along with the ability to handle each one of them as 

individual fronting companies of different types (Insurance Company / Service Company).  

 

The most basic data entities handled by Eagle are: Providers, Policy Holders, Cases, Insurance 

Companies, Brokers, Contracts, Intermediaries, Products, AXA Offices, Invoices (Provider Invoices, 

Rebilling Invoices), Payments and Receipts. 

  

 

FRONT OFFICE 

 

¢ƘŜ /ŀǎŜ IŀƴŘƭƛƴƎ ƳƻŘǳƭŜ ƛǎ ǘƘŜ ŎƻǊŜ ŦǊƻƴǘ ƻŦŦƛŎŜ ƳƻŘǳƭŜΦ .ȅ ǘƘŜ ǘŜǊƳ Ψ/ŀǎŜ IŀƴŘƭƛƴƎΩ ǿŜ ƳŜŀƴ 

the process that begins with 

answering the policȅ ƘƻƭŘŜǊΩǎ 

call, retrieving his policy info 

from the database, recording 

ǘƘŜ ǇƻƭƛŎȅ ƘƻƭŘŜǊΩǎ ǊŜǉǳŜǎǘ ŀƴŘ 

providing services according to 

ǘƘŜ ǇƻƭƛŎȅ ƘƻƭŘŜǊΩǎ ŎƻƴǘǊŀŎǘΦ 

Operators and coordinators, 

use Eagle to monitor the 

services in progress and 

complete the process by 

getting feedback by the 

provider and optionally by the 

policy holder. 
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Eagle is currently handling lots of different case types out of all four key insurance market sectors:  

¶ Vehicle  

¶ Health  

¶ Travel  

¶ Home  

9ŀƎƭŜ Ƴŀȅ ŀŎǘǳŀƭƭȅ ƘŀƴŘƭŜ ŀƴȅ ŎŀǎŜ ǘȅǇŜ ǘƘǊƻǳƎƘ ǘǿƻ ŦƭŜȄƛōƭŜ ǎȅǎǘŜƳǎΣ ǘƘŜ Ψ/ŀǎŜ ¢ŀō {ȅǎǘŜƳΩ ŀƴŘ 

ǘƘŜ Ψ5ȅƴŀƳƛŎ CƻǊƳǎ {ȅǎǘŜƳΩΦ  

 

.ȅ ǘƘŜ ǘŜǊƳ Ψ¢ŀōΩ ǿŜ ƳŜŀƴ ŀ 

subset of data fields organized 

in an autonomous and 

independent sub-screen. To 

design a new Case Type, 

administrators may use the 

Ψ/ŀǎŜ ¢ŀō {ȅǎǘŜƳΩ ŘŜǎƛƎƴŜǊ ǘƻ 

choose among few already 

ƛƳǇƭŜƳŜƴǘŜŘ Ψ¢ŀōǎΩ ŀƴŘ ǎŜǘǳǇ 

user privileges over each 

Ψ¢ŀōΩΦ {ƛƴŎŜ ŀƭƭ Ψ¢ŀōǎΩ ǳǎŜ ŀ 

common interface, Orama 

may implement and supply 

new case tabs according to 

IPA needs. Different case 

ǘȅǇŜǎ ƘŀǾŜ ŎƻƳƳƻƴ ŘŀǘŀΣ ǎǳŎƘ ŀǎ tƻƭƛŎȅ IƻƭŘŜǊΩǎ ƛƴŦƻΣ ǎŜǊǾƛŎŜǎ ŜǘŎΣ ŀƴŘ Ƴŀȅ ƘŀǾŜ ŎŀǎŜ ǘȅǇŜ 

ǎǇŜŎƛŦƛŎ ŘŀǘŀΦ ¢ƘŜǊŜŦƻǊŜ ǘƘŜ ŎŀǎŜ ǘŀōǎ Ŏŀƴ ōŜ ŘƛǎǘƛƴƎǳƛǎƘŜŘ ǘƻ Ψ/ƻƳƳƻƴ ¢ŀōǎΤ ŀƴŘ Ψ/ŀǎŜ ¢ȅǇŜ 

{ǇŜŎƛŦƛŎ ¢ŀōǎΦΩ 

 

Cases of the same Case Type may 

vary to complexity, since 

different kinds of services may 

be provided to policy holders of 

the same contract. This fact 

creates the need of storing 

different data per case. The 

Ψ5ȅƴŀƳƛŎ CƻǊƳǎ {ȅǎǘŜƳΩ 

(Questionnaires), expands the 

Case Handling capabilities to 

fulfill the above need.  

 

The IT department may create 
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web based forms by using the internal Dynamic Form (DF) designer, can modify their layout, 

extend their functionality (since the DFs are actually ASP.NET forms) and link them to a case type. 

Users may add DFs in a case and fill their data, or use their extra functionality. Data stored by the 

DFs are completely reportable. 

 

¢ƘŜ ŦƻƭƭƻǿƛƴƎ ƭƛǎǘ ǇǊƻǾƛŘŜǎ ŀ ǉǳƛŎƪ ŜȄǇƭŀƴŀǘƛƻƴ ƻŦ ǘƘŜ Ψ/ƻƳƳƻƴΩ ŀƴŘ ǘƘŜ Ψ/ŀǎŜ ¢ȅǇŜ {ǇŜŎƛŦƛŎΩ ¢ŀōǎ: 

 

¶ Common Tabs:  

o Case Info TabΥ tǊƻǾƛŘŜǎ ǘƘŜ ōŀǎƛŎ ŎŀǎŜ ƛƴŦƻΣ ǎǳŎƘ ŀǎΥ /ŀǎŜ ǘȅǇŜΣ tƻƭƛŎȅ ƘƻƭŘŜǊΩǎ ƛƴŦƻΣ 

Case date and Reference number, Incident address and an encrypted field per case 

type to store sensitive data.  

o Dynamic Forms: A host for the web based dynamic forms.  

o Services: A service / 

provider selection 

screen, combined with a 

ΨǎŜǊǾƛŎŜ κ ŎƻƴǘǊŀŎǘ ƭƛƳƛǘ 

ǎȅǎǘŜƳΩΣ ŀ ΨǇǊƻǾƛŘŜrs 

price list / geographical 

ǎŎƻǇŜ ǎȅǎǘŜƳΩ ŀƴŘ ŀ ŦŜǿ 

provider suggestion 

systems (Road 

Assistance and Car 

Rental) assist the users 

to enter case services.  

o Case Fees: Handling fees 

may be added over the 

case or over services. 

These fees can be re-

billed to the customers 

through the re-billing 

module.  

o Financial Data: An 

overview of the provided 

case services, that 

presents the total and per 

service, estimated, 

invoiced, paid, re-billed 

and received amounts.  

o Documents: The 

document management 

system allows adding and retrieving documents to a case without any constraints. 
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From there the users can also send and view Fax, SMS and e-mails that are related 

to the case.  

o Notes: Displays user notes, over the case, over services and over DFs.  

o User Actions: A complete log of all user actions over a case.  

 

 

¶ Case Type Specific Tabs (depending on the product):  
o AXA Call Center: Stores and organizes communications with policy holders of AXA 

Insurance. The data 
collected during the day 
are transferred to AXA 
Insurance the following 
morning.  

o Accident Care Photos: 
Used by the Accident Care 
case type, to display and 
edit all photos and scanned 
documents of a case.  

o Claim Management: Use 
by the claims management 
department to handle 
claims of other insurance companies.  

 
 

A few Special Case Handling Modules have been implemented for products with complex 

workflow. These modules are:  

¶ PPP  

¶ Warranty  

¶ Law Cases  

¶ Peugeot  

 

5ǳǊƛƴƎ ǘƘŜ /ŀǎŜ /ǊŜŀǘƛƻƴ ǇǊƻŎŜǎǎΣ ǳǎŜǊ ǇŜǊŦƻǊƳŀƴŎŜ ōŜƴŜŦƛǘǎ ōȅ ǘƘŜ Ψ/ŀǎŜ ²ƛȊŀǊŘΩΦ tƻƭƛŎȅ ƘƻƭŘŜǊΩǎ 

info can be retrieved either by the local database, or by using an on-line communication with the 

ŎǳǎǘƻƳŜǊΩǎ ŘŀǘŀōŀǎŜΦ ¦ǎŜǊǎ Ƴŀȅ ǾŀƭƛŘŀǘŜ ǘƘŜ Řŀǘŀ ƎƛǾŜƴ ōȅ ǘƘŜ ǇƻƭƛŎȅ ƘƻƭŘŜǊ ŀƴŘ Ŧƛƭƭ ƛƴ ǘƘŜ ƴŜŜŘŜŘ 

case data, such as incident place contact info and service requests. Incident places and nearby 

services can also be located on online maps, a feature extremely useful for incidents outside the 

urban area. 
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Running Cases can be 

monitored through the so 

named screen. Incidents can be 

reported (among other criteria) 

according to their status, case 

type, area. A case type ς user 

group linking system filters and 

displays specific case types to 

the appropriate users. 

 

 

 

 

 

 

Communication between work shifts and between 

departments is enhanced through the 

ΨbƻǘƛŦƛŎŀǘƛƻƴǎ {ȅǎǘŜƳΩΦ ¦ǎŜǊǎ Ƴŀȅ ŀŘŘ ǊŜƳƛƴŘŜǊǎ 

over cases or assign tasks to other users or user 

groups. 
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MIDDLE OFFICE 

 

The following list provides a quick explanation of the modules used by the Middle Office: 

 

¶ The Contracts module, handles the process of registering and monitoring contracts and 

commissions, issuing invoices 

and tracking their payment 

status. The most basic 

functionalities of the module 

are following:  

o Premiums: Handles the 

agreements with the 

Customers. (Insurance 

Products, Terms, Unit Premium, 

Intermediaries, Commission rates.)  

o Addendums: Handles the invoicing of 

premiums and tracks their payment status.  

o Commissions: Calculates commissions for 

intermediaries, issues invoices and tracks 

their payment status.  

o Reserves: Manages the allocation of 

reserves in time periods (fortnights / 

months etc). 

o Bordereaux: Summarizes production from 

Brokers, issues invoices and calculates 

commissions.  

 

¶ The Accounting module, as far as it concerns the Middle Office, provides the following 

functionality:  

o Invoices / Rebilling: Handles the creation of provider invoices and rebilling to the 

customers. Invoices can be entered manually or by using a set of tools designed 

especially for some product groups (e.g. Warranty, Peugeot, A la demand, ICFM).  

o Payments/Receipts: Payments and receipts to Providers, Customers, Policy 

Holders, Brokers.  

o Case Fees: A tool for reviewing and bulk setting up case or service fees.  

o ReimbursementsΥ ¢ǊŀŎƪǎ ǘƘŜ ǎǘŀǘǳǎ ƻŦ ǇƻƭƛŎȅ ƘƻƭŘŜǊǎΩ ǊŜƛƳōǳǊǎŜƳŜƴǘ ǊŜǉǳŜǎǘǎΦ  

o Reconciliations: A tool for clearing advance payments and pro forma provider 

invoices.  
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o Intra-Company Rebilling: Internal rebilling to other fronting companies of AXA 

group.  

o Credit Control: Displays the outstanding invoices and calculates the ageing based 

on payment rules, per supplier / customer.  

o Chart of Accounts: Handles an internal chart of accounts per fronting company.  

o Trial Balance: Provides the ability of creating custom trial balances and comparing 

their results with reports created by other accounting software (Local Accounting 

Software / ORACLE GL).  

o Account Balance Sheet: Displays the transactions (debits/credits) of an account.  

 

¶ The Electronic Bank Payments module handles e-payment tasks, such as: payment file 
creation, and payment rejection management.  
 

¶ The Reporting ƳƻŘǳƭŜ ƛǎ ōŀǎŜŘ ƻƴ ǘƘŜ ΨDǊƛŘ CƻǊƳǎ {ȅǎǘŜƳΩΣ ŀ ǘƻƻƭ ŦƻǊ ǘƘŜ Lt! L¢ 
ŘŜǇŀǊǘƳŜƴǘΣ ǿƘƛŎƘ ǇǊƻǾƛŘŜǎ ŀ ǊŜǇƻǊǘ ŘŜǎƛƎƴŜǊΦ 5ŜŦƛƴŜŘ ǊŜǇƻǊǘǎ Ƴŀȅ ōŜ ƎƛǾŜƴ ΨǾƛŜǿΩ ŀƴŘ 
ΨŜȄǇƻǊǘΩ ǳǎŜǊ ǇǊƛǾƛƭŜƎŜǎΦ  

A set of special reporting screens have also be created to produce more complex reports:  

o Advanced Case/Service Reporting Screen: Provides reports of Cases / Services 

allowing the users to select among several criteria such as: Dates, Providers, 

Insurance Companies, DZs, Case / Service Status, Case Types, Users.  

o Accounting Journals: Provides accounting reports according to the taxation rules.  

o Cases Per 

Supplier: A drill-

down report for 

calculating the 

number of 

incident served by 

each supplier.  

o Contracts 

Frequency: 

Provides a report 

with the Contracts 

Frequency per day  

 

¶ The Surveys module uses case data to prepare lists of the policy holders served by IPA, 
over a time period and for specific products. It also stores and reports their replies to 
predefined questionnaires, helping the marketing department to evaluate the quality of 
service. 
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BACK OFFICE 

 

The Back office modules consist of two categories. Modules used by the IPA IT department and 

those used by the Accounting department. The following list provides a quick explanation of the 

modules used by the Back Office: 

 

 

¶ Used by the IT department:  

o Policy Holders Import: A utility for importing policy data in the local database. 

Import data are transformed, corrected when possible, compared to the live data 

and through a set of 

rules, either 

imported or 

rejected.  

o Language Editor: A 

utility for localizing 

the application.  

o Logging: A set of 

tools for monitoring 

user activities. 

o Keystrokes 

Reporting: A tool for 

calculating the time and effort spent on each case.  

¶ Used by the Accounting department:  

o Export to Oracle GL: A utility for exporting accounting transactions according to the 

rules of ORACLE GL.  

o Export to Local Accounting Software (Kefalaio / NetSiS): A utility for exporting 

accounting transactions according to the rules of the Local Accounting Software.  

o SAGAI Import / Export (Peugeot): A set of tools for importing Peugeot policy data 

and exporting services / case fees according to the rules of SAGAI.  
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WEB SITES 

 

A more effective data exchange between IPA and their Customers / Providers, is achieved by the 

use of the following Web Sites:  

 

¶ Accident Care: Used by both Providers and Insurance Companies. The Providers view a list 

of all the incidents they have served and those that have been scheduled for the future and 

upload the accident photos / driver documents. The Insurance Companies view the 

progress of the served incidents and download / print the incident photos / driver 

documents.  

¶ Auto Mission: Used by the 

Providers to manage all 

incidents assigned to them.  

¶ On-Line Policy Issuing 

(BMS): Used by the 

Brokers, to issue policies 

on-line, create reports 

about policies that needs 

to be renewed and monitor 

their production and 

commissions.  

¶ Warranty: Used by official 

car dealer garages, for 

cases regarding the 

ǿŀǊǊŀƴǘȅ ŜȄǘŜƴǎƛƻƴ ǇǊƻŘǳŎǘǎΦ DŀǊŀƎŜǎ ǊŜǇƻǊǘ ǘƘŜ ŎŀǊ ƻǿƴŜǊΩǎ ǊŜǉǳŜǎǘ ǘƻ Lt! ŀƴŘ ǘƘǊƻǳƎƘ ŀ 

request / approval system send and receive information about and pricing.  

¶ Claims management: Used by the Insurance Companies to monitor the progress of a claim 

request and download all documents gathered by the IPA claims department.  

¶ Health System: Used by the Insurance Companies with medical products to monitor the 

policy holder requests and the information given by IPA.  
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AUTOMATION 

 

The following list provides a quick explanation of the Automation modules:  

 

¶ E-mail Robot: A windows service that monitors an email account, decodes each incoming 

e-mail subject and links the email contents (text and attachments) to the appropriate case.  

¶ ERC: A demon that wakes up on predefined time intervals, gathers data of different types 

(case data, photos etc) and forwards them via email to insurance companies.  

¶ SMS Agent: A utility for sending text messages to policy holder mobile phones, according 

to schedule.  

¶ Web Services:  

o BMS: A Web Service used by Brokers for issuing policies on-line.  

o Bulk Photo Upload: A Web Service used by Providers for uploading accident related 

photos and documents.  

o On-Line connection with Insurance Companies: ¦ǎŜŘ ōȅ ǘƘŜ Ψ/ŀǎŜ ²ƛȊŀǊŘΩ ǘƻ 

retrieve policy data from the Insurance Companies  

 

 


