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Introduction

» The ArchiSurance Case Study is:

— Afictitious example developed to illustrate the
practical use of the ArchiMate modeling
language in the context of the TOGAF

framework
— ArchiSurance is an insurance company
— Formed as the result of a merger of three
companies
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Background

Home & Away
Homeowner’s and
Travel insurance

PRO-FIT
Auto insurance

ArchiSurance

LegallyYours
Legal Expense
insurance
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ArchiMate® - oo

ArchiSurance Change Scenarios

» Rationalization
— As part of this effort, the technical infrastructure will also be

also be a back-up server cluster located in the data center at
PRO-FIT headquarters.

» Digital Transformation

new Digital Customer Intimacy strategy, which employs a
combination of Big Data and the Internet of Things (IoT).
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ArchiMate® - oo

simplified. The separate back-office servers will be replaced by a
shared server cluster located in the data center at Home & Away
headquarters. However, to ensure business continuity, there will

— It wants to embark on a digital transformation and has defined a

,
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Phase A: Architecture
Vision
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P @

Stakeholder View (..
@

» The main stakeholders and their concerns are identified

Board Customer

Sales & Stakeholder % Customer $ Product % Price %
target satisfaction satisfaction portfolio

Profitability @

The Stakeholder viewpoint allows the analyst to model
the stakeholders, their concerns, and the assessments (in
terms of strengths, weaknesses, opportunities, and
threats) of these concerns. Also, the links to the initial
high-level goals that address these concerns and

. assessments may be described.
ArchiMate® - owcon 7
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Business Drivers and Goals

goals

» Drivers motivate the development of specific business

| Customers defecting ©

to competitors with . &
superior digital Rrofitablility
experiences

Customers defecting 2

to competitors with
lower premium costs

=7 ~<

/ ~
s

A+ + T~

Reduction of
costs

Reduction of
maintenance
costs

Reduction of
personnel

costs
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Increase in
revenue

9

Improvement in
cross-selling

success

Principles for Architecture Development

Improvement in

Reduction of
data consistency

maintenance costs

& I &

Single system of
record for each
data element

Common use of
applications
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Strategy

Goal Refinement View for Rationalization

Reduction of
costs

:
Improvement in
data consistency

Reduction of
maintenance costs

Reduction of
personnel costs

’

2 2

a

+

Single system of
record for each

data element

Common use of
applications

JAN ++7 JA)
CRM data should Shared Back
be maintained Office application
centrally for all products

I
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Support for policy Support for financial
administration transactions

]

Longer-Term Vision:

Digital Customer Intimacy Strategy

Digital customer
management

ArchiMate® - oo

Customers jo) * Customers jo)
defecting to Profitability defecting to
competitors with competitors with
superior digital lower premium
experiences costs
+
Higher customer + Increase in + Increase in market
retention revenue share
L+ +
I
P E—
Improved "
customer Competitive
satisfaction premium setting
Excellent online @ Digital Customer Detailed insights @
customer Q """" Intimacy strategy [ [> in customer
interaction behavior

Data-driven
insurance
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Solution Concept

Excellent online @
customer
interaction

CRM data should
be maintained
centrally

Detailed insights @&
in customer
behavior

H ®
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Social media Social media customer Enterprise-wide
competency apps interactions CRM automation
customer
data
[ [
D";m. Data customer, Dlatal customer Integrated back
analysis IS behavior analysis profiles office automation
competency automation

i i

o @
®

Support for policy

administration

J |

Support for
financial
transactions

)

application for all
products

Shared Back Office

Phase B: Business

Architecture
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Phase B -
Organization View

2
ArchiSurance
Home & Away PRO-FIT 0 LegallyYours
headquarters headquarters headquarters
Homeowner's % % Shared % Legal %
y Auto Back 3
Front Office & Travel Back Office Service Expense
Office Center Back Office
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Organization Decomposition (Nested)

ArchiSurance

Front Office
Back Office R
Homeowner's X Auto Back Legal -
& Travel Back Office Expense
Office Back Office

Shared Service Center
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Capabilities: Ca

pability Map

Business management

) Fiscal &
Strategic accounting
management management

Risk &
compliance
management

Performance
management

Product
management

Marketing

Salesand )
Distribution

Customer care

)

Product
definition

Market
development

Distribution
channel
management

Customer
service

Customer
relation
management

Campaign
management

Product
engineering

Sales
execution

Service
channel
management

data

Customer
management

Asset management =

Money management :@

Claim management

)

Investment Investment ; Contract "
Banking Accounts - Claim
strategy performance lifecycle
management management settlement
management management management
EnEI i Cash flow Money market Contract Claim
portfolio inventory !
) management management 1
management maintenance

Business support

k=

Organizational HR
development Management

T

Process Office
management g
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Phase B —
Business Funct

ion View

Back Office functions

Document
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Shared Service

A
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Claims
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Submitting A
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Getting
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Capabilities versus Business Functions

Request for
insurance received

=)
Underwrite
risk

Produce
policy
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Accept
policy
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Requirements Realization View =)

u Support for policy i Support for financial i CRM data should be ~
administration transactions maintained centrally
/\

2 2

Handle claim

A Policy
administration
services
"V

B
CRM data access

< 'E"

A
ArchiSurance General CRM 2
Back Office Suite System
IA IA
T T i =
ArchiSurance T ArchiSurance T N
ArchiSurance General CRM FO general-

general-purpose back-up server

Back Office Suite cluster System purpose server

server cluster
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P
Customer care :@ Legend
Differences between plateaus|
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service
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L management management
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Capability Realization:
Resource Map View

Digital
channel
management

Customer
care
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automation el apps
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Claim EEﬁ Data EEE . EEE
L Data analysis
management acquisition
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Integrated D) D) Data D) Data m;
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automation automation competency
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Resource Realization View (Target)

e @ @
f,fg:rg}'f& Social media Social media
automation competency apps
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General CRM Customer MyArchiSuran
System service team ce mobile app
Integrated @ Data D Data )
Data . !
back office analysis analysis
3 sources 5
automation automation competency

5 A 5 5

ArchiSurance Smart & Data €] Business R
Back Office connected warehousing intelligence
Suite devices solution team
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Phase C: Information
Systems Architectures

(Application)
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Application Cooperation View (Baseline)
Front Office
—— ] ELegaI E]
ral e xpense
PO data ~——-» CRM System customer data
call report i
: Fa)
Call (}en}er General CRM P
Application S System i ———.
Back Office
Home & Away g Home & Away & Ao Legal ]
Financial Policy Insurance Expense
Applicati Admini : Applicati Back-Office
System
Shared Service Center
document document document
data data data data
€]
Document Management System
o
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ArchiMate

Application Cooperation View (Target)

Front Office |
ffffffff
portal RM i
call report E 2l i
I i
€] i x|
Call Center . General CRM
Applicati System
call report
customer data
Back Office !
ArchiSurance Back Office Suite ]
€] ] Eal
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g] T Data
P-CONFIG F--»  warehousing
a-—- solution
Shared Service Center L nt data i
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‘ Document Management System
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Application Usage View (Baseline)

Handle claim

= = = =)
additional Validate Investigate Pay
stakeholders

=) 8
Capture fosty
information

7 AN AN

SO Customer
9 administration
Document gl General £l Home & Away g1
Management CRM Policy
System System Administration
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Home & Away £]
Financial
Application
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customer
data

Real-time B /

Application Behavior View (Target)

A Insurance
Underwriting E=== premium
calculation

Customer
profile data

T
Data warehousing solution g]
Data processing =

= =) =
Data q q
aggregation Data analysis Data reporting

A

Data
acquisition
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Front Office

Gap Analysis — Application Architecture

Web
portal
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Call Center
Application
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General CRM
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T

System S It
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Phase C: Information
Systems Architectures

(EYEY
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Information Structure View

Customer

¥

Insurance File
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Insurance Claim

Request

Insurance Policy
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Homeowners Auto
Insurance Policy Insurance Policy

Travel
Insurance Policy

Legal expense
Insurance Policy
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Data Dissemination Diagram
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Phase D: Technology
Architecture
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Infrastructure View (Baseline)

Home & Away headquarters
1

Homeowners & Travel |

PRO-FIT headquarters

ArchiMate® -

yright © The Open Group

Front Office i Back Office

FO web hosting server ArchiSurance general-

purpose server cluster

|
Home & ||
FO general-purpose server Away LAN
General Legal
ia" Ii::‘:r: CRM Expense
PP! System CRM System
LegallyYours headquarters
\
\ Legal Expense Back Office |
Legal Expense general-
ArchiSurance WAN purpose server
Legal Expense
Back Office
System
Auto general-purpose Document management
server server
Auto PRO-FIT Document
Insurance N Management
Application System

Infrastructure View (Target)

Front Office !

Home & Away headquarters

FO web hosting server

FO general-purpose server

Call Center Oenercs
Application CRM
PP System

Homeowner's & Travel |
Back Officé

Data acquisition
gateway

Home &
Away LAN

ArchiSurance general-
purpose server cluster
ArchiSurance
Back Office
Suite

A
Document management

back-up server

Document
Management
System

A

PRO-FIT headquarters

PRO-FIT a4
LAN

WAN
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Document management ArchiSurance back-up

server server cluster
Document ArchiSurance
Management Back Office
System Suite
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Data Acquisition from loT Services (Target)

Home & Away headquarters Q

Data acquisition

7
Notification
service

)i
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gateway
External Q
loT @
device
I I | ]
Car black @ Fitness @ Hlome @ Smart @
box tracker aarm thermostat
system
=
Smart by Energy
home network
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loT Device Services (Target)
[Communication | —
L T Data acquisition gateway
T A
T i Data
Qewcg q acquisition
registration
service —a—
20) T ¢}
P Device operation REST '
dle?/]i’ce l— <ervice <« AP| — Container

T
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o
Gap Analysis — Technology Architecture
Home & Away headquarters Q) @@

° ® PROFIT hesdaarers
rc I a e Copyright © The Open Group 2017

Phases E & F:
Opportunities & Solutions

and Migration Planning
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Baseline

Migration View

Transition A: One
enterprise-wide CRM
system with baseline

back-office systems

e®o
{ghe

Transition B:
Standard back-office
suite with baseline
CRM systems

Transiion C: One =
enterprise-wide
CRM system with
standard back
office systems

Target: CRM, =
back office and
data warehouse

in place
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Project Context Diagram
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Project: Data warehousing and BI
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Software modificatior
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General CRM

‘ Project: CRM system integration

Project: Back office system integration
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More Information
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