
 
FINEOS InfoMatters - Information that Matters 

to the Global FINEOS Community 

Welcome to FINEOS InfoMatters, our regular update of news and events for the 
Global FINEOS Community. We hope this edition of InfoMatters finds you well. As 
FINEOS enters this next quarter, we reflect on a productive and encouraging first 
half of the year. We are excited by the addition of two new FINEOS Claims customers, 
including Lincoln Financial Group in the US and Friends First in Ireland.

We held two successful regional Client Advisory Group meetings; in Melbourne for 
the Asia Pacific group and in Winnipeg, Canada for the North America group. At the 
Asia Pacific meeting, we also held a special dinner to commemorate 25 years of 
public underwritten Workers’ Compensation Insurance in the state of Victoria.

FINEOS partner, Wolters Kluwer Financial Services, announced that it will 
incorporate its insurance compliance information and analysis with FINEOS Claims. 
Wolters Kluwer provides insurance compliance tools that help professionals 
identify, understand and comply with U.S. insurance regulation. Through their new 
relationship with FINEOS, Wolters Kluwer Financial Services can help more insurers 
access its trusted regulatory and compliance content.

We attended a large number of successful events globally, which included exhibiting 
at our first ever virtual trade show with Insurance & Technology magazine. We were 
also at the RIMS Annual Conference in Boston, the Insurance Day Summit in London, 
ACORD LOMA in Las Vegas, and the Insurance Institute of South Africa Annual 
Conference, among others.

We were very pleased with the results of our FINEOS sponsored events as well, namely 
our London Market Event series, and our Webinar with Risk & Insurance Magazine, 
“Plotting the Course to Effective Workers’ Compensation Claims Management.”

We continue to promote the fourth annual FINEOS Claims Global Summit, which will 
take place at the Drake Hotel in Chicago, October 6 - 8, 2010. If you are interested 
in learning more about attending or sponsorship opportunities, please contact  
Alison Murphy@FINEOS.com.

We hope you enjoy this edition of FINEOS InfoMatters. If you have questions or 
comments, please contact us.
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Lincoln Financial Group Selects FINEOS 
Claims to Manage Life & Disability Claims
FINEOS is pleased to announce that Lincoln Financial Group (Lincoln) 

has selected FINEOS Claims as the claims management solution for 

its Life and Disability claims. According to a Q1 2010 LIMRA ranking, 

Lincoln Financial is 8th in Disability Insurance with respect to inforce 

premiums*. Lincoln will use FINEOS Claims to automate and streamline 

claims processes for its Life, Short Term Disability (STD) and Long 

Term Disability (LTD) lines of business. FINEOS was chosen following 

an extensive evaluation of claims systems available on the market. An 

industry third-party independent consultant was enlisted by Lincoln 

to assist them in the market evaluation and procurement process. 

Lincoln’s decision to implement FINEOS Claims was based upon its requirement 

to improve claims efficiencies, increase customer service and reduce costs 

through better use of resources and reduced manual workarounds. The new 

system will facilitate greater integration between IT systems and enable people 

in different locations to collaborate on the same claim. 

FINEOS CEO, Michael Kelly, welcomed the announcement. “Lincoln is 

a true market leader so we are delighted to be partnering with them 

in their claims transformation initiative. The phased implementation 

project is due to go live in early summer and the team is working hard 

to deliver the key benefits to the Lincoln business. The announcement 

today underscores the confidence that leading insurers have in FINEOS 

and our leadership position in the Global Claims market”.

FINEOS Claims to Manage and Support 
the Complete Claims Lifecycle
Friends First Selects FINEOS  
for Income Protection 
FINEOS Claims has been selected by Friends First as the new solution 

to manage claims and payments arising from its Income Protection 

(Disability Insurance) operation. Friends First, a wholly-owned subsidiary 

of Eureko, a pan-European insurance group with total assets of €93 

billion, is one of Ireland’s leading insurers. The company will use FINEOS 

Claims to support and manage the complete claims lifecycle for income 

protection. It is anticipated that the deal will come in under €500,000 and 

go live in approximately six months.

According to Conor O’Brien, Chief Operations Officer at Friends First, 

“We chose FINEOS Claims because of the superior capabilities it offered 

us around the management of income protection claims. Key for us was 

the integrated FINEOS Claims and Payments modules which allow us 

to handle increasing claims volumes and complex, long-tail claims. We 

were also impressed by the demonstrable expertise that FINEOS has in 

income protection globally. We look forward to delivering an improved 

customer service and enhanced operational efficiency”.

FINEOS Claims delivers streamlined processing from intake to 

determination of eligibility, through resolution or closure. By enforcing 

rules-driven workflow management and process automation, Friends 

First can use the system to automate many claims related activities 

leading to increased efficiencies and improved service to the customer.

Friends First is the latest addition to the growing list of top tier insurers 

using FINEOS Claims for Income Protection (Disability Insurance). The 

solution is used by SalusAnsvar (Sweden), Royal Bank of Canada (Canada), 

ASEBP (Canada), and ING, Principal Financial Group, Assurant, Lincoln 

Financial Group and Mutual of Omaha (USA).

Michael Kelly, CEO FINEOS Corporation, welcomed the new 
deal with Friends First. “We are delighted to be chosen by 
Friends First. Now more than ever, insurers need to focus 
on the service they deliver to their customers while keeping 
a close watch on their operational costs. We believe that the 
award of this contract to FINEOS is a testament to the strength 
of our solution as the most functionally rich, end-to-end 
system available on the market today”.

 
FINEOS Acknowledges 25 Years of a 
Public Workers’ Compensation 
System in Victoria
FINEOS Client Event in Melbourne 
Addressed by Ireland’s Minister for  
Trade and Commerce
FINEOS held its annual Asia Pacific user group for FINEOS customers 
in Melbourne, Australia on May 5, which included a special dinner to 
commemorate 25 years of public underwritten Workers’ Compensation 
Insurance in the state of Victoria. The group was addressed by Ireland’s 
Minister for Trade and Commerce, Mr Billy Kelleher, as part of an 
Enterprise Ireland trade mission to Australia.

FINEOS has been active in the Australasian region since 2003 and today 
has a blue-chip client list that includes the Accident Compensation 
Corporation (New Zealand), WorkSafe Victoria, the Transport Accident 
Commission (Victoria), the Lifetime Care & Support Authority (NSW), 
CommInsure, Westpac Insurance and Macquarie Bank, Life Assurance.

According to Minister Kelleher, “FINEOS is one of Ireland’s leading 
and most entrepreneurial software companies servicing some of the 
world’s largest and most complex insurers and government insurance 
agencies. FINEOS’ significant success both here in Australia and in other 
international markets confirms the world class status of the company’s 
innovative software solutions. The Irish Government, through Enterprise 
Ireland, will continue to support the company’s internationalisation and 
its efforts to replicate its success to date in other global regions.”

The two day event was addressed by FINEOS clients, industry experts and 
FINEOS representatives. Attendees heard about emerging trends in the 
insurance claims market and clients and partners were able to share 
best practices and learn how their peers are driving improvements with 
new approaches to customer-centric injury, illness and loss claims and 
case management. The key presentations at the event were

• �“�Cost & Liability Management Using FINEOS” - the Accident 
Compensation Corporation of New Zealand

• �“�Establishing a Catastrophic Claims Management Organisation from 
Scratch” - the Lifetime Care & Support Authority

• “Creating a Serviced Focused Industry” - WorkSafe Victoria

• �“Industry Trends in the Insurance Market” - PricewaterhouseCoopers

• �“�Post Go Live – Winning the Hearts and Minds” - ITSS, the shared IT 
services organisation for the Transport Accident Commission and 
WorkSafe Victoria

L-R: Paddy Meany, 
COO,FINEOS;  
Helen Anderson, National 
Manager, Operational 
Systems Coordination, ACC 
of New Zealand; Billy Kelly, 
Irish Minister of State, 
Department of Enterprise, 
Trade and Employment; 
Alan Dixon, Director of Asia 
Pacific, Enterprise Ireland.



 

 

The theme of the evening dinner was to acknowledge the introduction 
of public underwritten workers’ compensation in Victoria 25 years ago. 
Workers’ Compensation insurance provides protection to employees 
and their employers in the event of a work related injury or disease. 
FINEOS is a global leader in the provision of workers’ compensation 
claims solutions. FINEOS Claims is used by over 2,500 users in WorkSafe 
Victoria and by 2,600 users at the Accident Compensation Corporation of 
New Zealand. FINEOS was also recently selected by the Saskatchewan 
Workers’ Compensation Board (WCB) of Canada to deliver and implement 
a Commercial off-the-Shelf (COTS) full lifecycle claims administration 
system for their insurance scheme.

The strength of the FINEOS solution for workers’ compensation lies in its 
ability to support a more effective claims process by positively impacting 
complex claims payments in the face of increasing medical costs. 
Business rules are configured to support best practices by ensuring 
consistent handling across the entire organisation. Integration with 
databases and predictive analytics solutions along with robust reporting 
capability enables claims management to make better decisions and to 
recognise and react to loss trends.

According to Michael Kelly, CEO, FINEOS Corporation, “We are honoured 
to welcome Minister Kelleher to our Regional Headquarters in 
Melbourne and delighted that he addressed our users. This is the fifth 
anniversary of our Melbourne Capability Centre which has grown as 
the support centre for the region and today has over 50 FINEOS people 
employed to support our customers in this vibrant region. We are 
pleased that so many FINEOS customers were able to attend our user 
group and we would also like to extend our best wishes to WorkSafe 
Victoria, a long time customer, for their success in 25 years of public 
underwritten Workers’ Compensation Insurance in Victoria”. 

FINEOS to hold 4th annual FINEOS 
Claims Global Summit
The FINEOS Claims Global Summit is the premier event to learn about 
emerging trends in the insurance claims market and to gain exposure to 
thought leadership and proven best practices from experts in the field of 
claims management. The event provides a great networking opportunity 
for attendees to meet with industry peers and share experiences.

The FINEOS Claims Global Summit 2010 will take place at The Drake 
Hotel, Chicago, IL USA, October 6 - 8, 2010.

Who Should Attend?

Current FINEOS customers, including:
• Claims managers, supervisors, and business analysts
• Claims handlers, analysts, adjusters, and administrators
• CIO’s, enterprise architects, and other IT management

The FINEOS Innovation & Excellence Awards

At the 2010 Summit, we will announce our first winners 
of The FINEOS Innovation & Excellence Awards, which 
have been established to recognise our clients’ use of 
FINEOS technology to deliver business innovation or 
to achieve operational excellence. These awards offer 
customers a unique opportunity to gain recognition both 
within their organisations and amongst industry peers. 
They also enable the extended FINEOS user community 
to learn from best practices and successes achieved with 
FINEOS Claims.

Awards will be given in three categories:

• Maximising the Impact of FINEOS Product Capability
• Delivering Excellence in Customer Service
• Delivering Excellence in Business Innovation

Winners will be chosen by a judging panel chaired by FINEOS Chief 
Operations Officer, Paddy Meany. Awards, which will include Summit 
travel and accommodation expenses*, will be presented at the FINEOS 
Claims Global Summit 2010 in Chicago. Award winners will also be invited 
to present at the Summit.

Award Submissions

Award submissions should be sent to Alison.Murphy@FINEOS.com 
by July 31, 2010. For the “Maximising the Impact of FINEOS Product 
Capability” submission, articles must be sent via the configuration forum:  
https://community.fineos.com/.
*Flights and hotel to be worked out with FINEOS. Good for one member of the 
presenting organisation.

Wolters Kluwer Financial Services 
Integrates Insurance Compliance 
Information with FINEOS Claims
Solution Helps Insurance Professionals 
Manage Workers’ Compensation Claims 
and Navigate US Insurance Regulation
Wolters Kluwer Financial Services recently announced that it will 
incorporate its insurance compliance information and analysis with 
FINEOS Claims for Workers’ Compensation, a technology solution that 
helps insurers automate claims-related activities.

FINEOS Claims for Workers’ Compensation has been expanded to offer 
capabilities developed specifically for the U.S. market, including pre-
configured business content in areas such as fraud detection and medical 
management. The claims processing system offers insurance carriers, 
third party administrators (TPAs), self-insureds, state funds and other 
government entities a complete claims lifecycle management system that 
includes intake, payments, reserves and provider management.

Wolters Kluwer Financial Services provides insurance compliance 
tools that help professionals identify, understand and comply with U.S. 
insurance regulation. Through the relationship with FINEOS, Wolters 
Kluwer Financial Services can help more insurers access its trusted 
regulatory and compliance content.

FINEOS has built a strong reputation in the workers’ compensation arena with 
clients all over the world, including the Accident Compensation Corporation 
(ACC) of New Zealand, WorkSafe Victoria in Australia, and the Saskatchewan 
Workers’ Compensation Board in Canada. In the U.S., FINEOS is the leading 
disability claims solution, with customers such as Principal Financial Group, 
Assurant, ING, Mutual of Omaha and others already processing their claims 
on the FINEOS system. Working with Wolters Kluwer Financial Services, 
FINEOS now addresses the specific claims and compliance requirements of 
the U.S. workers’ compensation market.

“U.S. workers’ compensation is an underserved market facing 
significant issues, including medical inflation, indemnity costs and 
complex regulation,” said Michael Kelly, Chief Executive Officer at 
FINEOS. “Given the potential risks and challenges of the U.S. regulatory 
environment, it’s essential for claims handlers to have sophisticated 
processing systems that provide compliance reference material to guide 
their decision making.”

“�This relationship allows FINEOS to leverage its expertise in the critical 
area of claims management technology, while bringing Wolters Kluwer 
Financial Services’ deep compliance knowledge to its customers doing 
business in the U.S.,” said David Evans, Vice President and General 
Manager, Insurance, at Wolters Kluwer Financial Services. 
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FINEOS Announces New Blog and 
Upgrades Its Community Website
FINEOS Launches Blog to Keep Readers 
Apprised of all Developments at FINEOS
The FINEOS Blog was started in April 2010 to keep readers updated 
on all that is happening at FINEOS on a day to day basis. The Blog also 
comments on wider industry issues and allows users to leave replies and 
comments on what is being discussed.

Recent blog topics included information on events FINEOS has sponsored 
or attended, current magazine articles FINEOS has been a part of, and 
viewpoints on industry issues.

Check it out at http://fineosblog.com. You can subscribe from 
the FINEOS home page to receive updates via email.

FINEOS Upgrades its Community Website

In May 2010 FINEOS upgraded its private social networking site, the 
FINEOS Community, to a new platform and hosting provider to ensure 
continuity of the service and to avail of a weightier set of existing and 
roadmapped features.

We have set up this site to provide hands-on tips on getting more out 
of FINEOS, and as a platform for site members to exchange ideas and 
experiences on configuring the product and better using it to carry out 
their business.

We would like to see our members participate actively on the site by 
contributing their views to the Discussion threads and Wiki pages, asking 
questions, or starting brand new threads about subjects that interest them.

Check it out at http://community.fineos.com.  
FINEOS customers’ staff who are involved in our product’s 
configuration, or are interested in topics such as best practice 
and thought leadership, can email community@fineos.com  
to request an invitation to the site.

Claims Corner by Randall Day
Plotting the Course to Effective 
Workers’ Compensation 
Claims Management

The U.S. based National Council on Compensation Insurance (NCCI) 
recently released its updated State of the Line statistics and, not 
surprisingly, reported that the workers’ compensation industry in the 
U.S. is experiencing the same type of pain that can be felt by insurers 
across the globe. Overall financial results are suffering severely due to 
rising claims costs.

At this point in time, there is only a 50% chance that an injured employee 
will return to work after a 12 week absence. This declines to about a 
25% chance following a six-month absence, and is further reduced to 
a 1% chance after a one-year absence. It is therefore vital that claims 
professionals manage the claim from first notice to understand early what 
the injury situation is and make educated plans to work the claim through 
to its earliest possible resolution. 

Some proactive suggestions for combating rising claims costs in this 
difficult environment include:

• Adopt a disability prevention model

• �Address behavioural and circumstantial realities that create and 
prolong work disability

• �Acknowledge the powerful contribution that motivation makes to 
outcomes and make changes that improve incentive alignment

• Invest in technology and infrastructure improvements

The first line of defence lies in executing superior claims management 
practices, but technology can greatly impact claims costs. Some tools 
that will be necessary for the successful claims operation of the future 
include:

• �Predictive modelling for fraud, large loss identification, recovery, and 
many other potential applications

• �Analytics including the use of Business Intelligence (BI) tools to 
enhance data mining

• �The use of business rules to ensure that best practices are adhered to 
and consistently applied

• �Automated triage to get the claim into the hands of the right resources as 
soon as possible

We recently held a webinar detailing information expanding on these tools 
and concepts. The webinar was presented by Workers’ Compensation 
industry expert, Sandy Blunt of Health Strategy Associates, and I. The 
webinar recording can be accessed at www.FINEOS.com or on the event 
sponsor’s website, http://www.riskandinsurance.com/webinars.jsp.

If you have any questions or comments, please contact me at  
Randall.Day@FINEOS.com.
Randall Day is Head of Claims Solutions for FINEOS.


