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Executive Summary
Changes in the life insurance industry, in-

cluding retirement of baby boomer chief 

underwriters (CUWs) and the changing na-

ture of the life underwriter workforce, are 

resulting in the heightened need for critical 

knowledge transfer. The ongoing COVID-19 

pandemic forced much of the US workforce 

to work remotely, including company hold-

outs who traditionally required underwriters 

to work in the home office. This dynam-

ic change, coupled with retiring leaders, 

increased the portability of underwriters. 

Companies need business strategies that 

leverage their great people and retain their 

critical business information. Optimal knowl-

edge management (KM) supports business 

goals and reduces frustration of underwriters 

through ease of information discovery. Most 

companies need to invest in a KM strategy; 

companies that do rise above and beat out 

the competition. Business strategies that 

include optimal knowledge management will 

not only increase underwriter satisfaction 

and retention, but will also ensure accurate 

and effective underwriting decisions.

The Explosion of Knowledge and the 
Need for Knowledge Management
In 2011, Hilbert and Lopez estimated the 

world’s capacity to compute information. 

Their research found individuals were inun-

dated daily with 2 quadrillion megabytes of 

data through multiple channels, including 

emails, newspapers, television and comput-

er. That equates to each person having to 

read 174 newspapers worth of information 

every day.1 In 2007, the equivalent was only 

six newspapers every day. In 2009, infor-

mation overload cost the US economy over 

$900 billion annually; imagine the amount 

of information and financial loss in 2021.2,3

Wondering how Strategic Knowledge Management can 

mitigate risk & drive efficiency for your business?

In 2009, information 
overload costs the US 

economy over $900 billion 
annually.

DEATH BY INFORMATION OVERLOAD
HARVARD BUSINESS REVIEW, 2009.

Reduce Your Risk
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Life insurance underwriters are not only 

subjected to the large amounts of data 

from the external world outside of work; 

successful underwriters are experts of data 

assimilation and evaluation in their daily 

jobs. Underwriters must review double-digit 

numbers of life insurance applications each 

day, which include personal identifiable 

data, financial data, avocational data, driv-

ing data and complex medical data. Un-

derwriters must also be knowledgeable of 

current company policies and procedures, 

preferred guidelines and compliance rules.

To make underwriting even more difficult, 

the ongoing pandemic resulted in an in-

crease in accelerated underwriting (AUW) 

programs. Even late adopters are now 

considering implementing AUW programs 

to drive sales. As AUW programs process 

what were previously referred to as “ jet” or 

“clean” cases, underwriters’ queues fill with 

more complex, difficult cases that require 

longer review times. 

Thus, underwriting knowledge is a vital 

asset to life insurance companies through-

out the US. Knowledge is a key resource 

for organizational survival, growth and 

improvement; this includes the knowl-

edge embedded in the minds of compa-

nies’ human resources.4 According to the 

Academy of Life Underwriting (ALU) 2017 

Census, many chief underwriters (45%) 

and medical directors (50%) planned to 

retire within 5 years.5 The general under-

writing population also continues to age, 

and there will be higher numbers of re-

tirements over the next 5 years.6 Losing 

the knowledge of these expert chief un-

derwriters (CUWs) and MDs is a huge loss 

to the industry.

Capturing, organizing and managing a 

company’s critical content is known as 

knowledge management (KM). Actively 

managing underwriting data is critical to 

success due to multiple reasons, includ-

ing:

1. Facilitates and strengthens deci-

sion-making capabilities.

2. Builds a “culture of learning” by 

demonstrating learning is expected 

and valued.

3. Stimulates cultural change and innova-

tion through promotion of clear com-

munication and encouraging ideas, 

45% of chief 
underwriters & 50% 

of medical directors plan to 
retire in 5 years.

LIFE UNDERWRITER CENSUS REDUX
ON THE RISK, 2017
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feedback and insight.

4. Increases compliance and adherence 

to underwriting guidelines, policies and 

procedures.

5. Provides seamless methods for ar-

chiving data that may be needed later, 

if a claim or complaint arises.7

Failing to implement a knowledge manage-

ment system in an organization comes at 

great cost. In 2004, Fortune 500 companies 

lost at least $31.5 billion a year by failing to 

adequately manage their internal knowl-

edge.7,8 In 2018, a study showed US workers 

wasted 5.3 hours every week, either waiting 

for critical knowledge or working to recre-

ate existing knowledge, delaying projects 

and causing frustration in 81% of workers 

studied.9

Mitigating Risk Using Knowledge 
Management
Underwriting departments can avoid these 

unnecessary losses by building knowledge 

management into their annual business 

plans. Unfortunately, most life insurance 

companies do not employ comprehensive 

business strategies concerning their infor-

mation and documentation.10 The result 

is disorganized underwriting information 

in emails or in endless folders on shared 

drives. When chief underwriters attempt to 

address the risk of cluttered, voluminous, 

hard-to-find, important information, they 

often encounter obstacles of antiquated 

legacy systems or inadequate information 

technology (IT) support. 

In addition to investing in knowledge 

management technology, underwriting 

departments need to proactively capture 

critical business knowledge of retiring 

individuals. Employees cannot be relied 

upon to passively transmit knowledge. 

Research estimates 44% of employees are 

poor or very poor at transferring knowl-

edge.11 Critical knowledge transfer is not 

actively addressed by many companies, 

and there is a great need to capture the 

information not getting passed down. 

Chief executive officers (CEOs) and under-

writing leaders can use knowledge man-

agement systems to capture and organize 

valuable information, making it a sharable 

resource in their organizations.12 

Fortune 500 companies 
lose at least $31.5 

billion per year from 
employees failing to share 
knowledge effectively.

BABCOCK, P
SHEDDING LIGHT ON KM, 2004
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Driving Business Efficiency Through 
Knowledge Management
Knowledge management impacts how 

business decisions are made. If informa-

tion is poorly managed and not updat-

ed, incorrect underwriting decisions are 

often made, which negatively affect com-

panies’ profits, revenue and reputation. 

Companies also lose money as highly 

paid underwriters waste time trying to 

find critical information that is poorly or-

ganized. Although implementing a knowl-

edge management system is a budget 

line-item cost, CUWs need to consider 

the millions of dollars lost annually due 

to underwriting inefficiencies from poorly 

organized underwriting policies and pro-

cedures.

Underwriting departments should rou-

tinely and expediently update underwrit-

ing policies and procedure guidelines as 

changes occur, ensuring underwriting staff 

have access to the most up-to-date risk 

management guidelines. Annual review 

of underwriting policies and guidelines 

should also occur.

As companies experience retirement of 

crucial underwriters, investing in a knowl-

edge management system becomes even 

more important as new generations of un-

derwriters serve on the front lines. Orga-

nizing and communicating the voluminous 

amount of underwriting information to 

new underwriters are vital to companies’ 

success. With few differentiators between 

companies and products, accuracy and 

effectiveness of underwriting decisions 

play an even bigger role.

Examples of Knowledge
Mismanagement
Often there is a catastrophic event, such 

as litigation, that prompts the move to 

adopt knowledge management technolo-

gy. Here are several real-life examples of 

content mismanagement which prompted 

companies to implement KM systems.

1. No archival system: Company A was 

sued by an applicant and received a 

court order to provide underwriting 

information used by the underwriter 

to make the final underwriting de-

cision. Unfortunately, the company 

was unable to provide the informa-

tion, because it did not have a reliable 

archival system for its underwriting 

policies and procedures. The court 

ruled in favor of the applicant, and 

the company lost millions of dollars 

due to no archival abilities.

2. Database crash with no backup: 

Company B used a legacy software 

platform to log all underwriting de-
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cisions. Unfortunately, there was a 

database crash, and the underwriting 

department discovered there was no 

system backup of the underwriting 

decisions. Since all proof of decisions 

was lost, the company no longer pos-

sessed critical information for litiga-

tion purposes.

3. Shared drive: Company C discovered 

change was made to content housed 

in a shared drive, and the compa-

ny had no record of who made the 

content change, when it was done, 

or what exactly was changed. The 

content changes affected company 

compliance and, unfortunately, the 

company failed a critical industry reg-

ulatory audit. 

Industry Knowledge Management 
Solutions
Many companies struggle with deciding 

upon the best technology platform to 

house underwriting policies and proce-

dures. Some companies use Microsoft 

Word documents while others use Mic-

rosoft SharePoint, but each of these op-

tions has limitations, such as lack of in-

tegration into underwriting workbenches. 

Capabilities are also dependent upon the 

version available. Other companies prefer 

to house information within homegrown 

IT systems or on shared drives.10

Third-party vendor solutions are also 

available to help companies optimize their 

knowledge management. They specialize 

in utilizing computer technology to build 

software platforms that help underwriters 

navigate information quickly and easily. 

This technology helps underwriting edu-

cation coordinators to organize the large 

amounts of information used in making 

underwriting decisions.

Ondexx is a life insurance knowledge 

management solution that can be used by 

an entire company and all employees. On-

dexx assists in mitigating risk by enabling 

companies to organize and manage cor-

porate knowledge, policies, procedures, 

guidelines and learning materials. Ondexx 

is a cloud-based repository that helps 

clients to manage their proprietary infor-

mation, such as treaties and underwriting 

manuals.

Ondexx positively 
impacts the bottom 

line by increasing speed, 
accuracy, and making our 
company more competitive.

CHIEF UNDERWRITER
US BASED FINANCIAL SERVICES COMPANY
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Underwriters became more familiar with 

Ondexx after the Medical Information Bu-

reau (MIB) partnered with Ondexx to bring 

an online version of its manual to over 

7,000 underwriters in the US (i.e., the MIB 

Online Manual). Case underwriters use 

Ondexx to:

1. Retrieve MIB codes.

2. Learn additional information about 

codes received on cases.

3. Learn how to correctly code pertinent 

information found in:

a. Applications.

b. Motor vehicle records.

c. Aviation or avocation question-

naires.

d. Prescription records.

e. Laboratory results.

f. Attending physician statements         

(APS) or electronic health records 

(EHR).

Ondexx has multiple features that support 

underwriting departments as they mitigate 

risk. These include:

1. Search

a. Utilizes a leading-edge search 

engine that leverages machine 

learning, attributes, tags, key-

words and filtering to find infor-

mation and data across multiple 

types of content and documen-

tation.

b. Features an advanced document 

retrieval system that instanta-

neously renders most known file 

types with search terms high-

lighted and without requiring ap-

plications to be locally installed.

2. Publishing workflow

a. This feature enables business 

units to develop, publish and 

distribute content on demand or 

on a schedule without needing IT 

support.

b. This ensures content is published 

with the proper checks and bal-

ances in place and that content is 

distributed with proper oversight.

3. Version control & audit tracking/trail

a. Identification of metadata around 

content to ensure users are view-

ing the most up-to-date version 

of accurate information. This 

provides the ability to view and 

compare historical versions to 

ensure efficacy of content.

b. Capture of collaborative com-

ments around content that pro-

vides critical historical informa-

tion that can be retrieved for 

Contestable Claim Review to 

support business and litigation 

needs. This feature identifies 

what information was viewed at 



what time by individual users to 

make business decisions.

4. User management

a. This allows administrators to 

dynamically create and manage 

users, groups, roles, rights and 

permissions to control access to 

proprietary information and fea-

ture sets with proper oversight 

and reporting.

5. Cloud-based platform

a. This feature ensures secured, 

scaled and continuous access 

from a high-availability, global 

network with multiple backup 

server locations.

Summary
Chief underwriters need to include knowl-

edge management in their annual business 

plans to help mitigate risk associated with 

disorganized underwriting information. 

Investing in knowledge management sys-

tems can also drive operational efficien-

cies, reducing the amount of time under-

writers search for vital information needed 

to make crucial case decisions. Organizing 

the large amounts of information under-

writers are held accountable for also in-

creases adherence with underwriting pol-

icies and procedures and increases rates 

of accuracy in decisions. Thus, proactively 

addressing knowledge management can 

positively impact the financial bottom line 

by reducing errors, improving employee 

morale and retention, and decreasing cy-

cle time.
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Once Ondexx was 
implemented, we saved 

at least one full-time 
equivalent, so the solution  
easily pays for itself.

AVP, RISK MANAGEMENT
GLOBAL FINANCIAL SERVICES COMPANY

Connect with an expert

tel:18883331193
mailto:experts%40ondexx.com?subject=Looking%20for%20more%20information%20about%20Ondexx
mailto:experts%40ondexx.com?subject=Book%20a%20demo%20of%20Ondexx
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