Most of us are familiar with the apocryphal story of Sir Isaac Newton and the apple: Young
Isaac, sitting under an apple tree, is hit on the head by a falling piece of fruit, prompting him
to suddenly conceive his law of gravity. In reality, of course, events did not occur in quite that



Step 3: Integrate

The team worked proactively to identify value-added services to seamlessly package with the Cl insurance o ering. This
included nding the best opportunities with the right home care services providers and together developing optimal
solutions. The team evaluated and selected from among four local home care services providers based on:

§ Hospital-to-home care
Child care

Daily care and therapies
Elderly care

Palliative care
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Nursing concierge services

Once the provider was selected, work commenced on integrating these services within the CI product.

Step 4: Optimize

The team employed underwriting expertise and advanced technology to speed the underwriting process and enhance
the customer experience. Existing questions were not intuitive for customers and proved di cult to answer. By reviewing
wording of questions and engaging with behavioral scientists, the team was able to employ language speci cally
designed to elicit greater disclosure. This more accurate information enabled the team to move the insurer’s all-manual



