
Duck Creek provides an
exemplary service to Hastings
Hastings’ Policy Express delivers quick ROI and provides exemplary service to
agents with Duck Creek’s EXAMPLE Platform®.

Hastings Mutual Insurance Company Overview
Hastings Mutual Insurance Company is a regional property and casualty insurance carrier active in five
Midwestern states. With its home office in Hastings, Michigan, the company has been providing superior
insurance protection to its policyholders since 1885. The company has had an outstanding reputation
based on customer service and needed insurance products, backed by sound company finances. Hastings
Mutual is currently represented by over 900 independent insurance agencies and is rated A+ by A.M. Best.

The Business Challenge
While Hastings Mutual was not targeting a replacement for its existing mainframe-based policy
administration system, it needed to find a more effective way to deliver tools to its agents via the Internet
with the objective of improving new business service. With an ‘if it ain’t broke, don’t fix it’ attitude,
Hastings opted to leave the existing policy administration system in place and focus time and resources on
implementing an integrated, web-enabled, front-end to deliver increased automation, real-time processing
and functionality to the agent community.

The Hastings project, dubbed Policy Express, was designed to provide agents with quick-quote capabilities,
full policy rating, automated underwriting, confirmation (i.e. policy issued or referred to underwriting),
acceptance and processing of electronic payments, through to policy completion and issuance.

The Solution Search
Unlike many other insurers making technology decisions, Hastings Mutual did not have any particular
technology bias towards either the .NET or the J2EE platform. It felt that with any good, modern technology
environment, the underlying technology should be transparent to both the users and the technology staff.
The primary criteria was choosing a technology that was current, could integrate well with the existing
environment, provided the required real-time functionality, was Web-capable and allowed them to easily
reuse code that had been developed as they upgraded over time.

Other key selection criteria dictated that the solution needed to be XML-centric in order to support all 
the data exchange, communication and integration required between the various in-house and 
external systems.

Choosing Duck Creek
“We had heard a lot of good things about Duck Creek before actually talking to them. Considering it was
a fairly new company, it had quite an impressive list of ‘in production’ clients – including many companies
that we were quite familiar with. Rather than formally requesting references, we did a bit of our own
networking in the industry to find out about Duck Creek, its product and its reputation. Given that we
ultimately selected Duck Creek, the industry feedback was positive,” stated Bob Eshelbrenner, CPCU Vice
President and CIO, Hastings Mutual Insurance Company.

Hastings asked Duck Creek to build and demonstrate the Hastings Selected Contractors line of business.
The test clearly demonstrated that Duck Creek’s EXAMPLE Platform® offered a tool that would allow
Hastings to easily Web-enable the mainframe environment, while also providing a toolset that would allow
for quick development and easy deployment into a production environment.

“The Proof of Concept was time well spent. It didn’t take us long to appreciate the power and flexibility of
the Duck Creek solution. While the test didn’t provide us with a finished product, it did give us enough
knowledge to understand how the system operated and how the tools could be used by our staff to develop
and deploy a front-end system that would be highly-productive and easy to use for the agents,” added Deb
Girrbach Sr. Programmer Analyst Project Leader for Policy Express Hastings Mutual Insurance Company.
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The Proof of Concept lasted about one month, resulting in the final decision to move forward with Duck
Creek and its EXAMPLE Platform® solution.

The Implementation – Picking up where the Proof of Concept left off
The Proof of Concept got things started but more work needed to be done to provide a finished product
for production. The implementation timeframe met with Hastings’ expectations since they knew that the
implementation would be longer than a normal Duck Creek implementation, in order for Hastings to
develop the required third-party calls and to accommodate the in-house staff’s learning curve given the
desire to gain a high level of self-sufficiency with the EXAMPLE Author® tool.

“Our staff gained a lot of knowledge through the Proof of Concept, but the real learning occurred as we
worked to get the first product in to production. The investment of time to develop our staff’s proficiency
with the Duck Creek tools was a great investment. While it took us longer to get the system into
production, the one-time investment in our education has resulted in our self-sufficiency and more cost-
effective and quicker implementations for the rest of our product family. Our experience is a great example
of effective knowledge transfer.” added Jim Wicker, Vice President, Applications Programming
Management, Hastings Mutual Insurance Company.

In addition to the Select Contractor product, as of July 2005, Hastings has also developed and deployed its
Personal Auto line of business for Indiana and Ohio. The remaining states are under development and Hastings
has also begun work on its Homeowners line of business which is on schedule for a fourth quarter delivery.

The Results
Hastings acknowledges that the Policy Express project with Duck Creek was quick to deliver ROI by
dramatically shortening the new business process and also by developing the expertise of the Hastings staff
to enable self-sufficiency to quickly define, develop and deploy products with little to no support from the
vendor. Not only are the time-savings and quick-to-market opportunities significant, but the independence
from the vendor enables Hastings to avoid the cost of professional services that is so common with other
vendor solutions available today.

Using Duck Creek’s EXAMPLE Platform® tools, Hastings successfully created a web front-end system for
the legacy policy administration environment to capture data and execute underwriting rules. The captured
data is submitted to the back office rating engine for a quote and then sent back, via the Internet, for
display to the agent. Additionally, the Duck Creek system automatically maintains a diary/workflow and
submission/quote history for the agents via EXAMPLE Express®.

Hastings estimates that with the new Duck Creek-enabled Web-interface to agents, real-time rating and
automated underwriting rules, the new business process has been drastically shortened from the previous
one to two weeks to an average of two business days.

Future Plans
As Hastings learns more and more about the EXAMPLE Platform®, it plans to continue to expand its use
for additional lines of business – potentially, commercial lines as well. Hastings has also identified an
opportunity to use Duck Creek’s tools to develop a Web-based, front-end for yet another back-office
system - the stand-alone loss control system. The Duck Creek system looks to offer great potential for the
data capture component and reaching out to the Web to loss control representatives.

“Since the Policy Express project was focused on delivering tools to the agents, not in replacing legacy, we
felt our time and effort was better spent creating the Web capabilities and using Duck Creek for new
business. We will consider using more of the Duck Creek policy administration system capabilities in the
future. As we expand the front-end capabilities with web technologies, it will make it easier to replace the
backend without impacting the users as the technology becomes more and more transparent,” concluded
Bob Eshelbrenner.
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