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• Welcome Kerry Calaiaro
• Introduction and Overview Joe Plumeri
• Shaping our Future Summary Grahame Millwater
• Shaping our Future – Client & Growth Grahame Millwater

Client Profitability Pat Regan
Small Enterprise Don Bailey
Middle Market and Large Accounts Allan Gribben
Emerging Markets Sarah Turvill
Employee Benefits Gregory Arms
Reinsurance Peter Hearn

• Break
• Shaping our Future – Solutions & Markets David Margrett

Willis Quality Index® Sally Bramall
Shaping our Future Marketing Dominic Samengo-Turner
MGAs Brendan McManus

Specialist Expertise Joe Trotti

• Shaping our Future – Platform Development Grahame Millwater
Shaping our Future London Simon Gaffney
Low cost locations (Mumbai example) Mark Parker

• Business & Financial Review Pat Regan
• Conclusion/Outlook Joe Plumeri
• Q&A Joe Plumeri
• Informal lunch with management
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Shaping our Future – strategy and execution

• Segment clients 
and deliver 
service 
consistent with 
their needs

• Target high 
growth 
businesses and 
geographies

Drive profitable 
growth through 
client value and 

service

Deliver service 
to clients 
efficiently

• Use our global 
scale to manage 
carrier 
relationships in 
the best interest 
of clients and 
Willis

• Develop new 
value added 
services and 
products

Capture value from 
our carrier 

relationships and 
product innovation

• Improve 
associate 
efficiency and 
the client 
experience 
through a 
streamlined 
organization and 
industry leading 
technology

1. Client and 
Growth 

1. Client and 
Growth

2. Solutions and 
Markets 

2. Solutions and 
Markets

3. Platform 
Development 
3. Platform 

Development
4. Financial 

Management 
4. Financial 

Management

Maximize value for 
stakeholders

• Actively Manage 
capital in the 
most prudent and 
effective way to 
maximize 
shareholder 
return
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Our current platform is strong, but there is further 
opportunity

• Our operating platform works well today

- Demonstrated by market leading margins and track record 
of cost improvement

• We see further opportunity to drive more efficiency

- Proven in Shaping our Future London and Mumbai

• We can streamline our operating model to achieve 
breakout performance
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What is the Willis platform development vision? 

Org
an

iza
tio

n Location

Systems and 
Processes

• Streamlined activity flow to 
reduce cost and increase efficiency

• End-to-end technology solution 
for both clients and carriers

• Embed compliance and document 
management

• Clearly defined roles 
and responsibilities with 
a focus on client facing 
activities

• Work located in 
most cost-effective 
location

• Local 
• Regional hub- 
and-spoke 

• Off-shore
Platform 

Development
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Example: team structure varies significantly 
between offices 

• Producer-lead teams
• Service/client manager roles vary 
• Marketing centralized within the office for 

mid-market clients

• Producers take on non-selling roles
• Marketing and claims sometimes extend into 

sales 
• Limited use of support staff

• EB organized by functional expertise
• P&C uses a single associate that sells,  

services, and markets 
• Hub-and-spoke model

Office 1

Sales

Service

Marketing

Large client Mid-market EB

Office 2

Sales

Service

Marketing

Office 3

Sales

Service

Marketing

Large client Mid-market EB

Producer 
team 1

Producer 
team 2

Producer 
team 3

Producer 
team 4
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Opportunity:  Extend hub-and-spoke model to 
achieve scale efficiencies

Benefits

Quality / Compliance
Processes can be audited to 
ensure consistent quality / 
compliance

Economies of scale can be 
achieved from pooling volume; 
Activities can be transferred to 
lower cost locations

Cost

Activities can be allocated 
across team members

Load Balance

Expertise can be developed 
and shared if supported by 
sufficient scale

Specialization

Select activities can be 
performed by specialized 
support staff

Efficiency

Hub office

Producer/ Willis 
Client 
Advocate®

Client Mgr:

Marketing:

Manufacturer

Assist’ Client 
Manager:

Construction Food 
& Bev

Healthcare

Other support: Financial 
reporting

IBS data 
entry

Loss run 
report 
analyst

Mgr

Mgr

Spoke office

HealthcareConstruction

Sales 
support

Presentation 
support
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US Example: Client-facing time varies across 
offices

Client-facing time as % of 
total

0

20

40

60

80

100

Client relationship management Prospecting

Average
(62%)
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Example: Lack of system integration results in significant 
data re-keying 

Region

Process
Sales Client / policy 

management

Billing & 
accounting 
settlement

Loss / claims

Example 
Retail office

Sales pipelineSales pipeline
Brokering systemBrokering system

Accounting systemAccounting system

Consolidated 
Notes 

Consolidated 
Notes MS AccessMS Access

Billing & Accounting systemBilling & Accounting system

Fully integrated Not integrated

IntelicertIntelicert

Lotus NotesLotus Notes

Partially integrated

MS Outlook, Word, ExcelMS Outlook, Word, Excel

Shared network driveShared network drive

Misc. 
systems 
Misc. 

systems
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These examples illustrate significant opportunity 

• Front-line involved in non-client 
facing activities

• Roles not tailored to associate 
expertise

• Additional opportunity for shared 
service centers in low cost 
locations

• Small offices do not achieve scale 
efficiencies

• Build hub-and-spoke regionally
• Centralize select activities in low 

cost hub locations
• Increase use of offshore facilities

• Standardize team structure and 
align roles & responsibilities

• Improve sales force productivity 
through higher client facing time and 
additional sales tools

• Associate frustration with process 
inefficiencies 

• Non-integrated systems 
maintained in certain business 
lines

• Standardize and streamline 
processes

• Create and implement end-to-end 
technology solution

• Imbed E&O compliance

Organization

Location

Systems and 
Processes

Key gaps Opportunities to close gaps
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Shaping our Future London has proven that we 
can successfully improve our platform

Organization

• New organizational structure for business units and 
management

• Roles mapped to maximize time on client facing activities
• Single client view throughout the business

Location
• Work located in cost efficient geographies
• Centralization of key activities

Systems and 
Processes

• New end-to-end operating system for all new 
businesses, renewals and claims

• Streamlined processes and standardized document 
templates aligning costs with value delivered

• Compliance embedded in processes and system
• Clear accountability for each stage of the process

London Transformation
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We are already starting to capture some of this 
opportunity

• Technology
-eGlobal

-Willis Client Platform (WCP)

- InsuranceNoodle technology

• Organization and process
- International efficiency review

-Australia process review

-UK retail claims

-US certificate centralization

• Locations
-Focus on Ipswich and Nashville as regional centers 

-Accelerating use of Mumbai off-shore location

• But Shaping our Future Retail will consolidate and accelerate our 
effort 
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Platform elements of Shaping our Future Retail

EBIT improvement potential
(full annualized run rate)*

($M)

FIRST CUT ANALYSIS

*EBIT improvement does not include one-time expenses

Total potential annualized EBIT improvement ~$50M

0

10

20

30

Organization Location Systems and processes
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Shaping our Future London

• A complete transformation of the business
- Platform to improve client service supported by efficient systems, processes and organization
- Significant investment (a 3-year cash-cost of $70m)
- On track to achieve $44m annual ongoing benefit

• Successfully implemented in Aerospace; business model being rolled out across 
Global Specialties and Global Markets

- Technology operational for 6 months
- New facilities launched in Terrorism, Wind Farms and International Liability
- Facility Trading platform implemented in Niche; a new competitive proposition for the business
- Over $20m of efficiency and re-pricing benefits banked to date
- Global Markets and Finex International launched in October

• Next phase of work is well underway
- Roll out the model across Global Specialties and Global Markets through the end of 2008
- Develop platform to deliver future growth opportunities
- Expanding the model to other businesses within the Group
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Shaping our Future London has proven that we 
can successfully improve our platform

Organization

• New organizational structure for business units and 
management

• Roles mapped to maximize time on client facing activities
• Single client view throughout the business

Location
• Work located in cost efficient geographies
• Centralization of key activities

Systems and 
Processes

• New end-to-end operating system for all new 
businesses, renewals and claims

• Streamlined processes and standardized document 
templates aligning costs with value delivered

• Compliance embedded in processes and system
• Clear accountability for each stage of the process

London Transformation
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Prepare   
invoicePlacement

Commence- 
ment of 
process

Initiate 
client

Gather 
histories, 
and risk 
details

Design 
program 
structure

Draft 
wordings

Prepare 
slips

Get firm 
order

Finish 
slips

Document 
production

Obtain 
quotes

Prepare 
quote for 

client

Business units have taken steps to streamline 
and improve the placement processes …

Standardized, best 
practice marketing 

pack

Market security 
validated by 

system

Documents 
generated by 

system

Data entered once 
and re-used 
through process

Client MI available 
on-screen

Automation of 
WEM checks

Submission



162

…..and the claims process

Inboun 
d 
logistics

Receive loss 
notification

Check covered 
and  set up

Notify 
carriers

Record carrier 
response

Handle carrier 
responses

Advise clients 
of progress

Diarize 
next steps

Receive 
subsequent 

advices

Scan any 
responses to 

Claims 
Handler

Integrated 
Inbound 
Logistics

Re-use of data and 
Documents  from 
Placement process

WEM embedded 
in Process

Workflow 
tracking 
integrated into 
transactional 
system

Documentation 
automatically 
generated

WEM 
embedded in 
Process

Market messages 
generated, tracked  
and received
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Example time saving: automation of contract processing

Time taken 
(man hours)

Previously Today

Automation has saved 30% of effort per policy 
and improved quality and speed of service

• Automated quote document 
production

• Eliminated cover notes
• Automated invoicing
• Increased automation of policy 

production

35 man-hours per policy 24 man-hours per policy
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0

20

40

60

Cost improvements

Repricing benefits

55% of the total gross benefits case has already 
been delivered

Shaping our Future London
($M)

2006 2007 2008 2009 2010
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Shaping our Future London conclusion

• 6 months of successfully processing business on new business model 
- Aerospace pilot completed; roll out underway in Global Markets International and 

Finex International

• End-to-end process embedded in systems

• Service improvement delivered
- Improved contract certainty at inception
- Faster document issuance including billing
- Single view of client across service areas

• Ahead on delivering projected benefits at lower than expected costs to 
date

Aggressively drive implementation of new 
model throughout Willis businesses
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Low cost operations summary

• Our 2010 Mumbai aspirations are 
- Double the size of our current low cost operations
- An additional $30M annualized benefit to Willis

• We have made significant progress to date
- 100 roles transitioned in 2007 resulting in $5.3M annualized benefit 
- Expanding the scope of territories supported by Mumbai
- Taking advantage of the talent pool in India to transition higher value roles 

• Plans are to grow low cost operations aggressively in 2008 and beyond
- Firm actions in place to transition a further 121 roles to Mumbai 

Target is to generate at least a further 400 roles
- Sourcing a second facility in Mumbai to accommodate future growth

This will require $2-3M capital expenditure

• Exploring opportunities to create a low cost center elsewhere e.g. China
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• Established in 1992 Trinity Computer Processing India Ltd. acts as a captive operation 
for back office processing

• “One Team” approach aligns objectives with other Business Unit colleagues globally
• Strong working environment ensures high retention rate of 80% against BPO industry 

average of 60%
• Effective role transitions, recruiting and training procedures in place to ensure on-going 

quality

2007
• Work undertaken for US, 

UK and Australia offices,  
as well as corporate 
functions

• 850 Associates

1992
• Operation created
• Focused on UK 

accounting
• Began with 4 Associates

2002
• Migration of other 

back-office activities 
investigated

• Grown to 400 Associates

Mumbai has been a key component of Willis’ 
operations for over 15 years
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Mumbai has grown its capabilities across 
different areas since 1992

1992 2007

Document 
productionAccounting Policy/Sales SupportClaimsReinsurance

Billing
Receivables
Payables

Treaties processing
Claims processing

Certificates
Cover notes

Loss notification
Validity negotiation
Claim collection

Renewal preparation
Sales research
Catastrophe modeling
Analytical market reviews
Carrier policy checking
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Our plan is to build on the success of 2007 and 
grow our business

• 100 jobs transitioned 
resulting in $5.3M 
annualized benefit

• Created roles in Mumbai 
supporting higher value, 
processes not previously 
undertaken, e.g.

- Catastrophe 
modeling

- Sales opportunity 
research

• Expanded work to support 
Australia from Mumbai

• Firm actions in place to 
transition an additional 
121 roles generating 
$6.4M benefit

• Continue to increase 
number of territories 
supported by Mumbai 
e.g. New Zealand and 
Singapore

• Despite expansion less 
than 10% of the Willis 
Associates worldwide 
will be situated in low 
cost locations

• Exploring opportunities in 
China

2007 2008 Beyond 2008

• Goal to move at least an 
additional 400 roles

• Focus is to grow the low 
cost operations of the 
business in multiple 
locations

• Sourcing of second 
facility to turbo-charge 
growth

2010 Objective: Achieve annualized benefit 
of $30M and double operations
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Current priority will be to provide centralized 
functions to additional regions

Accounting 132 187 0 0

Reinsurance 0 128 0 0

Document 
production 71 72 0 0

Claims 0 99 0 0

Policy 0 22 0 0

Mumbai 
(NA support)

Mumbai 
(UK support)

Mumbai 
(Australia)

# of FTEs supporting region

Sales support 0 13                          13 0 

Significant opportunity within functions where we have 
already developed high quality expertise

English speaking regions

Mumbai 
(International)

Note:  Excludes ~110 Corporate support and Indian-based resources
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Low cost locations will support our growing 
business

0
200
400
600
800

1000
1200
1400
1600
1800
2000

2002 2003 2004 2005 2006 2007

Ipswich and Nashville Mumbai

Number of FTEs

• Stable headcount in 
Ipswich and Nashville

• Mumbai headcount 
increased 113% in the 
same time period

• Increased responsibility to 
Mumbai and streamlined 
processes in Ipswich and 
Nashville drive profitable 
growth
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Low cost operations conclusion

• Our business strategy to build our low cost operation is driven by
- The economic advantage
- The talent pool available 
- Our differentiated model versus competition

• These in turn have allowed us to expand
- The scope of the processes handled
- The number of territories supported

• Our aspiration is to have multiple low cost locations
- Assuming the same size as India, other low cost locations such as China, Eastern 

Europe and Latin America could add a potential annual benefit of ~$15M

• Our ability to ultimately succeed is underpinned by
- Our proven record of successfully utilizing Mumbai
- The “one flag” approach which ensures the objectives of the low cost center are 

aligned with the objectives of the business units
- Being at the heart of the Group’s overall Shaping our Future program
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