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A daughter company of Belfius Bank
Belfius Bank is in the retail Top 3 in Belgium and Leader in the Public Sector
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Our company Insurance Non-Life Insurance  Life

5th

Insurer in Belgium

€ 638 Million

Gross Written Premium € 888 Million

Gross Written Premium554.471
Insured vehicles

1.377 
Employees

559.083
Insured homes

5th

Insurer Life Retail

€ 23 Billion

Balance Sheet

€ 13,7 Billion

Reserves Branch-21/26

4
Distribution Channels

1.708.896
Policies Non-Life

€ 2,2 Billion

Reserves Branch-23

Belfius Insurance activities in 2016
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Challenges for Belfius Insurance
Our traditional insurance model is being challenged on multiple areas
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Disruptive Technologies

Changing & Demanding

customers

Pressure on revenues & 

margins

Increased regulatory pressure

Complex products & 

processes

Heavy legacy systems 

& architecture
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Challenges for Belfius Insurance
Our particular IT challenges…
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Facing significant (r)evolutions in our architecture and infrastructure

2

Implementation of a package for all Non-Life products (Sherpa)

Implementation of a package for Life Group

Prepare the future Life Retail Platform (own development)

Create a Digital environment for our customers

Setup of the Belfius Way of Working Platform

Further develop and industrialize Test Competence Center 

…

Challenges 

Create a Digital environment for our employees

Industrialize RPA and explore newer areas of innovation



Focus on SHERPA
An expedition towards new insurance models for Non-Life
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To Satisfy our customers through Harmonization of our processes, and by Excelling in our services 

through Rationalizition of our Products and Adopting to the tool

3SHERPA



Focus on SHERPA
A real-time integrated end-to-end architecture guaranteeing operational excellence and 

enabling our digital ambitions

 Real time

 Integrated

 Bank Insurance

 End-to-end

 Multi-channel

 Multi-device

 Multi-language

 Multi-branding

 Quote  dunning

 Mainframe  Linux

 7 systems  1

Based on group standards for digital front-end, documents & CRM, but keeping an assembly-over-built approach

3SHERPA

User 
Interface

Data 
Warehouse

Core 
Insurance 
Package

Communication

Platform

CRM
External 

Interfaces
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IT Infrastructure 

Provider

Non-life Package Provider

Periferals Providers

Strategic IT Partner

Our Partners in SHERPA

Business & IT

3SHERPA
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Hexaware as our Strategic IT Partner in SHERPA
Hexaware was chosen as integration partner because of its large potential to help in a 

number of areas within the SHERPA program

Adapt Referential Systems

Test Management, 

Industrialization & Execution

Communication  Platform

Front-end development

Integration - Enterprise Service 

Bus

Migration

Reporting, Business 

Intelligence & Analytics
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The Olympic Minimum
The known minimum requirements to get business at Belfius Insurance
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1. 

Competitive

pricing & 

budget 

control

2.

Master and 

deliver the 

scope

3.

Timely

delivery in 

line with

agreed

planning

4.

Quality

comes

above all

5. 

Transparent

professional 

communica-

tion

In addition to the 5 basic minimum values…

 Propose innovative solutions that help us minimize our costs and increase 

operational efficiency.

 Specialized key resources in understanding our business and expectations.

To climb the podium and go for Gold

5Our journey with Hexaware



Hexaware Engagement
Focus on Customer Satisfaction Survey

12

Project Management Survey Results Summary

0

5

10

Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun

7.50 7.41 7.29 7.43 7.50 7.35 7.27 7.21 7.25 7.42 7.46 7.43

Delivery Quality Survey Results Summary

0

5

10

Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun

7.27 7.43 7.45 7.60 7.69 7.46 7.51 7.43 7.33 7.38 7.43 7.42

Resourcing Survey Results Summary

0

5
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Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun

7.59 7.61 7.57 7.60 7.60 7.56 7.60 7.50 7.44 7.51 7.52 7.47

Service Attitude Survey Results Summary

0

5

10

Jul Aug Sep Oct Nov Dec Jan Feb Mar Apr May Jun

7.38 7.58 7.39 7.54 7.61 7.38 7.47 7.36 7.50 7.54 7.39 7.50

High Satisfaction on Delivery Quality

Stable Project Management  score

Globally high & stable Resourcing score

Constant High Service attitude

5Our journey with Hexaware
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360* Relationship Gap Analysis to map the starting point and the target situation

 Hexaware has a higher positive view than Belfius Insurance (common)

 Current starting point is positive both in value and trust

1

Starting point – Belfius Insurance view of the 

relationship

2

Team

Management

1

Target – Hexaware view of the relationship

2

Team

Management

Move the Belfius 

Insurance view to a 

fulfilling relationship

Hexaware Engagement Improvement Project 
Why & Improvement Streams

Commons Goals

Work as One

Team

Enhance

Communication

Increase

Onboarding

Value

After prioritization 4 streams were identified to improve the relationship

5Our journey with Hexaware
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Project 

Management

Front-End

Java

Communication

Platform

Enterprise

Service

Bus

Testing

Technical 

Analyst

Integration 

Analyst

Business 

Analyst

Hexaware’s Implemented Model for Digital Projects
Cross-skilled & Integrated Team for Digital Success

5Our journey with Hexaware
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Increase 

Efficiency

Ensure

On-Time

Delivery

Enable

Functionality

Based

Delivery

Create

Synchronized

Teams

Clear

Responsibilities

and

Ownership

Cost Optimization

Definite Benefits of the New Working Model
Increased Efficiency & Cost Optimization

Enforce 

Effective 

Change 

Mgt

5Our journey with Hexaware



Hexaware partners with us in our quest for innovation
In addition to RPA, we are jointly exploring future possibilities in various areas

6Innovation Areas

Robotic Process 
Automation

New areas of innovation

Big Data

Chatbots

Internet of Things

Blockchain

Customer Centricity

Ecosystem

the quest continues…
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Conclusion
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7Conclusion

Towards a Mature Business Enabler

From a Reactive Problem Solver

Supporting our Digital Transformation
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Leo Schoovaerts

Deputy CIO

Belfius Insurance

Galileelaan 5, 1210 Brussels

E-mail: leo.schoovaerts@belins.be

www.belfius-verzekeringen.be
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