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Six Sigma Project 
 Pre-notification Reporting for Small Business Unit: 

Reduce the number of prenotes that are missed per month  
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Reduce Missed Prenotes - Define 

• Business Case: 
• Gaps have been identified in the auto renewal prenote process for Small 

Business accounts. It is difficult to determine which groups have missing 

prenotes 

• Some customers are not receiving a prenote 

• Some customers are receiving multiple prenotes 

• Some customers are receiving their prenote late (after 60 

day requirement) 

• Impact 
 Results in loss of customer / broker confidence 

 When extensions are needed, this results in a loss of revenue  

 Manual processing of prenotes presents several challenges 

– Strain on multiple department resources 

– Very laborious manual processes for discovery, research 
and processing 
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Processing and Creation of Extensions 

Pain Point – 9 

Process 

Vendor Processing 

Impact: 

Extensions are very time 
consuming resulting in 
loss of customer 
confidence and revenue.  

 

FMEA Ranking - 1000 

Recommendation(s) 
1.  Develop an end to end reporting tool to assist in identifying groups with missed 

Prenotes more effectively and to speed up corrections to meet compliance 
guidelines (long term report). 

2. Enhance SPM to create notification process for Renewal Manager to be made 
aware of PIDS in Prenote queue awaiting XML creation. 

3.   Enhance missed renewal process to insure clear communication to all 
functional areas affected 

4.   Optimize SPM to provide more specific PY status, they are too generalized. 

 

SBU Prenote Process (Current State) TransCentra Vendor Processing 
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PROCESS ALERT!  

Pain Point 6

Bad addresses are 

returned for correction

PROCESS ALERT!  

Pain Point 7

Prenotes created but 

not delivered to 

customer

PROCESS ALERT!  

Pain Point 9

Extensions are time 

consuming & result 

in revenue loss 

End



6 

Prenotes do not get generated for groups that 
have been termed for non-payment or have been 
reinstated 

Pain Point – 12 

Process 

SPM/HERA Manual / Auto 

Renewals  

Impact: 

Proposed version issue, 
lack of communication 
between functional areas.  
Production isn’t notified of 
reinstatements thus 
resulting in extensions, 
and loss of customer 
confidence and revenue. 

 

FMEA Ranking - 1000 

Recommendation 
1.  Enhance and develop the communication process between CSC, SBU 

LOB, Renewal Manager and SBU Production departments. 

 

1.01 -  SBU Prenote Process (Current State) SPM Bulk File Auto Renewal 
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Pain Point 3

Unable to identify groups 

that have missing 

prenotes  

PROCESS ALERT!  

Pain Point 12

Group termed for non-

payment (BU)  

PROCESS ALERT!  

Pain Point 13

Group size indicator is 

wrong or group hasn’t 

moved 

PROCESS ALERT!  

Pain Point 15

Associations are not 

identified in the system, 

requires manual process  

PROCESS ALERT!  

Pain Point 16

Tracking in-flight groups 

for follow up  
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NOTE:  This pain point is also present in SPM and HERA Manual Renewal processes. 
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21  Process Improvements Identified         (ranking order high to low)  

Recommendations 

No. 

Slide # 

Opportunity (Pain Point) Description FMEA 
Ranking* 

9 

pg. 20 

Vendor Processing – Extensions are very time consuming resulting in loss of customer confidence and 
revenue 

1000 

12 

pg. 21 

SPM/HERA Manual/Auto Renewals – Terms for non-payment/reinstatements, loss of prenote, proposed 
version issue, lack of communication between functional areas. 

1000 

20 

pg. 22 

Prenote Management – No direct access to CARS data.  Limits ability to quickly identify errors, need real 
time data for the most reliable end to end reporting, need historical queries to help eliminate extensions. 

1000 

3 

pg. 23 

SPM & HERA Bulk & Auto Renewal – Unable to identify groups that have missing prenotes, groups that 
are reinstated not on original list, time consuming resulting in loss of customer confidence, revenue loss. 

810 

4 

pg. 24 

SPM/HERA Manual Renewal, XML File Process – Time and resources researching and processing 
missed prenotes results in incorrect rates, out of compliance to meet 60 day rule. 

810 

2B 

pg. 25 

HERA Manual Renewal – Process is time consuming, negatively impacts renewal schedule, business 
rules are hard coded in SPM. 

800 

16 

pg. 26 

SPM Bulk & Manual Renewal – No one to follow up on in-flight groups insuring they get changed 
correctly so Production can renew.  Data didn’t get stored correctly in CCM.  Time consuming process.  

800 

2A 

pg. 27 

Error Management – Scrubbing process for Production is very time consuming, involves multiple areas 
and negatively impacts renewal schedule.  Alerts and error messages don’t always match. 

720 

11 

pg. 28 

HERA Bulk & Auto Renewal – Prenote process fails in HERA if rate validation fails.  No other alternative 
to generate prenotes as HERA is last resort. 

720 

10 

pg. 29 

SPM Manual Renewal Errors – Prenote process fails, some need to be processed through HERA.  Not 
able to see all the failures, time consuming process for all areas resulting in extensions and revenue loss. 

640 



After Creating Prenote Report in 
2012: We were able to see the 
process was not in control 
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The Financial Impact of missed 
Prenotes for 2012:  

Average retro dues per contract: $2,751 
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For 2013 the process is on path to 
be mostly in control due to early 
monitoring 
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Financial Impact after Prenote Report: 
 
Average retro dues per contract: $2,751 
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Early Detection using Prenote 
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Early Detection using Prenote Report 
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Average reduction by 65% 


