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EDOCS 

Special delivery 
What the industry has done to tackle the Number 1 workflow pain point 

for brokers - electronic document delivery 

I
magine hiring someone at a broker­

age just to open electronic documents 

from insurance companies to find 

out what they're about. And yet, this is 

exactly what happens when insurance 

companies send electronic documents 

(or eDocs) to insurance brokerages under 

nebulous, catch-all titles such as 'Memo.' 

"What document has been received?" a 

broker may wonder. Is it an auto policy 
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renewal? Is it a request to cancel a home 

insurance policy? Is it spam? "It's the 

Number 1 workflow pain point we hear 

from brokers," Centre for Study oflnsur­

ance Operations (CSIO) president and 

CEO Catherine Smola says of how eDocs 

can be mislabelled. 

Although eDocs standards are robust, 

the carriers' own programming of eDoc 

descriptions is more selective, she says. 

"Brokers are expressing frustration 

that [receiving mislabelled eDocs] is 

like getting mail in an envelope," Smola 

explains. "They have to open every single 

eDoc that comes in, because they could 

not identify from the description whether 

the eDoc needed to be actioned or not. 

"Five years ago, everybody was singing 

the praises of the eDoc standard because 

it eliminated paper. But in fact, brokers 






