
The amount of paper generated while 
off ering personal and commercial 
insurance is signifi cant, and traditional 
methods for making changes to 
policies took a long time.  Owen Sound 
headquartered Carruthers Nicol 
Insurance Inc. started looking for more 
effi  cient ways of managing the volumes 
of paper, while cutting the turnaround 
time for policy changes by leveraging 
technology.

“We are always looking for new 
solutions that make sense for our 
business. We are constantly improving 
or looking to improve the way we 
do things,” says Lisa Nicol-Kerr, Vice 
President Administration & Finance at 
Carruthers Nicol. “We never want to sit 
back and say, ‘we’ve fi gured it all out.’”

The company started scanning 
and fi ling all policy information 
electronically more than a decade 
ago, which provided a searchable, 
dependable record of client 
information. As the data requirements 
expanded, Carruthers Nicol upgraded 
its server network to IBM servers 
powered by the Intel® Xeon® Processor 
5600 Series to provide reliable access 
to their growing client record database. 

At the desktop, Carruthers Nicol added 
PCs featuring the 2nd Generation Intel® 
Core™ processor family.

“The most important thing for our 
(head offi  ce staff  in) Owen Sound is 
that we have a good stable processor 
that is going to be reliable and a decent 
speed.  We have had good success with 

the Intel® Core™ i3 (processors),” says 
Nicol-Kerr.  “I have tried other solutions 
a few times but didn’t have a lot of luck 
with them.  I found they were slower 
and not terribly reliable.  We don’t have 
any paper fi les and everything we do 
is documented electronically so if we 
can’t get into our fi les quickly, we can’t 
work.  Intel is reliable.”

Portals Speed Client Requests

With more and more insurers providing 
brokerage fi rms with electronic portal 
access into their internal systems, 
Carruthers Nicol was well positioned 
to take advantage of electronic access 
with its solid network infrastructure.

In the past, they would send policy 
updates to the insurers who would re-
input the information into their systems 
then mail the confi rmation back to 
Carruthers Nicol. Today, account 
managers log directly into the insurer 
systems using their desktops powered 
by the Intel® Core™ i3 processor to input 
the coverage requests directly.

“We used to get renewals in paper 
form and had papers everywhere … We 
would sort them by date and look at 
them in priority based on the renewal 
date.  We could never get caught up,” 
Nicol-Kerr says.  Today, all of those 
notifi cations are received electronically 
and staff  reviews them within two to 
three days of receipt. 

“It allows us to react quickly and be 
more proactive with clients,” she said. 
“We go into the system, enter the data 
once and it downloads back into our 
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system the following day.  The company system will also tell us how much the 
premium is and how much the monthly withdrawals are so we can send an email 
with that information to our clients immediately,” says Nicol-Kerr, who estimates 
standard insurance requests are now processed overnight where they could take 
four to eight weeks in the past.

Nicol-Kerr says automation and paperless records are paying off . While the 
company’s client retention rates were already above industry average at 92% 
in 2010, client retention climbed to 94% in 2012. “Being able to be quick and 
proactive with our clients is absolutely a factor,” she says, noting the adoption of 
these new technologies has allowed them to move from data entry to reviewers of 
data.

Most recently, Carruthers Nicol started off ering clients an online portal to view 
information about their personal accounts 24/7. Every day, Artizan Internet 
Services (a cloud solution) extracts the key information from Carruthers Nicol’s 
Intel® Xeon® 5650 processor-powered servers and posts it online for secure client 
access.

Paper File, Permanently

One of the fi rst innovations at Carruthers Nicol was the move towards a more 
paperless environment in the 1990s.  Over the years, they have continued to 
expand electronic record keeping to a point where today all their fi les, every 
transaction and every fi nancial record is stored and tagged within their data 
management system, running on IBM servers powered by Intel® Xeon® 5600 series 
technology.

“Our transactional fi ling system reduces the time it takes to pull a client fi le,” she 
says, noting in the past you’d have to not only pull a fi le, but also ensure it had all 
the right papers re-inserted and re-fi led at the end of each day. They have also 
moved to scan all signed documents, surveys and questionnaires, as well claim 
photos, dramatically reducing the need to keep and store paper records.

“Having more time means we can expand without adding more administrative 
staff ,” adds Nicol-Kerr. 

It has also improved the quality of information. “When I go in a look at Joe Smith’s 
fi le, I can see signed applications, letters, questionnaires and conversations. It’s all 
there and everything is documented,” says Nicol-Kerr. “And, the cost to store that 
information is much cheaper electronically.”

Connecting Seamlessly From Anywhere 

With a powerful network environment powered by Intel and reliable internet 
connectivity, Carruthers Nicol moved to a VOIP phone system to allow more 
seamless routing of calls to all offi  ces.  Nicol-Kerr says an added benefi t of the 
system is they can direct calls to service staff  in any of the fi ve offi  ces to quickly 
respond to client inquiries regardless of location.  Resources also can be shared 
among offi  ces for greater effi  ciency without requiring them to be physically located 
in one offi  ce or another.

“Your business can be run from anywhere,” says Nicol-Kerr. “It allows us a lot of 
fl exibility.”

In addition, Carruthers Nicol can now record incoming calls which are stored in 
their Intel-powered server network.  This feature helps with their own errors and 
omissions coverage since they can go back and replay any call made or received at 
the offi  ce.

Challenge

Insurance companies traditionally use 
paper fi les to track client information 
which boosts requirements for physical 
storage.  At the same time, getting 
policies changed put brokerage fi rms at 
the mercy of insurers as they waited 
for responses. Carruthers Nicol looked 
for a better way.

Solution

Moving to electronic transactions with 
more and more insurance companies 
offering electronic portal access, 
insurance broker Carruthers Nicol 
expanded its paperless environment 
while boosting response times to better 
serve clients on a reliable network 
powered by Intel® PCs and servers.

Impact

•  Being responsive to clients allows 
Carruthers Nicol to score above 
average industry retention which 
continues to improve, from a rate of 
92% in 2010 to 94% in 2012.

•  Direct access online to insurance 
company portals allows Carruthers 
Nicol to cut average policy change 
time from weeks to days.
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“In the past, it was diffi  cult to track specifi c client conversations if, for example, a 
customer said they called requesting specifi c coverage, and there were no notes in 
the fi le. We can now go back to when the client says the call was made and replay 
it, so there is no more he-said, she-said.”

The system also helps for training and performance reviews.  “We can use it to 
coach staff  and new employees, or to help sales staff  learn how to direct a call 
properly,” adds Nicol-Kerr.

With VOIP phones and centralized paperless records, Nicol-Kerr says staff , even 
their book-keeper, can work from any Carruthers Nicol offi  ce, as well as from home 
as needed.  This allows for more fl exibility for all staff .

Video Conferencing Connects Everyone

With offi  ces across the province of Ontario’s Grey and Bruce Counties, Carruthers 
Nicol looked for options that wouldn’t require staff  to make the one hour return 
trip for meetings. Conference calls weren’t eff ective so they installed Lenovo* 
workstations with Intel® Xeon® processor E5-2630 to deliver seamless video 
conference streaming. 

“It started as a way to connect with the president for management meetings while 
he was in Florida,” says Nicol-Kerr.  “But we also knew that bringing people in from 
our offi  ces uses an hour, minimum, of non-productive time by the time everyone 
gets here and gets seated.”

Today, they use video conferencing for everything from management updates to 
quick staff  training sessions.  Commercial insurance specialists also use WebEx* to 
connect with their customers face to face.

About Carruthers Nicol 
Insurance Inc.

Founded in 1950, Carruthers 
Nicol Insurance Inc. provides 
insurance solutions to more 
than 8,000 clients in Grey-Bruce 
Counties, and across Ontario.  
With its head offi  ce in Owen 
Sound, Ontario and offi  ces in 
Flesherton, Kincardine, Port 
Elgin, and Wiarton, Carruthers 
Nicol specializes in both personal 
and commercial lines of property 
and casualty insurance, along 
with group benefi ts. 
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