Quality Management Survey


Quality Management Survey
Smith Group is conducting the “Quality Management Survey” in order to benchmark employee benefit provider standards and trends.  All leading employee benefit providers are asked to participate.  Responses are kept strictly confidential and results distributed to participants only.  Please take a moment to complete this survey.  

1.
Do you have a quality review program in place? If you answer No, you do not have to continue this survey.
	
	Yes

	
	No



If Yes, “X” all that apply:
	
	Financial Underwriting

	
	Customer Service

	
	Field/Sales Support

	
	Claims



Other (please specify)

	


2.
Are the quality programs in place tied to: (“X” all that apply)
	
	Customer Deliverables

	
	Job Performance

	
	Both

	
	None



Other (please specify)

	


Please answer the following questions independently for each function.
3.
What are the goals of the quality review program? (“X” all that apply)

	
	Financial Underwriting
	Customer Service
	Field / Sales Support
	Claims

	Identify Process Improvement Opportunities
	
	
	
	

	Performance Management
	
	
	
	

	Compliance
	
	
	
	



Other (please specify)

	


4.
What type of organization/group performs the quality reviews? ("X" all that apply)
	
	Financial Underwriting
	Customer Service
	Field / Sales Support
	Claims

	Centralized Group (i.e. Shared services, Quality Organization)
	
	
	
	

	Business Supported (i.e. performed by the business and are in addition to other duties)
	
	
	
	

	Compliance
	
	
	
	



Other (please specify)

	


5.
If your program is part of a Centralized group, does it report directly to the applicable Business Area?
	
	Financial Underwriting
	Customer Service
	Field / Sales Support
	Claims

	Yes
	
	
	
	

	No
	
	
	
	



If No please specify

	


6.
How many people support quality management (processing actual reviews)?
	
	Financial Underwriting
	Customer Service
	Field / Sales Support
	Claims

	From Centralized Group
	
	
	
	

	From Business Group
	
	
	
	

	Other (please specify)
	
	
	
	


7.
Identify the types of roles on the quality Management team. ("X" all that apply)
	
	Financial Underwriting
	Customer Service
	Field / Sales Support
	Claims

	Permanent Positions
	
	
	
	

	Voluntary Rotation Positions
	
	
	
	

	Mandatory Rotation Positions
	
	
	
	

	If Rotational, how much time is required?
	
	
	
	


8.
How many reviews are completed per person?
	
	Financial Underwriting
	Customer Service
	Field / Sales Support
	Claims

	From Centralized Group
	
	
	
	

	From Business Group
	
	
	
	

	Other (please specify)
	
	
	
	


9.
What percentage of reviews are targeted for the employees in each area?
	
	Financial Underwriting
	Customer Service
	Field / Sales Support
	Claims

	100%
	
	
	
	

	50%
	
	
	
	

	30%
	
	
	
	

	10%
	
	
	
	

	Random
	
	
	
	


Other (please specify)

	


10.
Are the percentage of reviews different by experience level / title?
	
	Financial Underwriting
	Customer Service
	Field / Sales Support
	Claims

	Yes
	
	
	
	

	No
	
	
	
	


Comments

	


11.
What is the format for delivering reviews? ("X" all that apply)
	
	Financial Underwriting
	Customer Service
	Field / Sales Support
	Claims

	Face to Face – Manager Only
	
	
	
	

	Face to Face – QM Team Only
	
	
	
	

	Face to Face – Manager and QM Team
	
	
	
	

	E-Mail Only
	
	
	
	


Other (please specify)

	


12.
Does the quality management team perform any other functions? ("X" all that apply)
	
	Financial Underwriting
	Customer Service
	Field / Sales Support
	Claims

	Trend Analysis & Summary reporting of review results
	
	
	
	

	Identify Process Improvement Opportunities
	
	
	
	

	Identify Training Opportunities
	
	
	
	

	Identifying and establishing best practices or guidelines
	
	
	
	

	Performing Compliance reviews
	
	
	
	


Other (please specify)

	


13.
Do you find your quality management program differentiates you in the market place?
	
	Financial Underwriting
	Customer Service
	Field / Sales Support
	Claims

	Yes
	
	
	
	

	No
	
	
	
	


Comments

	


14.
Please indicate existing quality review programs within Underwriting. ("X" all that apply)
	
	New Business “Quoted”

	
	New Business "Declined”

	
	New Business “Sold”

	
	Renewals

	
	Compliance (Licensing, Concentration of Risk, etc.)

	
	Partial Reviews (review separate components of a process)


Direct correspondence to:

Kristen deCastro

Market Research Manager

Smith Group

707 Sable Oaks Drive

South Portland, ME  04106

207.879.5680

kdecastro@smithgroupre.com
Smith Group

207.879.5699 (fax); 207.879.5680 (phone); kdecastro@smithgroupre.com

Smith Group

207.879.5699 (fax); 207.879.5680 (phone); kdecastro@smithgroupre.com

