PROCESS DRIVEN SOLUTIONS . CASE STUDY

Leading Florida Agency
Implements /-Sight
Investigation Software
to Improve its Handling of
Insurance Fraud Cases

“My special investigative unit manager told me the
other day that she couldn’t live without i-Sight.”
— J.C. Dominguez, Director,

Tropical Surveillance

Customer name: Tropical Surveillance and Investigations

Challenge: ¢ Needed a reliable way of tracking and managing a growing caseload of insurance and workers’
compensation fraud investigations
e Wanted the benefits of a sophisticated case-management system without the expense of installing special
hardware and software, and without the need for onsite IT support
e The system had to be secure in order to protect sensitive client and case-related information

Solution: e Selected i-Sight Investigation Software Case Management Software for security, ease-of-use and flexibility
¢ i-Sight gives Tropical Surveillance and Investigations the tools it needs to efficiently manage its growing
caseload

e The i-Sight software is hosted and managed remotely, eliminating the costs and administrative hassles

associated with traditional client-server software.

Bank-level security ensures that only authorized staff have access to sensitive private information

e Investigators can access the system from home or on the road to update case information, record
evidence, etc.

Results: e Faster and easier communication between investigators and managers
* No more worrying about cases that might “fall between the cracks” — automatic reminders and escalation

notices ensure that nothing is overlooked
e Written reports are produced in far less time, with greater detail and accuracy
¢ Clients benefit from higher service quality and faster turnaround times

Tropical Surveillance & Investigations is one of Florida’s leading insurance defense investigation agencies. Specializing in
worker’s compensation fraud, insurance-related investigations and general liability cases, the company employs only seasoned
and highly skilled insurance defense investigators.

Recently, Tropical Surveillance set out to find a case management system that could improve the agency’s ability to record,
track and analyze investigations from beginning to end. The firm’s requirements were clear: the system had to be extremely
secure and highly reliable, yet also simple to deploy and easy to use. It had to be capable of tracking, organizing and analyzing
a rapidly expanding volume of cases and associated pieces of evidence. And it had to simplify the task of preparing reports on

completed investigations.
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Fortunately, Tropical Surveillance & Investigations found exactly what it wanted. The solution: i-Sight Investigation Software, the
world’s most customizable software for tracking investigations, managing evidence and reporting on results.

THE CHALLENGE
S

Based in Tampa, Fla., Tropical Surveillance & Investigations has experienced substantial client drive growth since its inception.
In 2006, the agency handled a multitude of cases, ranging from simple background checks to complex insurance fraud investiga-
tions involving covert surveillance, extensive interviews with witnesses and large quantities of evidence. This year, the firm’s
growth projections are well over seventy percent.

Tropical Surveillance and Investigations takes pride in its investigators’ attention to detail and ability to provide service nation-
wide. The company’s motto emphasizes its commitment to its “client centric” service in all of its undertakings. But to maintain
that level of professionalism, the firm knew it needed more than a team of dedicated and experienced investigators. It also
needed a state-of-the-art case management system that would enable the agency to more efficiently record, organize, process,
store, and distribute essential case information.

"I used to run a very large company in Tampa, so I knew how important it was to have a high-quality case management system,”
says J.C. Dominguez, director and co-owner of Tropical Surveillance. *I started looking around and talking to competitors to find
out what kind of software they were using to manage their caseloads. It turned out that many of them relied on homegrown
systems that were running on internal servers. Of course, that meant they also needed big IT departments to administer every-
thing and make sure it functioned smoothly.”

Dominguez made up his mind to go in a different direction. “Having worked in a technology setting before, I really had no desire
to manage my own servers and to develop my own IT staff. I also didn’t want to have to worry about security. As far as I'm
concerned, it makes a lot more sense to outsource those services to a company that already has expertise in security and case
management systems. That way I can have the advantages of a great case management solution without all of the complica-
tions.”

«l HE SOLUTION
J)

Dominguez’s search led him to i-Sight Investigation Software from Customer Expressions, the leader in customizable, web-
based software for business processes that require case management. i-Sight is a proven software solution that is flexible,
scalable and extremely secure, so it’s ideal for storing sensitive evidence and documenting every step of an investigation. But
unlike most other case management systems, i-Sight is administered and hosted remotely, using state-of-the-art security
processes, automated backups and redundant high-availability servers. As a result, customers don’t need to install special
hardware or software. All of the benefits of the i-Sight solution can be accessed using a standard web browser.

After speaking with a Customer Expressions associate and viewing a demonstration, Dominguez decided that i-Sight Investiga-
tion Software would give his company the tools it needed to easily and effectively manage its growing caseload.
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Having given the go-ahead, Dominguez drew up a process flow chart that illustrated how he and his staff handle each step of a
typical investigation, from the initial decision to open a case record through to completion and reporting to the client. Based on
that information, the specialists at Customer Expressions began the task of adapting the i-Sight software to the unique require-
ments and business processes of Tropical Surveillance and Investigations.

"The system provides us with automatic escalation notifications
and alerts based on various parameters. For example, if a client
tells us they need our report by a certain date, i-Sight makes sure
that nothing is overlooked.”

By December, a test system was available so that Dominguez and his team could put i-Sight through its paces. This beta stage
is a key part of every i-Sight deployment, offering managers and employees an opportunity to familiarize themselves with the
software, provide feedback to the developers and request changes to ensure that the solution functions exactly as required.

On January 18, 2007, the completed i-Sight system went live.

Looking back, Dominguez is impressed by how smoothly the implementation proceeded. He gives the developers at Customer
Expressions full marks for accommodating his team’s requests so as to ensure that the i-Sight system would precisely conform
to the agency’s existing business processes. “The people at Customer Expressions are great,” Dominguez adds. “The implemen-
tation process they follow is very clear and logical, they give you realistic deadlines and their staff do an excellent job. I was very
happy with the customer service.”

Today, instead of tracking investigations manually, Dominguez and his staff record every case in a secure, centralized database.
Initiating a case takes only seconds. After that, any member of the team can access the case and add new information. The
system, Dominguez says, is “easy to use and straightforward”. A single training session was sufficient to get his team of investi-
gators up to speed on using i-Sight. Since then, other members of the staff have “picked it up without any training at all - that'’s
how self-evident it is”.

“One of the really nice things about i-Sight is that I and my partner can see at a glance how many new cases have been added,
how many have been closed and who is working on what,” Dominguez says. “The system provides us with automatic escalation
notifications and alerts based on various parameters. For example, if a client tells us they need our report by a certain date, i-
Sight makes sure that nothing is overlooked.”

Another key benefit is that users can access the system securely from any Internet connection - whether they are at home,
across town or halfway around the world. Naturally, i-Sight employs bank-level security systems to ensure that private and
sensitive information is available only to those who have the appropriate authorization. That makes it perfect for investigators
and managers who need to access the system when they are out of the office, whether to update a case record or to check on
the progress of a specific investigation.
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At the same time, i-Sight makes it easy for the investigators at Tropical Surveillance to report their findings to clients. “A lot of
our clients will request investigations via email,” Dominguez says. “i-Sight allows us to store the client’s instructions in the
database and then track each subsequent stage of the investigation. We can also send emails to the client directly from the
system to make sure we're doing the right thing.” In addition, i-Sight allows investigators to store attachments within the case
record, including text documents, images and multimedia files, as well as links to electronic material stored on other systems.
When the case is closed, it takes only a few keystrokes to generate a complete report of all activity associated with the investiga-
tion - a major savings of time and effort compared to the traditional method of reporting.

Currently, only Dominguez and his staff at Tropical Surveillance have access to the i-Sight system. In the future, however, he
expects to provide access to many of his company’s clients - including insurance companies and adjusters - so that they can
conveniently check on the progress of a case or provide additional information that can assist the investigator.

How satisfied are the investigators at Tropical Surveillance with their new case management system? According to Dominguez,
in the first 6 weeks of implementation our case load tripled without a single glitch — a clear indication that the system is helping
his investigators manage their caseloads more efficiently. "My special investigative unit manager told me the other day that she
couldn’t live without i-Sight right now,” he adds. "I think that says a lot.”
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