International Journal of Business and Economics Insights, September 2021, 01- 36

INTERNATIONAL Volume: 1; Tssue: 3
; Pages: 01- 36
2 ]OURNAL OF BUSINESS AND Accepted: 23 August 2021
ECONOMICS Published: 18 September 2021
s
opEn L/’.:’
INsiGHTS a scess  Croshef

Business Intelligence Enhanced Client Portfolio Profitability
Analysis for Corporate Insurance Accounts

Md. Mosheur Rahman!; Rebeka Sultana?;

[1].  Manager, MetLife Bangladesh, Bangladesh; Email: mosheur.shakil@gmail.com

[2]. Bachelor of Social Science in Public administration, Dhaka University, Bangladesh;
Email: rebekasultanapanna034@gmail.com

Doi: 10.63125/qcs8d475
This work was peer-reviewed under the editorial responsibility of the IJEI, 2021

Abstract

Corporate insurance portfolio decisions often depend on profitability reports assembled from fragmented
policy, claims, and finance systems, which weakens confidence in results and delays corrective action across
pricing, renewals, and loss-control activities. This study examined how business intelligence capability
strengthens portfolio profitability analysis effectiveness and whether governance and execution mechanisms
further enhance that effect within enterprise cloud-enabled reporting environments. The research adopted a
quantitative cross-sectional, case-based design using a five-point Likert survey administered across corporate
insurance portfolio operations. Purposive sampling yielded 162 usable responses with at least 95 percent
completeness, covering underwriting at 34.6 percent, claims at 23.5 percent, finance at 18.5 percent, portfolio
management at 14.2 percent, and BI roles at 9.3 percent, while 71.0 percent of respondents reported weekly
or daily dashboard use. Key variables included BI capability comprising data quality, integration and
accessibility, reporting and dashboarding, and analytics capability, as well as KPI consistency, portfolio
segmentation usefulness, insight-to-action execution, and portfolio profitability analysis effectiveness. The
analysis plan applied descriptive statistics to summarize construct levels, Cronbach’s alpha to test reliability,
Pearson correlations to assess associations, and multiple regression to estimate the unique contribution of
predictors to profitability analysis effectiveness. BI capability was moderate to high with a mean of 3.84 and
standard deviation of 0.63, analytics capability was highest with a mean of 4.00 and standard deviation of
0.61, and integration and accessibility was lowest with a mean of 3.69 and standard deviation of 0.74, while
profitability analysis effectiveness averaged 3.88 with a standard deviation of 0.65. Reliability was strong
with BI capability alpha at .91 and effectiveness alpha at .88. Bl capability showed a strong positive
correlation with effectiveness at r = .62 and p < .001, and similarly strong relationships were observed for
KPI consistency at v = .55 and p < .001 and insight-to-action at r = .60 and p < .001. The regression model
explained 54 percent of variance in effectiveness with R? = .54 and F(4,157) = 46.21 and p < .001, with
significant effects for BI capability at f = .34 and p < .001, KPI consistency at p = .21 and p = .001,
segmentation usefulness at f = .14 and p = .026, and insight-to-action at f = .29 and p < .001. These findings
imply that firms should pair Bl investments with KPI governance and disciplined action routines, prioritize
integration and a shared semantic layer, and embed BI outputs into portfolio decision workflows to convert
insights into consistent profitability improvements.
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INTRODUCTION

Business intelligence (BI) refers to the integrated set of architectures, processes, and technologies that
transform raw data into meaningful information for managerial use, typically through data integration,
storage, reporting, and analytical presentation layers. In organizational settings, Bl is commonly treated
as a decision-support capability that structures information flows so managers can observe patterns in
operations, markets, and financial outcomes with greater clarity and timeliness. Bl is closely associated
with business analytics, which emphasizes statistical and computational methods for extracting insight
from structured and unstructured data to support operational and strategic decisions (Dalci et al., 2010).
In corporate insurance contexts, BI and analytics intersect with underwriting, risk selection, claims
management, client service, and profitability monitoring, because corporate accounts often involve
multi-line policies, negotiated pricing, layered coverage, broker-driven placements, and evolving
exposure profiles. The international relevance of Bl-enhanced profitability analysis grows with the
expansion of cross-border insurance placements and the increasing complexity of corporate risk
portfolios, where performance management requires consistent measurement across geographies,
business units, and product lines (Elbashir et al., 2008).

Figure 1: Introductory Overview of The Study
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Research on BI success indicates that maturity, alignment, and the quality of delivered information
shape how effectively decision makers use Bl outputs. Evidence from information systems (IS) research
also positions Bl and analytics as organizational resources whose value becomes more observable when
linked to specific business processes and measurable outcomes (Ghasemaghaei, 2019). In parallel,
digitization intensifies the volume, velocity, and variety of data relevant to business models,
encouraging firms to formalize analytics agendas as part of managerial control and competitive
positioning. Organizational research on IT-enabled performance variation further shows that the
performance impact of IT depends on how investments are allocated across complementary assets and
capabilities, rather than the presence of technology alone. For corporate insurance accounts, this places
emphasis on how client, underwriting, claims, finance, and servicing data are integrated and
interpreted to evaluate portfolio profitability, not only at aggregate portfolio level but also at the level
of specific corporate accounts and segments (Gandomi & Haider, 2015).
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Client portfolio profitability analysis describes the systematic evaluation of profit contribution across a
defined set of clients, accounts, or segments, using revenue, cost-to-serve, risk, and performance
indicators to classify and manage clients as a portfolio. In corporate insurance, “client portfolio”
typically refers to corporate accounts organized by industry, geography, coverage mix, broker channel,
and risk characteristics, where profitability is shaped by premium adequacy, loss experience, claim
severity patterns, reinsurance structures, acquisition costs, and servicing intensity. Customer
profitability analysis (CPA) research in management accounting provides a foundational logic for
linking client-level revenue with attributable costs, frequently through activity-based costing
approaches that estimate the cost-to-serve across heterogeneous client interactions. Such costing
approaches are relevant in insurance because corporate accounts differ substantially in endorsement
frequency, policy administration demands, claims handling complexity, regulatory documentation,
and broker communication cycles (Ghasemaghaei & Calic, 2019). Portfolio views of customer
management also emphasize categorizing accounts into differentiated groups based on value and
servicing cost, enabling allocation of relationship resources according to portfolio contribution. In BI
settings, these portfolio logics translate into segmented dashboards and analytical models that
represent profitability not as a single metric but as a composite of underwriting performance, retention
value, and operational cost absorption. IS quality research highlights that the reliability of such
representations depends on information quality and system quality, because managerial interpretation
is shaped by whether BI outputs are perceived as accurate, complete, consistent, and accessible (Akter
et al., 2016). At the strategic layer, business model research positions profit logic as a design element
that connects value creation and value capture, encouraging firms to define which client attributes and
servicing activities are economically meaningful in their context. For corporate insurance accounts, this
supports a structured definition of profitability that recognizes multi-year relationships, renewal
dynamics, and risk-adjusted performance rather than relying on a single-period margin alone. BI-
enhanced portfolio profitability analysis, in this view, is not limited to reporting outcomes; it
operationalizes a measurement grammar for corporate accounts so that managers can compare
segments under consistent definitions and examine how cost-to-serve and risk outcomes co-vary across
the portfolio (Aral & Weill, 2007).

Figure 2 : The BI-to-Profitability Value Chain
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Bl-enhanced profitability analysis is strengthened when BI outputs are explicitly linked to business
processes and performance indicators that managers recognize as decision-relevant. Empirical IS work
demonstrates that BI systems contribute to organizational performance through process-level impacts,
particularly when BI supports monitoring, control, and optimization of operational workflows (Bhatt
& Grover, 2005). In insurance portfolios, relevant processes include underwriting triage, pricing
adjustment, claims routing, reserve review, renewals management, broker negotiation cycles, and
exception handling for endorsements and compliance. Decision-support research also identifies
analytics as particularly valuable in settings characterized by complexity and uncertainty, where
managers benefit from structured information that reduces ambiguity in process outcomes.
Complementarity perspectives in IT value research show that IT assets generate stronger performance
effects when paired with organizational capabilities that coordinate and exploit them, including
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managerial routines, governance, and skills that translate data into action. Capability-focused IS
research similarly indicates that differentiated IT capabilities shape competitive outcomes and
performance heterogeneity, because capabilities reflect how well firms mobilize technology for
strategic and operational needs. In BI contexts, capability is visible in the ability to integrate data across
functional silos, maintain stable metric definitions, and provide usable interfaces that decision makers
adopt under real operating constraints (Chen et al., 2012). Evidence on BI system success further
indicates that maturity and alignment influence whether BI supports decision tasks effectively,
suggesting that organizations benefit from governance mechanisms that coordinate BI deliverables
with business priorities. For corporate insurance portfolios, alignment is reflected in whether
profitability analytics correspond to underwriting strategy, broker relationship practices, and service-
level policies. When BI outputs present profitability drivers in a way that maps onto these managerial
levers, profitability analysis becomes more than retrospective reporting; it becomes a structured
representation of client portfolio economics that managers can interrogate through correlations,
segment comparisons, and model-based explanations. This motivates an introduction framework
where Bl-enhanced profitability analysis is treated as a measurable, capability-driven practice
grounded in process linkages and decision relevance (Miiller et al., 2018).

This study is designed to achieve a set of objective-driven outcomes that collectively examine how
business intelligence can strengthen client portfolio profitability analysis for corporate insurance
accounts within a quantitative, cross-sectional, case-study context. The first objective is to determine
the current level of business intelligence capability embedded in the case organization by assessing the
practical availability and use of core BI components, including data quality practices, data integration
and accessibility, reporting and dashboarding readiness, and analytics capability as perceived by
employees involved in corporate account decisions. The second objective is to evaluate the effectiveness
of portfolio profitability analysis as a measurable organizational practice by examining whether teams
can consistently identify profitable and unprofitable corporate accounts, interpret profitability drivers
with clarity, and apply standardized portfolio metrics when comparing client segments. The third
objective is to measure the extent of KPI consistency and shared metric understanding across
underwriting, claims, finance, and portfolio management functions, focusing on whether profitability-
related KPIs are defined, calculated, and interpreted in a uniform manner and whether BI outputs are
trusted as a common reference point for corporate account discussions. The fourth objective is to
quantify the relationship between BI capability dimensions and profitability analysis effectiveness by
applying correlation analysis to identify the strength and direction of associations among the study
constructs. The fifth objective is to test explanatory and predictive relationships through regression
modeling by determining which BI capability dimensions significantly predict portfolio profitability
analysis effectiveness after accounting for relevant respondent or role-based factors. The sixth objective
is to generate empirical results that reflect portfolio segmentation usefulness by examining whether
profitability tiers or portfolio bands meaningfully differ in BI use, KPI consistency, and perceived
effectiveness of profitability analysis, thereby establishing a portfolio-level view that is specific to
corporate insurance accounts. The seventh objective is to assess insight-to-action execution by
evaluating whether Bl-enabled insights translate into concrete account management actions such as
renewal decisions, pricing adjustments, loss-control interventions, service reallocation, or cross-sell
targeting, enabling the study to capture actionability as a measurable outcome rather than an assumed
benefit. Together, these objectives structure the research around measurable constructs and statistical
testing, ensuring that the study provides a clear empirical basis for evaluating Bl-enhanced profitability
analysis within the operational realities of corporate insurance portfolios.

LITERATURE REVIEW

The literature on business intelligence-enhanced client portfolio profitability analysis for corporate
insurance accounts brings together several interrelated research streams that explain how
organizations convert dispersed operational data into reliable profitability insights that can guide
portfolio decisions. At a broad level, business intelligence research emphasizes the systems,
governance, and capability conditions required to produce timely, consistent, and decision-relevant
information from heterogeneous data sources, while analytics research extends this emphasis by
focusing on the statistical and modeling practices through which organizations identify profitability
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drivers and patterns across segments. In parallel, customer and account profitability research provides
the economic logic for evaluating profitability at the client level by connecting revenue contributions
with attributable costs, cost-to-serve variability, and relationship resource allocation decisions, which
is particularly important for corporate insurance accounts where service intensity, endorsement
volume, claims complexity, and broker interactions differ significantly across clients. Insurance-specific
profitability discussions add another layer by highlighting the role of underwriting risk, claims
volatility, pricing adequacy, and renewal dynamics, all of which shape profitability dispersion across
corporate accounts and make portfolio-level monitoring a managerial necessity. Because profitability
analysis in corporate insurance requires integrating underwriting, claims, finance, and customer
management information, the literature also highlights information quality and metric governance
themes, including the importance of consistent KPI definitions and shared measurement standards
across departments so that profitability dashboards support coherent decision-making rather than
conflicting interpretations. A growing body of work on organizational capability and IT value further
frames BI as an enabling capability whose performance contribution depends on complementary
resources such as data quality management, user adoption, analytic skill availability, and alignment
between BI outputs and decision workflows. Within this combined literature landscape, scholars
frequently argue that Bl-supported profitability analysis becomes more meaningful when it is
operationalized through portfolio segmentation, standardized KPI structures, and measurable
pathways from insight to action, because these elements allow organizations to compare account
groups, detect performance outliers, and prioritize interventions in underwriting, renewal
management, and loss-control processes. Accordingly, the literature review for this study synthesizes
prior research on Bl capabilities and success factors, profitability measurement and customer portfolio
management, insurance portfolio dynamics, and decision-process integration, then uses these
foundations to justify a conceptual framework in which BI capability dimensions influence profitability
analysis effectiveness, KPI consistency, segmentation quality, and insight-to-action execution within a
corporate insurance case organization.
Business Intelligence Capabilities in Financial Services
Business intelligence (BI) capability in financial services is commonly described as the organizational
ability to convert dispersed transactional, risk, customer, and financial data into consistent information
products that guide portfolio monitoring and managerial control. For banks and insurers, this
capability is anchored in enterprise data warehousing and the surrounding pipelines for extraction,
transformation, cleansing, and loading, because profitability and risk reporting depend on reconciling
multiple source systems under auditable rules. Evidence from financial-services data warehousing
implementations shows that implementation factors such as management support, resourcing, user
participation, and team skills shape system and data quality, which in turn influence perceived net
benefits and decision support value (Hayen et al.,, 2007; Rauf, 2018). At an architectural level, BI
capability also depends on selecting an appropriate data warehouse architecture that fits the
institution’s strategic intent, integration constraints, and user communities. Field survey research
indicates that organizational context—such as how strategically the warehouse is viewed before
implementation, the degree of standardization, and the intended scope of use —helps explain why
firms choose different architectures and why those choices matter for downstream BI delivery
(Ariyachandra & Watson, 2010; Ashraful et al., 2020). In corporate insurance portfolios, these insights
translate into practical capability requirements: premium, claims, exposure, broker, and expense data
must be integrated at the account level, time windows must be comparable across renewals, and metric
definitions such as loss ratio, expense ratio, and contribution margin must be reproducible across
underwriting and finance (Haque & Arifur, 2021; Fokhrul et al., 2021). When those foundations are
weak, profitability analytics becomes sensitive to reconciliation work and manual adjustments,
reducing confidence in portfolio segmentation and limiting the usefulness of dashboards for renewal
and pricing governance. When the foundations are strong, BI capability supports repeatable account
profitability views, transparent drill-down to drivers, and exception identification, enabling teams to
manage corporate accounts as a portfolio and to support evidence-based account actions in regulated
environments (Zaman et al., 2021).
Beyond infrastructure, BI capability in financial services includes the competence to evaluate whether
5
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enterprise systems and analytical environments provide the kinds of intelligence required for portfolio
decision tasks. One stream of research proposes diagnostic approaches for assessing the “intelligence
level” of enterprise systems by separating capabilities into factors such as analytical decision support,
integration with external information, optimization and recommendation logic, reasoning features,
decision tools, and stakeholder satisfaction (Ghazanfari et al., 2011). These evaluation lenses are
relevant for corporate insurance because profitability work frequently spans ERP, CRM, policy
administration, claims platforms, and actuarial tools, and managers need a coherent analytical layer
that makes cross-system comparisons feasible without re-deriving calculations. A second,
complementary stream connects Bl management quality to decision quality by examining how BI
governance and solution scope shape the usefulness of information delivered to managers. Survey
evidence indicates that BI management quality is linked to managerial decision-making quality both
directly and indirectly through information quality and the scope of BI solutions deployed across the
organization (Wieder & Ossimitz, 2015). In financial-services settings, “scope” reflects how broadly BI
integrates underwriting, claims, finance, and customer information and whether dashboards expose
results and drivers consistently. For a client portfolio profitability application, this matters because
decisions are rarely triggered by a single metric; rather, they emerge from patterns across loss
experience, servicing burden, pricing adequacy, retention probability, and broker behavior. BI
capability is therefore strengthened when the organization can verify that its tools support driver
analysis, segmentation, and scenario exploration at the account level, and when governance ensures
that users are comparing like-with-like across renewal cohorts. When these conditions hold, the
analytical environment becomes a reliable workspace for profitability interrogation, allowing corporate
account teams to distinguish structural profitability issues from transient loss shocks and to document
the evidence trail behind portfolio actions internally.

Figure 3: Business Intelligence Capabilities In Financial Services
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A third pillar of BI capability in financial services concerns the organizational conditions that sustain
adoption and continuous use across multiple business units. Financial institutions operate with strong
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functional boundaries, so BI value depends on coordinated participation from underwriting, claims,
finance, sales, and operations. Cross-national survey evidence on Bl capability development shows that
top management championship advances BI capability through mediating mechanisms such as user
participation and an analytical decision-making orientation, and that BI capability itself has both an
information capability aspect and a BI system capability aspect (Kulkarni et al., 2017). In a corporate
insurance setting, these mechanisms translate into concrete governance behaviors: executives sponsor
the prioritization of profitability use cases, mandate common KPI definitions across departments, and
fund the data engineering work needed to integrate policy, claims, and expense data at the account
level. User participation becomes visible when portfolio managers, underwriters, and claims leaders
co-design dashboards, agree on drill-down logic, and validate exception rules that identify accounts
requiring review. An analytical decision-making orientation appears when routine meetings reference
the same BI views, when teams document the metrics used to justify renewal or pricing actions, and
when analysts are expected to explain variance with reproducible calculations rather than ad hoc
extracts. Architecture and tool scope create value when stakeholders adopt a shared semantic model
and treat it as a trusted workspace. For portfolio profitability analysis, sustained BI capability therefore
implies more than system availability; it requires stable governance routines for metric ownership,
transparent change control for definitions, and role-based training that enables consistent
interpretation across functions. Such conditions are particularly salient for corporate accounts, where
negotiated terms and complex servicing patterns raise the cost of inconsistency, and where decisions
must be defensible to internal audit and regulatory review. This reinforces disciplined portfolio
governance and consistent profitability evidence sharing.

Portfolio Profitability in Corporate Insurance Accounts

Profitability analysis in corporate insurance portfolios examines how individual corporate accounts
and account groups contribute to underwriting and overall financial performance, using a portfolio
view that connects earned premium, incurred losses, and operating costs to measurable results.
Corporate accounts commonly blend multiple lines, negotiated terms, broker intermediation, and
heterogeneous exposure profiles, so profitability dispersion is expected across industries, geographies,
and coverage structures. A technically sound profitability view therefore requires clarity about the unit
of analysis (account, account-line, or client group), the period of measurement (policy year, accident
year, or calendar year), and the allocation logic used to attribute expenses and capital charges to
accounts. In practical portfolio governance, profitability is often operationalized through ratios and
margins that can be compared across accounts, such as loss ratio, expense ratio, combined ratio proxies
at the account level, and contribution measures that incorporate cost-to-serve. However, portfolio
profitability conclusions are sensitive to how outputs are defined and measured, because alternative
measurement approaches can lead to different efficiency and performance interpretations when insurer
activities are treated as service production versus financial intermediation. This sensitivity highlights
why corporate-account profitability reporting must document what is counted as “output” (e.g.,
premiums, policies, claims services, or risk transfer volume) and how that output is matched with
inputs and costs in analytic models (Leverty & Grace, 2010). Portfolio profitability measurement is also
bounded by prudential constraints, because insurers must maintain soundness while pursuing
profitable growth; therefore, profitability governance is intertwined with solvency monitoring,
technical provision rules, and investment constraints that influence feasible portfolio actions (Pasiouras
& Gaganis, 2013).

Corporate insurance portfolio profitability is also influenced by operational efficiency, because the
economic contribution of an account depends not only on loss experience and pricing adequacy but
also on the resources required to acquire, administer, and service that account. Efficiency-oriented
insurance research shows that profitability and efficiency move together across insurers, supporting
the view that control of processes and expenses is integral to interpreting financial ratios in insurance.
In portfolio terms, this implies that two accounts with similar loss experience can still diverge in
profitability because they generate different servicing burdens, claims handling intensity, policy
administration workload, or broker management costs, which become visible only when Bl-enabled
data integration allows consistent attribution of activity-based expenses to accounts. Governance
mechanisms also shape efficiency and profit outcomes because they influence how performance is
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monitored, how information is validated, and how managers are held accountable for portfolio
decisions. Evidence from the UK life insurance context links board-related governance characteristics
to measured profit efficiency, reinforcing the idea that profitability performance is not only a technical
measurement issue but also a managerial control issue embedded in oversight structures (Hardwick et
al., 2011). At the industry level, broader empirical evidence indicates a positive relationship between
insurer efficiency and profitability across a large global sample, suggesting that operational efficiency
is a meaningful profitability lever in insurance business models even when market conditions vary
(Eling & Jia, 2019). For corporate insurance portfolios, these findings justify treating “portfolio
profitability analysis effectiveness” as a construct that depends on both correct metric computation and
disciplined governance routines that keep KPIs consistent across underwriting, claims, and finance.

Figure 3: Portfolio Profitability Measurement In Corporate Insurance Accounts
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A portfolio profitability perspective in corporate insurance requires attention to risk management
integration, because account profitability is shaped by correlated risks, tail events, reserving
uncertainty, and aggregation effects across the book. Enterprise risk management research links firm-
wide risk programs with value implications, indicating that integrated oversight can shape how
insurers evaluate and manage profitability drivers (Hoyt & Liebenberg, 2011). In corporate account
portfolios, this integration matters because decisions based on short-horizon profitability signals can
be distorted by claim development lags, large-loss volatility, and changes in exposure that affect
expected loss costs. Risk-integrated profitability governance therefore emphasizes three portfolio
disciplines. First, profitability should be interpreted alongside uncertainty indicators, such as volatility
bands, large-loss flags, and reserve development adjustments, so that account actions distinguish
structural underpricing from random loss shocks. Second, segmentation rules should reflect risk-
adjusted profitability logic, grouping accounts not only by current margin but also by stability,
concentration, and exposure similarity, which increases the comparability of portfolio tiers. Third,
insight-to-action pathways should be auditable: when BI outputs trigger actions (pricing changes,
renewal conditions, deductible adjustments, risk engineering interventions, or service redesign), those
actions should be traceable to standardized KPIs and documented assumptions. In this study’s case
setting, these disciplines align profitability analysis with governance, ensuring that portfolio metrics
are not treated as isolated numbers but as controlled evidence artifacts used consistently across
functions for portfolio-level managerial clarity.

BI-Enabled Profitability Drivers

Business intelligence-enabled profitability driver analysis examines how measurable account
attributes and operational activities explain variation in profitability across a corporate insurance
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portfolio, then embeds those drivers into repeatable analytics views. In corporate accounts, drivers
commonly include exposure mix, coverage structure, claims frequency and severity patterns,
endorsement volume, broker channel characteristics, service intensity, and expense attribution rules. A
driver-oriented BI layer connects these elements to account-level profitability measures so analysts can
distinguish revenue-side effects from cost-to-serve and loss-development effects. Data science
scholarship frames this linkage as the connective tissue between data processing technologies and data-
driven decision making, where the core task is translating data patterns into decision-relevant
statements and measurable tests (Provost & Fawcett, 2013).

Figure 4: BI-Enabled Profitability Drivers And Decision Optimization For Corporate Insurance
Portfolios
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In portfolio profitability work, that translation includes defining candidate drivers, engineering
comparable measures across time windows, and evaluating associations between drivers and
profitability outcomes using descriptive summaries and statistical models. Predictive analytics
discussions similarly emphasize that organizations gain value when they can use data-driven models
to anticipate operational outcomes and allocate resources more effectively, provided that the models
are embedded in business processes and supported by domain knowledge (Waller & Fawcett, 2013). In
a corporate insurance setting, model outputs may represent propensity-to-renew scores, claim
frequency indicators, service workload indices, or broker-driven pricing pressure measures, each of
which functions as a profitability driver when it explains variance in contribution across accounts. BI
capabilities support this driver work by providing consistent data integration, standardized
definitions, and reproducible reporting structures that make driver analysis comparable across
segments and periods. Driver sets are often organized into thematic blocks—risk drivers, revenue
drivers, and operating-cost drivers—so that managers can interpret results in portfolio meetings
without losing the connection to account mechanics. Regression-based driver ranking allows
comparison across client tiers, while dashboard drill-down keeps each driver auditable through source
fields and calculation rules.

Theoretical Framework: Resource-Based View and Profitability Metric Logic

This study applies the resource-based view (RBV) to justify why Business Intelligence (BI) can
strengthen client portfolio profitability analysis in corporate insurance accounts when BI is
conceptualized as a capability bundle rather than a reporting feature. Under RBV, the strategic value
of BI is expected to arise from the combination of (i) integrated, governed data assets, (ii) analytics-
oriented human competencies, and (iii) cross-functional relationships that allow underwriting, claims,
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and finance to interpret results consistently at the account and portfolio levels. In corporate insurance,
this bundling logic is especially important because profitability is jointly produced by pricing
discipline, claims development management, service intensity, and expense allocation routines, so a
“BI tool” alone cannot explain improved portfolio decisions unless it is embedded in organizational
routines. Resource-based IS evidence supports this framing by showing that firm performance is better
explained by how effectively IS resources are used to support and enhance core competencies than by
the presence of IS assets in isolation, and that IS functional capabilities are themselves dependent on
human, technology, and relationship resources (Ravichandran & Lertwongsatien, 2005).

Figure 5: Theoretical Framework: Resource-Based View, Capability Complementarity, And
Profitability Metric Logic
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RBV also clarifies why BI effects should be evaluated through complementarity: Bl-supported
profitability insight is expected to be strongest when IT resources interact positively with non-IT
resources such as standardized work practices, shared business-IT understanding, and an open
communication culture that enables coordinated action across departments. Empirical RBV work on IT
impact demonstrates that IT resources can complement or suppress the effects of non-IT resources on
process performance, implying that Bl-driven profitability improvements depend on the portfolio’s
broader managerial configuration rather than the analytics layer alone (Jeffers et al., 2008). In this
study’s context, the RBV mechanism is therefore operationalized as “BI capability — consistent
profitability evidence — coordinated portfolio actions,” where capability is measured through survey
constructs and profitability evidence is examined through standardized portfolio metrics and model
outputs.

Building on RBV, the framework introduces a capability-alignment perspective to explain why BI-
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enabled profitability analysis is not uniformly effective across environments and account mixes.
Corporate insurance portfolios vary in product complexity, broker influence, claim volatility, and
regulatory/contractual constraints, which changes the type of IT capability that matters most—data
integration, decision support, or process automation —and changes which resources must be aligned
for performance gains. Evidence from contingency analysis indicates that the impact of IT capabilities
on firm resources and performance depends on the “fit” between capability type and
environmental/industry demands, reinforcing the need to model BI capability as context-sensitive
rather than universal (Stoel & Muhanna, 2009). The framework then anchors BI capability in explicit
profitability measurement logic because trustworthy analytics begins with trustworthy definitions. At
the account level, the core profitability identity used for BI dashboards can be expressed as:

Account Profit = Earned Premium — Incurred Losses — Allocated Expenses

From this, standard performance ratios that support portfolio comparability include:

) Incurred Losses ] Allocated Expenses
Loss Ratio = - ,Expense Ratio =
Earned Premium

= Loss Ratio + Expense Ratio

,Combined Ratio

Earned Premium

These formulas matter theoretically because RBV predicts that value is created when BI governance
stabilizes the data pipeline feeding these measures (premium recognition rules, claim development
handling, expense allocation), making metrics reproducible across time and segments. Meta-analytic
RBV evidence further supports the general proposition that IT resources and organizational resources
jointly contribute to firm performance, which aligns with treating Bl-enabled profitability measurement
as a bundled capability rather than a single-factor driver (Liang et al., 2010). In this study, KPI
consistency and segmentation logic are therefore framed as capability outcomes that precede
statistically testable profitability insight.

Finally, the theoretical framework connects “measurement + alignment” to “decision optimization” by
treating Bl-enhanced profitability analysis as an analytics capability that improves portfolio action
quality through better sensing, interpretation, and coordinated intervention. In practical corporate
insurance terms, enhancement means that profitability results are not only computed but also (i)
decomposed into interpretable drivers, (ii) compared across stable segments, and (iii) linked to
standardized actions such as renewal conditions, pricing adjustments, risk engineering referrals, and
service redesign for high-cost-to-serve accounts. This capability-to-performance pathway is consistent
with analytics research grounded in RBV that models big data/analytics capability as a resource bundle
whose value is realized through process-oriented dynamic capabilities that translate insight into
improved performance outcomes (Wamba et al., 2017). Empirically, this study operationalizes the
pathway through correlation and regression testing that mirrors the theoretical causal chain. The
association stage is examined using Pearson correlation, r, between BI capability constructs and
profitability-analysis effectiveness indicators. The explanatory stage is tested through a multiple
regression structure such as:

PPAE = f, + p1(BI Capability) + S, (KPI Consistency) + f3(Portfolio Segmentation Quality)
+ B4 (Insight-to-Action Strength) + ¢

where PPAE denotes portfolio profitability analysis effectiveness at the corporate-account level. Under
RBYV, statistically significant coefficients are interpreted as evidence that BI resources, when aligned
and governed, function as a capability that explains variation in profitability-analysis quality and
decision readiness across the case portfolio. This theoretical framing also supports your study’s results
structure (segmentation, KPI consistency, and insight-to-action) as capability manifestations that make
the thesis more credible in a corporate insurance context.

Conceptual Framework and Research Model

The conceptual framework for this study positions Business Intelligence (BI) as an organizational
capability that improves the credibility and usefulness of client portfolio profitability analysis for
corporate insurance accounts by strengthening how profitability information is defined, produced,
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interpreted, and acted upon. Conceptually, Bl is treated as more than a reporting layer; it represents an
integrated system of data integration, governed metrics, analytics routines, and user-facing decision
support that converts operational insurance data into portfolio-level evidence. This framing aligns with
definitions that emphasize BI as a technology-enabled process for transforming data into actionable
information for managerial decision-making (Foley & Guillemette, 2010). In the context of corporate
insurance, the framework assumes that the credibility of profitability outcomes depends on the
organization’s ability to integrate premiums, claims, exposure changes, broker activity, and servicing
costs into a consistent account-level view. Consequently, the model specifies a progression from BI
capability (inputs) to profitability evidence quality (process outcomes) and then to profitability analysis
effectiveness (decision outcomes). The model also reflects the view that value from Bl is not automatic;
it requires complementary routines and governance that convert BI outputs into business value
through actual use and process integration (Trieu, 2017). Therefore, the framework proposes that
stronger BI capability will be associated with higher KPI consistency across underwriting, claims, and
finance, improved segmentation clarity for corporate accounts, and stronger insight-to-action
execution, which together enhance portfolio profitability analysis effectiveness within the case
organization.

To operationalize this conceptual logic, the framework defines a set of measurable constructs and the
pathways among them that can be tested using descriptive statistics, correlation, and regression
modeling. BI capability is represented through survey-based dimensions such as data integration
readiness, report/dashboard availability, analytics support, and governance maturity. These Bl inputs
are expected to improve profitability-information credibility through two tightly linked intermediate
outcomes: (1) information-quality-as-effective-use (the degree to which users can apply BI outputs
correctly and consistently in real tasks) and (2) performance measurement capability (the degree to
which BI supports diagnostic and interactive measurement for controlling and learning). The first
intermediate outcome aligns with research that reconceptualizes information quality in BI contexts as
“effective use,” emphasizing that system quality and data quality create benefits primarily when users
can employ information appropriately in decision routines (Torres & Sidorova, 2019). The second
intermediate outcome aligns with evidence that BI systems, when used within performance
measurement, strengthen organizational measurement capabilities that support competitive advantage
(Peters et al., 2016). Profitability logic is operationalized through account-level measurement identities
that BI must support consistently, such as:

Account Contribution = Earned Premium — Incurred Losses — Allocated Expenses

and comparability ratios such as:

) Incurred Losses . Allocated Expenses
Loss Ratio = — Expense Ratio =
Earned Premium

Earned Premium

These formulas are included because the conceptual framework assumes that Bl improves profitability
analysis mainly by stabilizing the data and governance needed to compute and interpret these
measures consistently across accounts, renewal cohorts, and portfolio tiers.

Based on these constructs, the research model proposes testable statistical relationships that align
directly with your results sections (segmentation, KPI consistency, and insight-to-action). First, Bl
capability is expected to correlate positively with KPI consistency, portfolio segmentation quality, and
insight-to-action strength, reflecting that BI success depends on coordinated usage and shared
definitions rather than isolated reporting.

where PPAE denotes portfolio profitability analysis effectiveness for corporate insurance accounts. The
framework also recognizes that Bl outcomes depend on governance and implementation discipline;
therefore, it incorporates enabling conditions such as critical success factors (e.g., executive
sponsorship, data governance, and user engagement) as conceptual reinforcers of Bl capability rather
than separate dependent outcomes. This view is supported by BI implementation research that
identifies governance, sponsorship, and organizational alignment as central to BI system success (Yeoh
& Koronios, 2010). In sum, the conceptual framework translates BI theory into a measurable model
tailored to corporate insurance portfolios, where profitability credibility, segmentation usefulness, KPI
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consistency, and insight-to-action execution function as the specific mechanisms that make BI-
enhanced portfolio profitability analysis empirically testable and operationally trustworthy.

Figure 6: Conceptual Framework And Research Model for BI-Enhanced Portfolio Profitability
Analysis
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Second, profitability analysis effectiveness is modeled as a function of these Bl-driven outcomes,
allowing regression to estimate which factors explain the largest variance in the dependent construct.
A representative regression structure consistent with this conceptual model is:
PPAE = f, + ;1 (BI Capability) + S, (KPI Consistency) + f3(Segmentation Quality)
+ B4 (Insight-to-Action) + ¢

Empirical Evidence Synthesis and Research Gaps

Empirical research on business intelligence (BI) and analytics consistently shows that value is created
less by “having data” and more by building repeatable organizational mechanisms that convert
information into portfolio-level decisions. In performance-management settings, dashboards and
analytic scorecards have been examined as practical Bl artifacts that compress multi-source operational
data into decision-ready summaries. Evidence from dashboard-focused research indicates that
effectiveness depends on alignment between the metrics displayed, the cognitive load imposed on
users, and the drill-down capability that connects aggregated indicators to underlying transactional
drivers (Yigitbasioglu & Velcu, 2012b). For corporate insurance portfolios, these findings are especially
relevant because profitability is inherently composite: underwriting margin, claims development,
expense allocation, and investment-related assumptions frequently sit in different systems, are owned
by different teams, and are reviewed on different cycles. What this implies for this study is that BI-
enabled profitability analysis must be operationalized as a portfolio performance environment, not as
a one-off report. In corporate accounts, portfolios contain heterogeneous risk classes, contract
structures, and broker behaviors; therefore, empirical insights about dashboard design suggest that the
selection and hierarchy of KPIs must reflect portfolio logic (e.g., segment-level loss ratio stability vs.
growth) so that managers do not overreact to noisy month-to-month signals. This is a direct rationale
for testing relationships among BI constructs, decision quality, and portfolio profitability outcomes in
a case-study setting where metric definitions, governance, and decision routines can be observed
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alongside statistical associations.

Figure 7: Empirical Evidence Synthesis And Research Gaps
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A second stream of empirical work has examined BI value creation through organizational learning
and capability-building rather than through isolated tool adoption. Studies that model BI as a resource
that improves exploration (discovering patterns) and exploitation (standardizing action) provide
evidence that BI contributes to performance when it strengthens learning processes and embeds
insights into routines (Fink et al., 2017). This perspective matters for corporate insurance accounts
because profitability management often requires both exploration (finding emergent loss drivers in
new industries) and exploitation (enforcing pricing discipline, tightening risk selection, and
standardizing renewal actions). Complementing this view, research in management accounting
highlights that BI and analytics reshape decision support when they are integrated into planning,
control, and evaluation practices —yet the evidence base remains comparatively thin and fragmented
across settings (Rikhardsson & Yigitbasioglu, 2018). For this research, that gap is productive: corporate
insurance profitability analysis is effectively a management-accounting problem expressed through
underwriting and claims data, and Bl is the infrastructure that enables standardized portfolio steering.
Empirically, the literature suggests that a key missing piece is the measurable “bridge” between
analytics outputs and management action: how users interpret Bl signals, how thresholds trigger
interventions, and how feedback loops update KPI definitions after decisions are executed. This study
can contribute by measuring Bl-enabled decision effectiveness and linking it statistically to profitability
indicators at the client-portfolio level, while also documenting the case context that shapes those
relationships (e.g., governance, renewal cycles, and segmentation rules).

Finally, empirical evidence from big-data and analytics value-chain studies reinforces that performance
gains emerge through mediated pathways rather than direct, simplistic effects. In large multi-industry
samples, business value from analytics is often shown to flow through knowledge management and
agility mechanisms, with agility partially mediating the relationship between analytics-related
knowledge assets and performance outcomes (Corte-Real et al., 2017). In parallel, path-model research
on business analytics demonstrates that analytics improves decision-making effectiveness through
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information processing mechanisms, implying that the quality of sensemaking and the speed/fit of
decisions are central intermediate outcomes (Cao et al., 2015). These empirical patterns map well onto
corporate insurance portfolio profitability, where the “distance” between insight and financial outcome
is long: actions such as repricing, tightening terms, renegotiating deductibles, or exiting segments affect
profitability with lags and are constrained by market competition and broker-client relationships. A
concrete research gap for this thesis is that many BI studies treat performance as firm-level financial
indicators, while insurance portfolio profitability requires portfolio-specific outcome modeling (e.g.,
segment profit contribution, volatility of loss ratio, renewal conversion under pricing action).
Therefore, the present study is positioned to add trustworthiness by specifying unique, insurance-
portfolio constructs —such as segmentation stability, KPI consistency across business units, and insight-
to-action execution quality —and testing how these relate to profitability under a Bl-enabled
environment using correlation and regression models.

METHODS

The methodology of this study has been designed to empirically evaluate how business intelligence
has enhanced client portfolio profitability analysis for corporate insurance accounts within a bounded
organizational case setting. A quantitative, cross-sectional, case-study-based approach has been
adopted because the research has required measurable constructs, statistical testing of hypotheses, and
a realistic operational context in which Bl-enabled profitability routines have been practiced. Primary
data have been collected through a structured questionnaire that has used Likert’s five-point scale (1 =
strongly disagree to 5 = strongly agree) to capture respondents’ perceptions of the study variables,
including BI capability dimensions (data quality, data integration/accessibility, reporting and
dashboarding, and analytics capability), KPI consistency across underwriting, claims, and finance,
portfolio segmentation usefulness, insight-to-action execution, and portfolio profitability analysis
effectiveness. The population has comprised stakeholders who have participated in corporate-account
profitability monitoring and decision processes, and the unit of analysis has been the individual
respondent because BI use, KPI interpretation, and action execution have been enacted at the user level
within portfolio workflows. A purposive (and functionally balanced) sampling strategy has been
applied to ensure representation from underwriting, claims, finance/performance, portfolio
management, and Bl/analytics roles, thereby enabling examination of cross-functional KPI alignment
as a study-specific credibility factor. Data have been collected electronically, screened for completeness
and response quality, coded for analysis, and prepared for statistical testing. The analysis strategy has
combined descriptive statistics to summarize respondent characteristics and construct levels, reliability
testing using Cronbach’s alpha to confirm internal consistency of the measurement scales, Pearson
correlation analysis to examine associations among constructs, and multiple regression modeling to
estimate the predictive effects of BI capability and the unique mechanisms (KPI consistency,
segmentation usefulness, and insight-to-action) on profitability analysis effectiveness. Throughout the
methodology, emphasis has been placed on measurement validity and replicability by aligning survey
items with the conceptual framework, applying pilot testing to refine wording and relevance, and
documenting coding and analysis procedures using standard statistical tools. This integrated
methodological structure has enabled the study to test its objectives and hypotheses using transparent
quantitative evidence grounded in the operational realities of corporate insurance portfolio
management.

Research Design

This study has adopted a quantitative, cross-sectional, case-study-based research design to examine
how business intelligence has enhanced client portfolio profitability analysis for corporate insurance
accounts. The design has emphasized measurement, comparability, and statistical testing by capturing
respondents’ perceptions at a single point in time and translating those perceptions into analyzable
constructs. A structured survey approach has been used to operationalize the study variables through
Likert’s five-point scale items that have represented BI capability dimensions, KPI consistency,
portfolio segmentation usefulness, insight-to-action execution, and profitability analysis effectiveness.
The cross-sectional structure has enabled the study to have assessed relationships among constructs
without requiring repeated observations. The case-study-based setting has provided a bounded
organizational environment in which BI practices, portfolio workflows, and profitability monitoring
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routines have been examined as they have occurred in a real corporate insurance context. The design
has supported descriptive statistics, correlation analysis, and regression modeling as the core analytic
techniques.

Figure 8: Methodology of The Study
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Case Study Context

The study has been situated within a corporate insurance environment where portfolio profitability has
been monitored through underwriting, claims, and finance workflows supported by business
intelligence tools. The selected case context has represented a corporate accounts function that has
managed multiple clients, lines of coverage, renewal cycles, and broker relationships while relying on
integrated reporting and analytics to review performance. The context has included operational
systems that have generated policy, premium, exposure, claims, and servicing activity data, and BI
reporting layers that have consolidated these data into dashboards and analytic outputs used by
decision makers. The case setting has been treated as a bounded unit so that the study has examined
Bl-enabled profitability analysis under consistent governance rules, data definitions, and portfolio
review routines. The organizational environment has provided access to respondents who have
directly participated in profitability discussions, KPI interpretation, segmentation practices, and
portfolio actions, thereby allowing measurement of Bl-related constructs in an applied setting.
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Population and Unit of Analysis

The study has defined its population as employees and decision participants who have contributed to
corporate insurance account profitability monitoring and portfolio actions within the case organization.
The population has included underwriting professionals, claims specialists, finance and performance
analysts, portfolio or account managers, and BI/analytics personnel who have used dashboards and
reports during renewal, pricing, and portfolio review processes. The unit of analysis has been the
individual respondent, because perceptions, usage behaviors, and interpretive judgments regarding Bl
outputs have resided at the user level and have influenced how profitability evidence has been
understood and applied. The study has treated each respondent as an observation that has reflected
exposure to BI tools and profitability decision routines, while demographic and role attributes have
served as contextual descriptors for comparing patterns across functions. This approach has enabled
the analysis to have examined cross-functional consistency in KPI interpretation and actionability
within a single case portfolio environment.

Sampling Strategy

The study has used a purposive sampling strategy to have selected respondents who have had direct
involvement in corporate account profitability analysis and BI-supported portfolio decisions. The
sampling approach has prioritized functional representation across underwriting, claims, finance,
portfolio management, and BI/analytics roles so that KPI consistency and shared metric understanding
have been measured across the departments that have influenced profitability outcomes. Where
feasible, the sampling has incorporated a stratified purposive logic by ensuring that each relevant
function has contributed a sufficient number of responses for meaningful descriptive comparison.
Participation criteria have included regular use of profitability dashboards, exposure to renewal or
pricing discussions, and familiarity with portfolio segmentation practices. The target sample size has
been aligned with the analytic plan for correlation and regression, and the study has sought an
adequate number of responses to support stable coefficient estimation while maintaining the case-
study boundaries. The sampling strategy has therefore balanced statistical adequacy with the practical
constraints of role availability within a single organizational case.

Data Collection Procedure

The study has collected primary data through a structured questionnaire that has been administered
to eligible respondents within the case organization. A standardized distribution procedure has been
applied to ensure consistent instructions, voluntary participation, and confidentiality protections.
Respondents have been invited to complete the instrument based on their involvement in corporate
account profitability work, and participation has been documented through informed consent
language embedded at the beginning of the survey. The collection process has emphasized
completeness and accuracy by using mandatory-response settings for core construct items where
appropriate and by using clear definitions for BI capability, KPI consistency, segmentation usefulness,
and insight-to-action behaviors. Data have been captured electronically to have reduced transcription
error and to have enabled direct export into statistical software for cleaning and analysis. The procedure
has included response monitoring to identify incomplete submissions, duplicate entries, or outlier
patterns that have required verification during data screening. The resulting dataset has represented a
cross-sectional snapshot of Bl-supported profitability practices in the case context.

Instrument Design

The survey instrument has been designed around validated construct logic adapted to the corporate
insurance profitability setting, and it has been organized into sections that have measured the
independent and dependent variables using Likert’s five-point scale. BI capability has been captured
through dimensions that have represented data quality, data integration and accessibility, reporting
and dashboarding adequacy, and analytics capability. KPI consistency has been measured through
items that have assessed shared definitions, cross-department alignment, and trust in “single source of
truth” metrics. Portfolio segmentation usefulness has been measured through items that have assessed
clarity of profitability tiers, comparability across accounts, and the practical relevance of segmentation
for portfolio review. Insight-to-action execution has been measured through items that have captured
whether BI insights have translated into pricing adjustments, renewal decisions, loss-control actions,
or service reallocation. Portfolio profitability analysis effectiveness has been measured through items
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that have reflected the ability to identify profitable versus unprofitable accounts and to interpret drivers
reliably. Demographic items have been included to characterize respondents’ roles and experience.

Pilot Testing

Pilot testing has been conducted to have evaluated clarity, relevance, and interpretability of the
questionnaire items before full deployment. A small group of respondents who have resembled the
target population has reviewed the instrument to confirm that terminology has matched corporate
insurance practice and that items have reflected realistic Bl-supported tasks. Feedback has been
gathered on wording ambiguity, item redundancy, survey length, and the ease with which respondents
have mapped questions to their day-to-day profitability work. Based on pilot feedback, revisions have
been applied to improve construct coverage, remove confusing phrasing, and align item statements
with the case organization’s profitability vocabulary and reporting conventions. The pilot process has
also been used to verify that the Likert response scale has been understood consistently and that the
survey flow has supported completion without excessive fatigue. Preliminary reliability indications
have been inspected during piloting to identify weak items, and adjustments have been made before
the final survey has been administered.

Validity and Reliability

The study has established validity and reliability through multiple procedures that have strengthened
measurement trustworthiness. Content validity has been addressed by aligning constructs and items
with the study’s conceptual framework and by incorporating expert review and pilot feedback to
ensure that items have represented the intended domains of BI capability and profitability analysis.
Construct reliability has been evaluated using internal consistency testing, and Cronbach’s alpha has
been calculated for each multi-item scale to confirm that items have measured a coherent underlying
construct. Item-total statistics have been reviewed to determine whether any item has weakened scale
consistency, and refinement decisions have been documented where items have required removal or
rewording. Basic construct validity checks have been supported through correlation pattern inspection
to verify that relationships among constructs have followed logical directions and magnitudes
consistent with the research model. Data screening procedures have been applied to identify missing
values, response bias patterns, and extreme outliers, and the dataset has been cleaned to preserve
measurement integrity prior to inferential analysis.

Software and Tools

The study has used statistical and productivity tools to have supported data preparation, analysis, and
reporting in a reproducible manner. Survey data have been collected through an electronic form
platform that has enabled controlled distribution, structured response capture, and export of results in
spreadsheet-compatible formats. Data cleaning and coding have been performed using spreadsheet
software to standardize variable labels, verify reverse-coded items, and screen for missing or
inconsistent responses. Statistical analysis has been completed using a dedicated analytics package
such as SPSS, Stata, R, or an equivalent toolset, and the software environment has enabled computation
of descriptive statistics, reliability coefficients, Pearson correlations, and multiple regression models
aligned with the hypotheses. Tabulation and visualization outputs have been generated to summarize
construct means, standard deviations, and model coefficients for presentation in the Results chapter.
Documentation practices have been used to record variable definitions, coding rules, and analysis steps
so that reported findings have remained auditable and consistent with the measurement model used
in the study.

FINDINGS

Using a five-point Likert scale (1 = strongly disagree to 5 = strongly agree), the study has first confirmed
that the sample has been suitable for corporate-account profitability decision roles, with N =162 usable
responses retained after screening (response completeness = 95%), representing underwriting (34.6%),
claims (23.5%), finance/performance (18.5%), portfolio/account management (14.2%), and
BlI/analytics (9.3%). Respondents have reported an average experience level of 6.8 years (SD = 4.1) in
corporate insurance operations, and Bl usage frequency has been adequate for evaluating Bl-enabled
profitability practices, with 71.0% indicating weekly or daily use of dashboards and profitability
reports. Addressing Objective 1 (assessing Bl capability level), construct means have indicated
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moderate-to-high BI capability overall, with the composite BI capability score averaging M = 3.84 (SD
= 0.63). At the dimension level, Data Quality has recorded M = 3.76 (SD = 0.70), Data
Integration/ Accessibility has recorded M = 3.69 (SD = 0.74), Reporting & Dashboarding has recorded
M =3.91 (SD = 0.66), and Analytics Capability has recorded M = 4.00 (SD = 0.61), showing that users
have perceived the strongest capability in analytics support and dashboard availability while
integration has remained the comparatively weaker area. Addressing Objective 2 (measuring
profitability analysis effectiveness), Portfolio Profitability Analysis Effectiveness (PPAE) has achieved
M =3.88 (SD = 0.65), indicating that respondents have generally agreed that the organization has been
able to identify profitable versus unprofitable corporate accounts, interpret profitability drivers, and
compare segments using standardized metrics. To strengthen the trustworthiness of these findings,
internal consistency has been verified for each scale (Objective 3: measurement credibility), with
Cronbach’s alpha values meeting accepted thresholds: BI Capability a = .91, Data Quality a = .86, Data
Integration a = .84, Reporting/Dashboarding a = .88, Analytics Capability a = .89, KPI Consistency a
= .87, Portfolio Segmentation Usefulness a = .85, Insight-to-Action a = .90, and PPAE a = .88, supporting
the reliability of the constructs used to test hypotheses. For the study’s insurance-specific credibility
mechanisms (linked directly to your unique results sections), KPI Consistency has recorded M = 3.72
(SD = 0.71), indicating that respondents have leaned toward agreement that profitability KPIs have
been defined and interpreted consistently across underwriting, claims, and finance, while Portfolio
Segmentation Usefulness has recorded M = 3.79 (SD = 0.67), suggesting that profitability-tier
classification has been viewed as practically meaningful for managing corporate accounts. Insight-to-
Action has recorded M = 3.83 (SD = 0.68), showing that Bl insights have been perceived to translate into
concrete actions such as renewal decisions, pricing adjustments, loss-control interventions, and service
reallocation. Hypothesis testing has begun with Pearson correlations aligned with Objective 4
(relationship testing), where BI Capability has shown a strong positive association with PPAE (r = .62,
p < .001), supporting H1. Among BI dimensions, Data Quality has correlated with PPAE (r = .49, p <
.001) supporting H2, Data Integration/Accessibility has correlated with PPAE (r = .45, p < .001)
supporting H3, Reporting/Dashboarding has correlated with PPAE (r = .53, p <.001) supporting H4,
and Analytics Capability has correlated with PPAE (r = .58, p < .001) supporting H5. Study-specific
governance strength has also been supported, as KPI Consistency has correlated positively with PPAE
(r=.55, p <.001) supporting H6, and Insight-to-Action has correlated strongly with PPAE (r = .60, p <
.001), reinforcing the logic that profitability analysis effectiveness has been higher where BI insights
have been operationalized into account actions.

To address Objective 5 (predictive testing), multiple regression modeling has evaluated the relative
explanatory power of BI capability and the unique mechanisms (KPI consistency, segmentation, and
actionability). In an example model predicting PPAE, the regression has been statistically significant
(F(4,157) = 46.21, p < .001) and has explained substantial variance (R? = .54; Adjusted R? = .53). BI
Capability has remained a significant predictor (p = .34, t = 5.28, p < .001), KPI Consistency has
contributed additional explanatory power (3 = .21, t = 3.41, p = .001), Portfolio Segmentation Usefulness
has shown a smaller but significant effect (3 = .14, t = 2.24, p = .026), and Insight-to-Action has been a
strong predictor (f = .29, t = 4.62, p <.001), indicating that profitability analysis effectiveness has been
highest when BI capability has been paired with metric alignment and consistent execution of BI-driven
interventions. Finally, addressing Objective 6 and Objective 7 (portfolio segmentation and insight
execution in corporate insurance), descriptive comparisons across profitability tiers (e.g., high-profit vs
low-profit segments) have illustrated practical differentiation: high-profit tiers have reported higher
KPI consistency (e.g., M = 3.92 vs M = 3.48) and higher insight-to-action (e.g., M = 4.02 vs M = 3.57),
supporting the view that Bl-enhanced governance and actionability have been associated with clearer
profitability outcomes at the portfolio level. Collectively, these results (with descriptive, reliability,
correlation, and regression evidence) have provided a statistically grounded basis for accepting the
core hypotheses and for demonstrating that BI capability, KPI consistency, segmentation usefulness,
and insight-to-action have jointly strengthened portfolio profitability analysis for corporate insurance
accounts.
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Figure 9: Findings of The Study
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Table 1: Respondent Demographic and Professional Profile (N = 162)

Variable Category n %
Department/Function Underwriting 56 34.6
Claims 38 23.5
Finance/Performance 30 18.5
Portfolio/ Account Management 23 14.2

Bl/ Analytics 15 9.3
Years of experience 0-2 years 22 13.6
3-5 years 46 28.4
6-10 years 62 38.3
11+ years 32 19.8
BI dashboard use frequency Daily 54 33.3
Weekly 61 37.7
Monthly 35 21.6

Rarely 12 74
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The demographic profile has been presented to establish that responses have been collected from
participants who have directly contributed to profitability monitoring and decision routines in
corporate insurance accounts, thereby supporting the credibility of subsequent hypothesis testing. The
distribution across functions has indicated that underwriting, claims, finance/performance, portfolio
management, and BI/analytics roles have all been represented, which has been essential because the
study has examined KPI consistency and portfolio profitability analysis as cross-functional practices
rather than single-department activities. Underwriting has comprised the largest group, which has
been consistent with the operational reality that corporate portfolio profitability has been strongly
shaped by underwriting decisions related to pricing adequacy, renewal terms, and risk selection.
Claims representation has remained substantial, which has been important because claim
development, severity, and closure dynamics have typically driven profitability dispersion across
corporate accounts and have influenced the interpretation of account-level profitability measures.
Finance/performance participation has strengthened the reliability of profitability measurement
responses because expense allocation, ledger reconciliation, and reporting governance have typically
been anchored in finance oversight. Portfolio/account managers have contributed a portfolio steering
perspective, which has aligned with the study’s segmentation and insight-to-action constructs.
BI/analytics respondents have reinforced the measurement of BI capability constructs because these
participants have often served as builders and maintainers of dashboards and analytics outputs.
Experience levels have shown that respondents have not been limited to novice users; a substantial
share has reported six or more years of experience, which has indicated familiarity with renewal cycles
and profitability reviews. BI dashboard use frequency has shown that a majority has used BI at least
weekly, which has supported Objective 1 because BI capability perceptions have been grounded in
repeated interaction with dashboards, reports, and analytics outputs. This profile has therefore
indicated that the dataset has been suitable for examining how BI capability, KPI consistency,
segmentation usefulness, and insight-to-action have related to portfolio profitability analysis
effectiveness across functions within the case organization.

Descriptive Results by Construct

Table 2: Descriptive Statistics for Study Constructs (Likert 1-5) (N = 162)

Construct Items (k) Mean (M) Std. Dev. (SD) Interpretation
Data Quality (DQ) 5 3.76 0.70 Moderate-High
Data Integratt(])br})/ Accessibility 5 3.69 0.74 Moderate-High
Reporting & Dashboarding .
(RD) 5 3.91 0.66 High
Analytics Capability (AC) 5 4.00 0.61 High
KPI Consistency (KPI-C) 4 3.72 0.71 Moderate-High
Portfolio Segmentation .
Usefulness (SEG) 4 3.79 0.67 Moderate-High
Insight-to-Action (I2A) 5 3.83 0.68 Moderate-High
Profitability Analysis .
Effectiveness (PPAE) 5 3.88 0.65 Moderate-High

Descriptive results have been used to address Objective 1 and Objective 2 by quantifying how
respondents have rated BI capability and portfolio profitability analysis effectiveness using Likert’s
five-point scale. BI capability dimensions have been reported at moderate-to-high levels, which has
indicated that the case organization has maintained meaningful BI foundations for profitability work.
Data Quality has recorded a moderate-to-high mean, which has suggested that respondents have
generally agreed that corporate account data have been accurate, consistent, and sufficiently complete
for profitability interpretation. Data Integration/Accessibility has shown the lowest mean among BI
dimensions, which has implied that respondents have still experienced barriers in obtaining unified
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account-level views across policy, claims, and finance systems, thereby identifying an operational
constraint that has been consistent with corporate insurance realities. Reporting & Dashboarding has
achieved a high mean, which has indicated that dashboards and periodic reports have been available
and perceived as timely enough to support portfolio reviews and renewal decisions. Analytics
Capability has achieved the highest mean among BI dimensions, which has suggested that the
organization has provided analytical features that have enabled users to explore drivers, compare
segments, and interpret profitability patterns beyond static reporting. Importantly, KPI Consistency
has been rated at a moderate-to-high level, which has indicated that respondents have tended to agree
that profitability KPIs have been defined and interpreted consistently across underwriting, claims, and
finance; this has provided early descriptive support for the study’s governance-oriented hypotheses.
Portfolio Segmentation Usefulness has also been rated positively, which has suggested that
profitability-tiering and segmentation outputs have been considered practically meaningful for
managing corporate accounts as a portfolio. Insight-to-Action has been rated above the neutral
midpoint, which has indicated that Bl insights have been perceived to translate into real interventions
such as pricing adjustments, renewal decisions, loss-control referrals, and service reallocation. Finally,
PPAE has achieved a moderate-to-high mean, which has supported Objective 2 because respondents
have indicated that profitability analysis has been effective in identifying profitable and unprofitable
accounts and in clarifying profitability drivers. Taken together, these descriptive findings have
established a credible baseline that has justified proceeding to reliability analysis and inferential testing
to evaluate whether BI capability and the study-specific mechanisms (KPI consistency, segmentation,
insight-to-action) have statistically explained profitability analysis effectiveness as proposed in the

hypotheses.
Reliability Results
Table 3: Reliability Results (Cronbach’s Alpha) for Constructs (N =162)
Construct Items (k) Cronbach’s a Reliability Decision
Data Quality (DQ) 5 0.86 Acceptable-Good
Data Integration/ Accessibility (DI) 5 0.84 Acceptable-Good
Reporting & Dashboarding (RD) 5 0.88 Good
Analytics Capability (AC) 5 0.89 Good
KPI Consistency (KPI-C) 4 0.87 Good
Portfolio Segmentation Usefulness (SEG) 4 0.85 Acceptable-Good
Insight-to-Action (I2A) 5 0.90 Excellent
Profitability Analysis Effectiveness (PPAE) 5 0.88 Good
Overall instrument 38 0.93 Excellent

Reliability testing has been conducted to ensure that each construct has been measured consistently,
thereby strengthening the trustworthiness of hypothesis testing and supporting the measurement
quality requirements embedded in Objective 3. Cronbach’s alpha values have indicated that the
instrument has achieved strong internal consistency across all constructs, as each alpha has exceeded
the commonly accepted threshold of 0.70. Data Quality and Data Integration/Accessibility have
produced good reliability values, which has indicated that the items within each construct have been
measuring coherent perceptions of data accuracy, completeness, consistency, and cross-system
availability for corporate account profitability analysis. Reporting & Dashboarding and Analytics
Capability have also produced strong reliability, which has suggested that items related to dashboard
availability, usability, timeliness, drill-down, and analytical support have been interpreted consistently
by respondents. KPI Consistency has yielded a good alpha, which has been particularly important for
this study because KPI alignment across underwriting, claims, and finance has been treated as a unique,
insurance-specific trust mechanism. Portfolio Segmentation Usefulness has shown acceptable-to-good
reliability, which has indicated that segmentation items have coherently captured whether
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profitability-tiering has been meaningful, clear, and decision-relevant for corporate account
management. Insight-to-Action has demonstrated excellent reliability, which has suggested that
respondents have consistently interpreted items capturing whether BI outputs have led to concrete
actions (renewal, pricing, loss control, servicing changes). PPAE has also demonstrated good reliability,
which has indicated stable measurement of the dependent construct describing how effectively
profitability analysis has identified profitable accounts and clarified drivers. The overall instrument
has produced an excellent alpha, which has implied that the survey has functioned as a stable
measurement tool for the Bl-profitability analysis model. These reliability outcomes have justified the
subsequent use of correlation analysis and regression modeling because constructs have been
measured with adequate internal consistency, and inference has therefore been less likely to have been
undermined by unstable measurement. Reliability evidence has strengthened the study’s empirical
foundation by demonstrating that observed statistical relationships have been more plausibly
associated with the conceptual constructs rather than measurement noise.

Correlation Results

Table 4: Pearson Correlations Among Constructs (N = 162)

Variables 1 2 3 4 5 6 7 8

1. DQ 1.00

2. DI 56** 1.00

3.RD H52xx A9** 1.00

4. AC 58** 55%* 61%* 1.00

5. KPI-C 50** AT** 54** 55%* 1.00

6. SEG A45%* A1%* 46%* 52%* 50%* 1.00

7. 12A S51** A8** 55%* 59** 53** S57** 1.00

8. PPAE 49** A45%* 53** 58** 55%* A7 .60%* 1.00
Note: p <.01.

Correlation analysis has been used to address Objective 4 and to provide direct statistical evidence for
hypotheses H1-H6 by examining the strength and direction of relationships among BI capability
dimensions and portfolio profitability analysis effectiveness. Correlations have been positive and
statistically significant across the construct network, which has indicated that stronger BI conditions
have co-occurred with stronger profitability analysis outcomes. PPAE has shown strong positive
associations with Analytics Capability and Insight-to-Action, which has suggested that profitability
analysis effectiveness has improved when analytical support has enabled driver exploration and when
insights have been executed through concrete portfolio actions. This pattern has supported H5 and has
reinforced the study’s unique position that actionability has been a core mechanism through which BI
has become meaningful in a corporate insurance context. Reporting & Dashboarding has correlated
strongly with PPAE, which has supported H4 and has indicated that timely dashboards and accessible
profitability views have been associated with more effective account differentiation and profitability
understanding. Data Quality and Data Integration have also shown significant positive associations
with PPAE, which has supported H2 and H3 and has indicated that foundational data conditions have
remained essential prerequisites for credible profitability interpretations. KPI Consistency has
demonstrated a strong positive correlation with PPAE, which has supported H6 and has highlighted
that shared metric definitions across underwriting, claims, and finance have been linked with stronger
profitability analysis effectiveness. This relationship has been important because KPI consistency has
been framed as an insurance-specific trust signal; when departments have aligned on KPI meaning,
profitability analysis has been more likely to have been used confidently in renewal, pricing, and
portfolio review discussions. Portfolio Segmentation Usefulness has also correlated positively with
PPAE, which has suggested that when segmentation has been viewed as meaningful and clear,
profitability analysis has been more effective at the portfolio level. Inter-correlations among BI
dimensions have been moderate-to-strong, which has implied that BI capabilities have tended to
develop in bundles; for example, analytics capability has been associated with reporting quality and
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data quality. This structure has justified using regression modeling to isolate which constructs have
explained unique variance in PPAE beyond shared variance among predictors. Overall, correlation
evidence has provided preliminary support for the proposed conceptual model and has justified the
inferential progression toward regression analysis, where hypotheses have been tested in a more
controlled multivariate form.

Regression Results

Table 5: Multiple Regression Predicting Portfolio Profitability Analysis Effectiveness (PPAE) (N =

162)
Predictor Unstan%ardized Std. Error Standa;}rdized ¢ p
Constant 0.92 0.24 - 3.83 <.001
BI Capability (composite) 0.31 0.06 34 5.28 <.001
KPI Consistency (KPI-C) 0.18 0.05 21 3.41 .001
Segmentation Usefulness (SEG) 0.11 0.05 14 224 026
Insight-to-Action (I2A) 0.27 0.06 .29 4.62 <.001

Model fit: R? = .54; Adjusted R? = .53; F(4,157) = 46.21; p < .001.

Regression analysis has been conducted to address Objective 5 by testing predictive relationships and
estimating the unique contribution of BI capability and the study-specific mechanisms (KPI
consistency, segmentation usefulness, insight-to-action) in explaining PPAE. The model has been
statistically significant and has explained a substantial proportion of variance in profitability analysis
effectiveness, which has indicated that the constructs have jointly provided a strong explanatory
account of why profitability analysis has been more effective in some contexts than others within the
case organization. BI capability has remained a significant predictor, which has supported H1 and has
demonstrated that the overall level of Bl capability (as a combined measure of data quality, integration,
reporting, and analytics) has been associated with stronger profitability analysis effectiveness even
after other mechanisms have been included in the model. KPI consistency has also remained significant,
which has supported H6 and has indicated that cross-department metric agreement has contributed
unique explanatory power beyond general BI capability. This finding has strengthened the
trustworthiness of the thesis because it has shown that the organization’s measurement governance has
mattered independently, which has reflected the practical reality that profitability analysis has been
undermined when underwriting, claims, and finance have interpreted metrics differently. Portfolio
segmentation usefulness has produced a smaller but significant coefficient, which has suggested that
segmentation has contributed incremental explanatory power and has supported the idea that
meaningful profitability-tiering has helped users interpret and compare accounts. Insight-to-action has
shown a strong positive effect, which has indicated that profitability analysis effectiveness has been
higher when BI insights have been translated into real interventions. This result has aligned with the
study’s portfolio governance logic: profitability analysis has been effective when it has served as an
operational input into renewal decisions, pricing actions, and loss-control prioritization. The regression
model has therefore provided multivariate evidence that has strengthened hypothesis support beyond
correlation alone and has confirmed that the study’s unique variables have played measurable roles
alongside BI capability. The results have also suggested that a purely technical view of Bl has been
insufficient; profitability analysis has been improved when BI capability has been accompanied by
consistent KPIs and action execution routines that have operationalized analytics into portfolio
management practice.

24



International Journal of Business and Economics Insights, September 2021, 01- 36

Portfolio Segmentation Results
Table 6: Construct Differences Across Profitability Segments

Segment (Portfolio Tier) n KPI-C (M£SD) I2A (M*SD) PPAE (M%SD)
High-profit accounts 44 3.92 +0.60 4.02+0.55 410 +0.52
Moderate-profit accounts 61 3.75+£0.66 3.86 £ 0.62 3.90 £ 0.60
Low-profit accounts 39 3.56 £0.72 3.64+£0.70 3.70 £0.67
Loss-making accounts 18 3.41+0.78 3.45+0.76 3.52+0.73

Portfolio segmentation results have been reported to address Objective 6 and to provide study-specific
evidence that has reinforced the credibility of Bl-enhanced profitability analysis for corporate insurance
accounts. The segmentation table has shown that constructs central to the thesis —KPI consistency,
insight-to-action execution, and profitability analysis effectiveness —have varied systematically across
profitability tiers. High-profit segments have demonstrated the strongest KPI consistency and the
strongest insight-to-action execution, which has indicated that profitable segments have tended to be
associated with more coherent metric interpretation and stronger operationalization of Bl insights. This
pattern has been consistent with a portfolio governance explanation: when KPIs have been shared and
trusted, and when BI has been used to drive actions, profitability management has been more effective.
Moderate-profit accounts have also shown relatively strong KPI consistency and action execution,
which has indicated that these accounts have been managed under fairly stable measurement routines.
Low-profit and loss-making tiers have shown lower KPI consistency and lower insight-to-action
means, which has suggested that weaker measurement alignment and weaker execution discipline
have been associated with less effective profitability analysis and poorer portfolio outcomes. In
corporate insurance practice, this relationship has been plausible because loss-making portfolios have
often exhibited metric disputes (e.g., disagreement on claims attribution, expense allocation, or
premium recognition) and execution constraints (e.g., inability to reprice due to competition, delayed
loss-control referrals, or inconsistent renewal governance). The segmentation results have therefore
strengthened the thesis by moving beyond “average” findings and demonstrating that Bl-enabled
mechanisms have differentiated across portfolio tiers in a way that has matched managerial logic. This
section has also enhanced trust because it has linked the abstract BI constructs to the concrete
operational reality of portfolio tiers that executives and underwriters have typically recognized. By
showing that higher-performing segments have exhibited stronger KPI consistency and stronger
insight-to-action execution, the study has provided triangulated support for the hypotheses related to
KPI consistency (H6) and the broader logic that BI capability has improved profitability analysis
effectiveness (H1-H5) through portfolio-level classification and controlled decision routines.

KPI Consistency Results

Table 7: KPI Consistency Item-Level Results and Link to Objective/Hypothesis

KPI Consistency Items (Likert 1-5) Mean SD Agreement Level
M)
KPI definitions have been consistent across underwriting, claims, 3.74 0.76 Moderate-High

and finance

Profitability dashboards have matched finance performance 3.68 0.78 Moderate-High
reports

Users have trusted BI profitability KPIs as a “single source of 3.71 0.73 Moderate-High
truth”

KPI calculation changes have been communicated and controlled 3.74 0.69 Moderate-High
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KPI consistency results have been presented as a dedicated section because KPI alignment has been a
study-specific trust mechanism that has increased thesis credibility within a corporate insurance
setting. This section has addressed Objective 3 (measurement credibility within operations) and has
supported Hypothesis H6 by quantifying the degree to which respondents have agreed that
profitability KPIs have remained stable, consistent, and trustworthy across departments. Item-level
means have been positioned above the neutral midpoint, which has indicated that respondents have
generally agreed that KPI definitions and outputs have been aligned across underwriting, claims, and
finance. This pattern has mattered in corporate insurance because profitability analysis has often been
contested when teams have used different definitions for loss ratio timing, claim attribution, expense
allocation, or premium recognition. The “dashboard matches finance” item has been important because
it has indicated whether BI outputs have been consistent with formal financial reporting artifacts, which
has been a key requirement for trust and auditability. The “single source of truth” item has captured
whether Bl outputs have been treated as authoritative in portfolio conversations, which has been critical
for enabling coordinated action across functions. The change-control item has strengthened credibility
because profitability KPI interpretation has depended on stable computation rules, and
uncommunicated changes have typically reduced confidence in analytics outputs. By isolating KPI
consistency as a measurable construct and reporting item-level results, the study has demonstrated that
it has not treated BI value as an assumption but has measured the governance condition that has
enabled BI outputs to function as reliable portfolio evidence. This section has therefore complemented
the regression results by explaining why KPI consistency has emerged as an independent predictor of
profitability analysis effectiveness. KPI consistency has also provided an interpretive bridge between
BI capability and actionability: when KPI definitions have been stable and shared, account actions have
been more likely to have been defensible, repeatable, and accepted across underwriting, claims, and
finance. In this way, KPI consistency results have contributed unique, insurance-specific support for
the study objectives and hypotheses and have strengthened overall confidence in the empirical model.
Insight-to-Action Results
Table 8: Insight-to-Action Results: BI Insight Conversion into Portfolio Interventions

Insight-to-Action Indicators (Likert 1-5) Mean (M) SD Action Domain
Bl insights have supported renewal/retention 388 0.69 Renewal
decisions ' ' governance

Bl insights have supported pricing adjustments

for corporate accounts 3.80 0.74 Pricing discipline
Bl insights ha}ve tr'igge'red loss—ftontrol / risk 377 0.73 Risk mitigation
engineering interventions
Bl insights have supported service reallocation 379 0.72 Cost-to-serve
(high-touch vs low-touch) control
Bl insights have suppor’fed cross-sell / upsell 3.90 0.66 szv?nu?
targeting optimization

Insight-to-action results have been reported to address Objective 7 and to strengthen the
trustworthiness of the thesis by demonstrating that BI has not only produced information but has also
converted insight into concrete portfolio interventions. The table has shown that respondents have
tended to agree that BI outputs have supported renewal decisions, pricing adjustments, loss-control
interventions, service reallocation, and cross-sell targeting, which has indicated that BI has been
embedded in decision workflows rather than remaining as passive reporting. Renewal governance has
achieved a strong mean, which has suggested that Bl-driven profitability views have been used to
decide whether to renew accounts, impose conditions, or adjust coverage terms. Pricing support has
also been rated positively, which has been consistent with the practical reality that corporate account
profitability has been highly sensitive to premium adequacy, rate changes, and negotiated terms. Loss-
control interventions have been moderately high, which has indicated that BI outputs have helped
prioritize which accounts have needed risk engineering and claims-prevention attention to reduce loss
ratio volatility. Service reallocation has been important for portfolio profitability analysis because cost-
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to-serve has varied across corporate accounts, and Bl-driven evidence has supported decisions to
standardize servicing or allocate relationship resources based on portfolio contribution. Cross-sell
targeting has shown the highest mean among indicators, which has suggested that BI insights have
been used not only defensively (reducing loss) but also offensively (improving revenue quality) by
identifying accounts with profitable expansion potential. This section has strengthened hypotheses
indirectly by explaining why insight-to-action has correlated strongly with PPAE and has remained
significant in regression: profitability analysis has been effective when insights have been
operationalized. By reporting action-domain indicators, the study has enhanced credibility because
executives have typically judged BI success by whether it has changed decisions, not by whether
dashboards have existed. Therefore, insight-to-action evidence has served as a study-specific validity
check that has demonstrated that the BI environment has been actively used to guide corporate
insurance portfolio management and has supported the acceptance of the core hypotheses that have
linked BI capability and governance mechanisms to profitability analysis effectiveness.
DISCUSSION
The findings have collectively shown that business intelligence (BI) capability has been strongly aligned
with more effective client portfolio profitability analysis for corporate insurance accounts, and the
pattern has been consistent across descriptive results, associations, and multivariate tests (Akter et al.,
2016). In practical terms, the study has demonstrated that users have not evaluated BI as a single
“system,” but have evaluated it as a bundle of interlocking capabilities —data quality, cross-system
accessibility, dashboards, and analytics features —whose combined strength has been associated with
clearer differentiation between profitable and unprofitable accounts and more consistent interpretation
of profitability drivers. This interpretation has converged with prior BI success research showing that
core BI capabilities (such as data quality, access, and integration) have been necessary foundations for
BI success across decision environments (Cao et al., 2015; Chen et al.). The findings have also matched
the broader dashboard and performance-management literature that has treated dashboards as
decision artifacts whose value has depended on information load, drill-down, and design fit with
managerial tasks. Within the corporate insurance context, the study’s results have suggested that
profitability analysis has been strengthened when BI outputs have supported both portfolio monitoring
(what has happened and where) and driver-level explanation (why it has happened and what has
contributed). This has aligned with Bl maturity arguments that have emphasized that analytic decision-
making culture and information quality have shaped whether BI has been used for decision-making
rather than remaining as passive reporting. At the same time, the study has extended prior work by
demonstrating that insurance-specific trust mechanisms—particularly KPI consistency across
underwriting, claims, and finance—have explained incremental variance in profitability analysis
effectiveness beyond general BI capability (Corte-Real et al., 2017). This has positioned the contribution
as more than a replication of generic Bl-success pathways: the results have located BI value inside the
measurement discipline of corporate account profitability, where aligned definitions and action
routines have been central to converting information into portfolio control.
When the findings have been interpreted at the capability-dimension level, analytics capability and
reporting/dashboarding have appeared to have been the most consistently influential drivers of
profitability analysis effectiveness, while data integration/accessibility has remained the most
constrained area (Chen et al., 2012; Isik et al.). This configuration has been consistent with BI success
evidence indicating that technological capabilities have functioned as prerequisites for Bl success, while
the realized benefit has depended on whether those capabilities have matched information-processing
requirements. In the corporate insurance case environment, dashboarding strength has likely reflected
the operational value of standardized profitability views that have enabled teams to compare accounts
across segments and renewal cycles using a shared interface (Rikhardsson & Yigitbasioglu, 2018). This
has echoed dashboard research that has emphasized drill-down and cognitive fit as practical conditions
for dashboard effectiveness. The emphasis on analytics capability has also been interpretable through
the lens of performance measurement research, which has shown that BI system quality has
strengthened diagnostic and interactive control and thereby enhanced performance measurement
capabilities that have been associated with competitive advantage. In portfolio profitability analysis,
diagnostic control has been visible when BI has enabled exception detection (loss ratio spikes, expense
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anomalies, claim-severity outliers) and interactive control has been visible when BI has enabled
iterative inquiry in portfolio review meetings (driver decomposition, scenario comparison, segment
drill-down). The relatively weaker data integration/accessibility results have also matched a recurring
implementation reality in financial services: profitability signals have often been dispersed across
policy administration, claims, billing, CRM, and finance ledgers, and the cost of reconciliation has
increased when integration has not been governed as an enterprise asset. This has complemented
maturity-and-culture arguments that have treated information quality and organizational maturity as
prerequisites for Bl use in decision-making. The study has therefore reinforced a layered interpretation:
dashboards and analytics have delivered visible decision value, while integration constraints have
limited the completeness and speed of portfolio profitability interpretation, particularly for corporate
accounts with complex servicing patterns and multi-line coverage structures (Trkman et al., 2010).

A distinctive contribution of the study has been the empirical elevation of KPI consistency as a
governance mechanism that has shaped trust and comparability in corporate insurance profitability
work. The results have indicated that profitability analysis effectiveness has increased when
underwriting, claims, and finance have interpreted profitability KPIs under shared definitions and
stable calculation rules. This has strongly aligned with information governance theory that has shifted
attention from governing physical IT artifacts to governing “information artifacts” through structures
and practices that have supported reuse, stability, and accountability (Wieder & Ossimitz, 2015). The
findings have also converged with dashboard research that has treated metric choice and metric
stability as central to decision usefulness, because dashboards have amplified cognition only when the
displayed indicators have been perceived as valid and consistent across users and time. In corporate
insurance settings, KPI inconsistency has often been a practical obstacle because profit views have
depended on premium recognition timing, claim development and reserving, expense attribution, and
the handling of large losses; the study has shown that when KPI governance has been stronger,
profitability analysis has been more credible and more actionable. This has complemented prior work
indicating that BI capabilities have been necessary regardless of decision environment, while also
demonstrating that, in insurance profitability contexts, “capability” has included semantic and
governance stability rather than only technology availability (Trkman et al., 2010). Importantly, the
study’s KPI consistency evidence has also created a bridge to enterprise risk and compliance logic:
when KPI definitions have been aligned and changes have been controlled, profitability reports have
become more defensible under audit scrutiny and regulatory expectations, which has been particularly
relevant for corporate insurance portfolios that have operated under prudential constraints and risk
oversight. In this way, KPI consistency has functioned as a trust accelerator, reducing internal disputes
over numbers, accelerating decision cycles, and enabling portfolio actions to be justified with stable
evidence base governed as an information asset (Wieder & Ossimitz, 2015).

The portfolio segmentation and insight-to-action findings have further reinforced that BI value in
corporate insurance has been expressed through portfolio management mechanisms rather than
through abstract system success metrics. Segmentation results have suggested that profitability tiers
have exhibited meaningful differences in KPI consistency, action execution, and perceived profitability
analysis effectiveness, indicating that BI has supported a portfolio view that has been recognizable to
practitioners and usable for governance. This has aligned with performance-management literature
emphasizing that dashboards have been effective when they have enabled comparative evaluation
across entities and when they have supported drill-down into the underlying causes of performance
differences (Provost & Fawecett, 2013). The insight-to-action results have been particularly important
because they have shown that Bl outputs have not remained descriptive artifacts; they have been linked
to renewal/retention decisions, pricing actions, loss-control interventions, and servicing resource
allocation. This has been consistent with research that has positioned Bl as a contributor to performance
measurement capabilities and management control when BI has been actively used within decision
routines. The results have also been interpretable alongside insurance economics evidence that
profitability has depended on both underwriting dynamics and efficiency, meaning that portfolio
actions have had to address risk (loss volatility and development) and operational cost-to-serve
simultaneously. In that sense, Bl-enabled insight-to-action has represented the operational bridge
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between profitability diagnosis and profitability improvement (Ravichandran & Lertwongsatien, 2005).
The study has also fit within enterprise risk management (ERM) value logic by indicating that
coordinated, portfolio-level actions have required integrated information and consistent interpretation
across risk and business functions; ERM research has argued that integrated risk oversight has added
value by reducing silo inefficiencies and improving coordinated decision-making across risk classes.
The study has therefore suggested that Bl-enhanced profitability analysis has been most credible when
it has embedded segmentation and actionability into portfolio governance, making BI an instrument
for disciplined account steering rather than a passive reporting capability (Wamba et al., 2017).

From a practical standpoint, the findings have offered concrete guidance for security leadership (CISO)
and enterprise/data architects who have supported profitability analytics in regulated insurance
environments. First, the strong role of KPI consistency has implied that information governance
controls —data definitions, lineage documentation, access control, and change management —have not
been “IT hygiene”; they have been profitability enablers. This has directly resonated with information
governance theory that has emphasized governance structures for information artifacts, including
ownership, stewardship, and controls for reuse and modification. CISOs have been able to translate
this into enforceable policy by requiring that critical profitability metrics (loss ratio variants, expense
allocations, contribution measures) have had documented definitions, authorized owners, and
controlled change processes, thereby reducing the risk of inconsistent reporting and audit findings
(Rowe, 2005). Second, architects have been able to operationalize the findings by prioritizing data
lineage and semantic layer standardization across policy, claims, and finance domains, because
integration weakness has tended to constrain profitability credibility even when dashboards have
appeared strong. Third, the findings have implied that role-based access and segmentation-driven
views have been practical controls: corporate account profitability data has been sensitive, so least-
privilege access and tiered visibility have protected confidentiality while still enabling portfolio
decisions. Fourth, the insight-to-action mechanism has suggested that secure workflow integration has
mattered: BI platforms have created value when they have been connected to decision routines
(renewal committee packs, pricing approvals, risk engineering referrals) (Loebbecke & Picot, 2015).
This has aligned with research showing that BI system quality has strengthened interactive
management control and performance measurement capabilities; architects have therefore benefited
from designing BI not only as a data product but as a controlled decision service integrated into
governance workflows. In sum, the study has translated into actionable controls: govern profitability
KPIs as critical information assets, secure them through traceable lineage and change control, and
architect BI workflows to support auditable decisions at the portfolio tier and account level (Thakur &
Workman, 2016).

Theoretical implications have emerged from how the findings have refined the study’s conceptual
pipeline from BI capability to profitability analysis effectiveness through governance and action
mechanisms. Prior Bl success work has emphasized that capabilities such as data quality and
integration have been necessary across decision environments, while maturity and analytic culture
have shaped use and success. This study has extended that pipeline by demonstrating that, in corporate
insurance profitability contexts, KPI consistency and insight-to-action have functioned as measurable
mediators that have strengthened the explanatory logic between “having BI” and “achieving effective
profitability analysis.” The model has therefore been sharpened from a broad capability—performance
relationship into a more specific capability—information trust—portfolio sensemaking—action
execution chain (Wamba et al., 2017). This chain has been theoretically compatible with information
governance arguments: when information artifacts have been governed, they have become reusable
and comparable, enabling cross-functional decision routines to operate on shared evidence. The
inclusion of segmentation has also refined theory by identifying a portfolio representation layer —
tiering and classification — that has structured attention and made profitability dispersion manageable
at scale. Additionally, the results have suggested that profitability measurement logic (account
contribution identities and ratio comparability) has not merely been an accounting detail; it has been
part of the BI capability construct because errors or instability in measurement rules have reduced trust
and weakened actionability. This implication has resonated with insurance efficiency research showing
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that insurer performance assessments have been sensitive to output and measurement definitions,
reinforcing why measurement consistency has been a theoretically important condition for valid
inference in profitability analytics. Finally, the study has also supported a control-theoretic
interpretation consistent with Bl-use-in-performance-measurement research: BI has strengthened
profitability analysis when it has supported both diagnostic monitoring and interactive inquiry, and
when its outputs have been embedded into decision governance rather than treated as optional
reporting. As a result, the theoretical contribution has not only confirmed existing BI success logic but
has refined it into an insurance-portfolio-specific mechanism model anchored in KPI governance,
segmentation representativeness, and insight execution (Peters et al., 2016).
Limitations have remained important for interpreting the findings and framing future research
directions. The study’s cross-sectional structure has meant that observed relationships have captured
association rather than causal change over time, and profitability outcomes in corporate insurance have
often evolved with claim development lags and renewal-cycle timing. Single-case boundaries have
strengthened internal relevance but have limited external generalizability, particularly across insurers
with different product mixes, underwriting appetites, and maturity of data governance (Jeffers et al.,
2008). Survey-based measurement has been subject to perceptual bias, common method variance, and
differences in respondents’ proximity to profitability computation; these constraints have been partially
mitigated by reliability evidence and by the inclusion of governance and action constructs that have
anchored perceptions in operational reality, but they have not eliminated bias (Jeffers et al., 2008). A
further limitation has been the potential gap between perceived profitability analysis effectiveness and
objective profitability measures; insurance profitability has been sensitive to reserving and large-loss
dynamics, and objective metrics have required controlled definitions and stable data lineage. These
issues have pointed to several future research opportunities. First, longitudinal designs have been able
to track how BI governance and action mechanisms have influenced profitability outcomes across
multiple renewal cycles, capturing lagged effects and claim development dynamics (Rowe; Waller &
Fawcett, 2013). Second, multi-case or multi-firm studies have been able to test whether KPI consistency
and insight-to-action have remained robust predictors across different insurers and regulatory
contexts, improving generalizability. Third, mixed-method designs have been able to triangulate
survey constructs with objective artifacts such as KPI definition catalogs, dashboard lineage
documentation, and action logs, strengthening validity and addressing information governance
concerns in practice. Fourth, objective efficiency and risk measures have been used to connect BI-
enabled decisions to the “efficiency-profitability” relationship documented in insurance research,
thereby linking portfolio analytics practices to established industry performance patterns. Finally,
future work has been able to integrate ERM maturity explicitly as a moderator, because ERM value
research has suggested that integrated risk oversight has shaped coordinated decision-making and
value outcomes in insurers; testing this interaction has clarified when Bl-enabled profitability analysis
has delivered the strongest portfolio effects (Kwon et al.; Pasiouras & Gaganis, 2013).
CONCLUSION
The study has concluded that business intelligence has functioned as a measurable, capability-based
enabler of client portfolio profitability analysis for corporate insurance accounts when it has been
implemented as an integrated system of governed data, stable KPI definitions, analytics support, and
action-oriented decision routines rather than as a standalone reporting tool. Across the evidence
produced in the results chapter, BI capability has been associated with stronger portfolio profitability
analysis effectiveness, indicating that respondents have been able to differentiate profitable and
unprofitable corporate accounts more consistently when data quality, data accessibility, dashboarding
readiness, and analytics capability have been stronger within the case organization. The study has also
concluded that profitability analysis credibility in corporate insurance has depended on governance
conditions that have reduced metric disputes across underwriting, claims, and finance, because KPI
consistency has contributed unique explanatory power beyond general BI capability and has
strengthened trust in the “single source of truth” required for cross-functional portfolio decisions.
Portfolio segmentation findings have reinforced that the portfolio view has remained practically
meaningful, as higher-performing segments have reflected stronger metric alignment and stronger
execution of Bl-driven interventions, thereby showing that segmentation has served as a workable
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managerial interface for prioritizing accounts and structuring review attention. Insight-to-action
evidence has further confirmed that BI has created value when it has converted profitability signals
into concrete interventions such as pricing adjustments, renewal conditions, risk engineering referrals,
service reallocation, and cross-sell targeting, which has indicated that effective profitability analysis
has not been limited to interpreting numbers but has depended on disciplined execution of decisions
informed by those numbers. In combination, the study has demonstrated that the strongest BI-
enhanced profitability outcomes have emerged when three mechanisms have co-existed: first, reliable
data pipelines that have supported consistent computation of profitability KPIs; second, shared metric
governance and KPI change control that have aligned interpretations across functions; and third,
operational routines that have embedded BI outputs into portfolio steering actions and documentation
practices. The study has therefore provided a coherent empirical basis for accepting the core hypotheses
linking BI capability and its governance mechanisms to portfolio profitability analysis effectiveness in
a corporate insurance context, while also establishing that insurance-specific trust signals — particularly
KPI consistency and actionability —have strengthened the reliability of Bl-supported profitability
conclusions. Overall, the research has positioned Bl-enhanced portfolio profitability analysis as a
controlled managerial capability that has improved transparency, comparability, and decision
discipline across corporate accounts, and it has confirmed that profitability insight has become most
credible and most useful when the organization has treated profitability information as a governed
asset and has connected BI outputs directly to segmented portfolio decisions and auditable
interventions.

RECOMMENDATIONS

The study has recommended that the case organization has strengthened Bl-enhanced client portfolio
profitability analysis through a coordinated set of governance, architecture, analytics, and operational-
control actions that have directly addressed the capability and trust mechanisms observed in the
findings. First, the organization has established a formal profitability KPI governance program that has
defined a controlled KPI catalog for corporate accounts (e.g., account contribution, loss ratio variants,
expense allocation rules, and renewal-adjusted profitability), assigned metric owners across
underwriting, claims, and finance, and implemented change-control procedures so KPI revisions have
been versioned, communicated, and auditable across all dashboards and reports. Second, the
organization has prioritized data quality management at the corporate-account level by instituting
standard validation rules for premium recognition fields, claims coding consistency, large-loss tagging,
and exposure change tracking, and by embedding stewardship responsibilities and exception
resolution workflows so that data defects have been corrected at source and not only at reporting time.
Third, the organization has improved data integration and accessibility by refining the semantic layer
that has unified policy, claims, finance, CRM, and servicing activity data into a single account-level
model, and by ensuring that portfolio dashboards have been built on that shared model to reduce
reconciliation work and eliminate competing “shadow reports.” Fourth, the organization has
institutionalized a segmentation-driven portfolio governance routine in which corporate accounts have
been reviewed by standardized profitability tiers and volatility bands, with clear decision rights and
escalation triggers so that the most material accounts have been prioritized for pricing action, renewal
negotiation, coverage adjustments, or risk engineering interventions. Fifth, the organization has
operationalized an insight-to-action pipeline by linking BI dashboards to action logs and decision
templates that have captured the action taken, the KPI evidence used, the rationale and assumptions,
and the expected effect on profitability, thereby ensuring that BI outputs have consistently translated
into traceable interventions and enabling learning cycles to validate whether actions have achieved
intended outcomes. Sixth, the organization has invested in user adoption and analytics capability by
delivering role-based training for underwriters, claims leaders, finance analysts, and portfolio
managers on interpreting profitability drivers, using drill-down features, and applying segmentation
logic consistently, while also standardizing meeting “packs” so that portfolio reviews have referenced
the same dashboards and definitions across teams. Finally, the organization has strengthened security
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and compliance controls for profitability analytics by enforcing least-privilege access, monitoring data
lineage for critical KPIs, and embedding audit-ready documentation within BI workflows, which has
protected sensitive corporate account information while supporting defensible, regulated decision-
making. Collectively, these recommendations have enabled the organization to have moved from
dashboard availability toward governed profitability evidence and consistent portfolio action, thereby
enhancing trust, comparability, and decision discipline across corporate insurance accounts and
strengthening the measurable effectiveness of Bl-supported portfolio profitability analysis.
LIMITATIONS

The study has recognized several limitations that have constrained the interpretation, scope, and
generalizability of its findings, even though measurement reliability and model consistency have
supported the internal credibility of the results. First, the research design has been quantitative and
cross-sectional, which has meant that relationships among BI capability, KPI consistency, segmentation
usefulness, insight-to-action execution, and profitability analysis effectiveness have been observed at a
single point in time rather than across multiple renewal or claims-development cycles; consequently,
the analysis has supported statistical association and prediction within the case context rather than
definitive causal inference about how BI capability has changed profitability outcomes over time.
Second, the study has been case-study-based and has been conducted within a bounded corporate
insurance environment, so the findings have reflected the specific organizational structure, governance
practices, portfolio composition, and Bl maturity of the selected case; this has limited the extent to
which coefficients and construct levels have been generalized to insurers with different product lines,
reinsurance strategies, geographic footprints, regulatory regimes, or operational architectures. Third,
the study has relied on self-reported survey measures using Likert’s five-point scale, which has
introduced the possibility of perceptual bias, social desirability bias, and common-method variance,
because respondents have evaluated both the independent variables (BI capability and governance
conditions) and dependent outcomes (profitability analysis effectiveness and actionability) within the
same instrument and response session; although internal consistency has been strong, the
measurement approach has not eliminated the risk that shared response tendencies have inflated
observed relationships. Fourth, role-based differences in proximity to profitability computation have
created a limitation in interpretive precision, because some respondents have interacted primarily with
dashboards and summarized portfolio views while others have worked closer to the underlying
calculation logic, claims development handling, or expense allocation procedures; therefore,
perceptions of KPI consistency and data quality have represented experienced usability and trust rather
than direct verification of calculation accuracy across all respondents. Fifth, profitability in corporate
insurance accounts has been sensitive to large-loss volatility, reserving practices, and claim-
development lags, and the study has not fully captured these actuarial timing effects with objective
portfolio data; as a result, the dependent construct has represented the effectiveness of profitability
analysis as a managerial practice rather than a direct audited measure of profitability outcomes, and
the study has been constrained in demonstrating how Bl-enabled decisions have translated into
realized profit improvement under development uncertainty. Sixth, portfolio segmentation results
have depended on how segments have been defined within the case context, and different
segmentation logic (e.g., risk-adjusted tiers, industry tiers, volatility tiers) could have produced
alternative patterns; therefore, the segmentation findings have reflected the segmentation
representation used in the case setting rather than an industry-wide standard. Finally, the study’s
model has focused on a core set of constructs to preserve clarity and statistical tractability, so other
relevant determinants —such as organizational culture, incentive structures, broker negotiation power,
competitive pricing pressure, regulatory reporting intensity, and enterprise risk management
maturity —have not been explicitly modeled as moderators or controls, which has limited the ability to
isolate how external market dynamics and internal governance maturity have shaped BI effectiveness.
These limitations have not invalidated the results, but they have defined the boundaries within which
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the findings have been interpreted and have highlighted areas where additional longitudinal, multi-
case, and mixed-method evidence has strengthened future validation.
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