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This whitepaper by ICON Limited provides an in-depth guide 
on ERP implementation best practices specifically designed 
for insurance firms in Africa. Drawing from our extensive 
experience in the region, we highlight key considerations, 
common pitfalls, and actionable insights to ensure a 
successful ERP rollout.
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About Us
We aim to create a social impact in the continent through leveraging technology 
and expertise to drive positive social impact initiatives within the communities, 
such as promoting financial inclusion, supporting sustainable development goals, 
and empowering under-served populations through access to digital products and 
services.

At ICON, we thrive ourselves as being 

one of the first Trans African companies 

that provides businesses localized 

digital solutions to their ever changing 

problems. We understand the needs and 

requirements and are well up to the task 

to solve them. 

We believe a shift needs to happen from 

traditional insurance business model to a 

customer focused modern service delivery 

using digital solutions

We provide companies digital solutions 

e.g. integrations, ERP solutions, 

cloud computing, custom software 

development and among other services 

across the African landscape. 

Our Vision

Who we are? What we do?

Our Mission

Our purpose is to empower people and 

businesses to achieve their full potential 

through the power of technology.

We believe that technology can be a force 

for good, and we are committed to using 

our expertise to create innovative solutions 

that make a positive impact in the world.

To provide our clients with innovative 

and reliable technology solutions that 

help them achieve their goals faster and 

more efficiently. 

We are committed to developing cutting 

edge products and services that are user 

friendly, cost effective, and tailored to our 

clients specific needs. We strive to be a 

trusted partner to our clients, providing 

expert guidance, exceptional service, and 

unparalleled value. 
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Our Objectivess

Our Values

•	 Develop and deploy tailored digital 

solutions that streamline insurance 

processes. 

•	 Expand market reach and deepen 

penetration into under-served regions.

•	 Foster a culture of continuous learning 

and professional development among 

our team members.

•	 Establish strategic alliances with leading 

technology providers, regulatory bodies, 

and industry associations. 

Innovation

We prioritize continuous innovation in our digital solutions, leveraging cutting-edge 

technologies to address the unique challenges faced by insurance firms in Africa. 

Teamwork

We believe in the power of collaboration and teamwork to achieve shared goals 

and drive collective success. We actively engage with our clients, partners, and 

employees to foster open communication, mutual respect, and constructive 

collaboration, leveraging diverse perspectives and expertise to solve complex 

challenges and deliver superior outcomes.

Integrity

 We uphold the highest standards of integrity, transparency, and ethical conduct in 

all aspects of our business operations. We are committed to building trust-based 

relationships with our clients, partners, and stakeholders. 

By working together in a spirit 

of cooperation and partnership, 

we create synergies, promote 

knowledge sharing, and maximize 

the impact of our digital solutions 

in transforming the insurance 

industry and driving sustainable 

growth and prosperity across 

Africa.
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Infrastructure challenges, 

including inconsistent internet 

connectivity and limited access to 

advanced technology, can impact 

ERP implementation. It’s crucial 

Technological 
Infrastructure

The African insurance market is 

characterized by its diversity, with varying 

levels of market maturity, regulatory 

requirements, and customer expectations. 

An ERP solution must be adaptable to 

these differences, ensuring compliance 

with local regulations while supporting 

growth across multiple jurisdictions.

to select a solution that is robust, scalable, 

and capable of operating in environments 

with limited resources.collaboration, and 

consultation sessions to ensure alignment 

with stakeholder needs, expectations, and 

interests. While leveraging participatory 

Enterprise Resource Planning (ERP) 

systems have emerged as a critical tool 

in this transformation, providing a unified 

platform to manage various business 

processes. However, the successful 

implementation of an ERP system 

requires a strategic approach tailored to 

the unique challenges and opportunities 

in the African insurance sector. 

 

This whitepaper by ICON Limited 

provides an in-depth guide on ERP 

implementation best practices 

specifically designed for insurance firms 

in Africa. Drawing from our extensive 

experience in the region, we highlight 

key considerations, common pitfalls, 

and actionable insights to ensure a 

successful ERP rollout.

Market Diversity and Regulatory Landscape

Understanding the Unique 
Needs of African Insurance 
Firms
In an era of rapid digital transformation, insurance firms across Africa are seeking 
to leverage technology to enhance operational efficiency, customer experience, and 
regulatory compliance.
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Market Diversity
Technological 

infrastracture

Customer 

Centricity
Success!!!! 

A comprehensive needs assessment 

is critical to understanding the 

specific requirements of the firm. This 

involves evaluating current processes, 

identifying pain points, and determining 

the functionalities required in the 

ERP system. Engaging stakeholders 

from across the organization in this 

process ensures that the ERP solution 

addresses the needs of all departments.

Conduct a Thorough 
Needs Assessment

•	 Selecting the right ERP solution is 

one of the most crucial steps in the 

implementation process. Insurance 

firms should look for a solution that 

offers flexibility, scalability, and 

industry-specific functionalities. It’s 

important to consider the vendor’s 

experience in the insurance sector and 

their ability to provide ongoing support 

and updates.

Before embarking on an ERP 

implementation, insurance firms must 

clearly define their objectives. Whether 

the goal is to improve operational 

efficiency, enhance data management, 

or achieve regulatory compliance, 

having well-defined objectives ensures 

that the ERP system aligns with the 

firm’s strategic goals.priority features 

and functionalities in each sprint. Lastly, 

we conducted regular sprint reviews, 

retrospectives, and stand-up meetings 

to assess progress, identify challenges, 

and adjust priorities and plans as needed. 

African insurance customers are increasingly 

demanding personalized products and 

services. An ERP system should enable firms 

to offer tailored solutions, streamline customer 

interactions, and enhance overall customer 

experience.

ERP Implementation Best Practices
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Change management is often overlooked but is critical to the success of an 
ERP implementation. Employees must be prepared for the transition, and this 
requires comprehensive training and communication strategies. An effective 
change management plan should address potential resistance, foster a culture of 
acceptance, and ensure that staff are fully equipped to use the new system.

Ensure Data Accuracy and Migration

1.1	 Problem to Solve

Data accuracy is fundamental to the 

success of any ERP system. Insurance 

firms must ensure that data is cleaned, 

standardized, and migrated correctly 

to the new system. Establishing 

robust data governance practices and 

conducting regular audits can prevent 

issues related to data quality.

Given the sensitive nature of the 

data handled by insurance firms, 

cybersecurity must be a top 

priority. The ERP system should 

include advanced security features 

such as encryption, multi-factor 

authentication, and regular security 

updates to protect against cyber 

threats..

The implementation process does not end with the go-live date. Continuous monitoring and 

optimization are essential to ensuring that the ERP system delivers the expected benefits. 

Insurance firms should establish KPIs to measure system performance and regularly review 

processes to identify areas for improvement.
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Mayfair Insurance, a leading insurance provider in Africa, operates across multiple 
countries, offering a wide range of insurance products, including motor, health, 
property, and marine among other products. As the company expanded, it faced 
increasing challenges in managing its growing operations, data, and regulatory 
compliance across different jurisdictions. The existing systems were outdated, 
lacked integration, and could no longer support the firm’s strategic goals.

Recognizing the need for a more robust, scalable, and integrated solution, Mayfair 
Insurance sought to implement an Enterprise Resource Planning (ERP) system that 
would streamline its operations, enhance data management, and ensure compliance 
with diverse regulatory requirements across its operating regions.

Challenges
Operational Inefficiencies: The firm’s existing systems were siloed, leading to duplication 

of efforts, inconsistencies in data, and inefficiencies in core business processes such as 

claims processing, underwriting, and policy management.

Regulatory Compliance: Operating in multiple countries, Mayfair Insurance needed 

to comply with a variety of local regulations. The lack of an integrated system made it 

difficult to ensure consistent compliance and reporting across different jurisdictions.

Data Management: The company struggled with data accuracy and accessibility due to 

fragmented systems. This hindered decision-making and limited the firm’s ability to gain 

insights into customer behavior and market trends

Scalability: As Mayfair Insurance expanded its operations, the existing IT 

infrastructure could not scale to meet the growing demands, leading to performance 

issues and limiting the company’s ability to innovate.

Successful ERP Implementation at May-
fair Insurance by ICON Limited
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ICON Limited’s Solution

Established project team and 

stakeholders.

We Defined project objectives, 

scope, and deliverables.

We Conducted initial needs 

assessment and stakeholder 

analysis.

Conducted comprehensive 

needs assessment to identify 

requirements, priorities, and pain 

points of taxpayers, tax authorities, 

and other stakeholders.

We engaged key stakeholders 

through surveys, interviews, focus 

groups, and workshops to gather 

input and feedback.

We analyzed existing systems, 

processes, and infrastructure to 

assess gaps, inefficiencies, and 

opportunities for improvement.

We established stakeholder 

advisory groups and task forces 

to provide guidance and input 

throughout the project.

ICON Limited ensured a smooth 

transition by meticulously migrating 

data from the old systems to the 

new ERP platform. Data accuracy 

and integrity were prioritized, with 

rigorous testing conducted to 

ensure that all data was correctly 

integrated and accessible.

Assessment Customization Data Migration

: With accurate and real-time data accessible across the organization, Mayfair Insurance was able to make 

more informed decisions. The ability to analyse customer behaviour and market trends enabled the company 

to develop more targeted products and services.

Project Initiation Requirements Assessment 
and Stakeholder Engage-
ment 

Design and Plan-
ning
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Understanding the importance 

of user adoption, ICON Limited 

implemented a comprehensive 

change management program. 

This included training sessions 

for employees, continuous 

communication, and support to 

help staff adapt to the new system. 

ICON Limited also provided 

ongoing post-implementation 

support to address any issues and 

optimize system performance.

The ERP system included features 

specifically designed to meet 

the regulatory requirements of 

the various countries in which 

Mayfair Insurance operates. This 

ensured consistent compliance and 

streamlined the reporting process, 

making it easier for the firm to meet 

regulatory deadlines and avoid 

penalties.

We constantly conduct regular 

performance reviews and audits 

to gather feedback, assess 

service quality, and identify areas 

for improvement.

We have fostered a culture of 

continuous improvement by 

soliciting feedback, fostering 

collaboration, and promoting a 

mindset of experimentation and 

learning

August - October

Change
Management Compliance

January- February 2024

6th Phase

Integration and De-
velopment strategy

Monitoring and Evalua-
tion

Continuous Im-
provement and 
Support

The integration of core functions 

into a single platform eliminated 

redundancies, improved process 

efficiency, and reduced the time 

required for tasks such as claims 

processing and policy management. 

This led to faster service delivery 

and improved customer satisfaction.

STAGE 1 STAGES 2&3 STAGES 4&5 STAGE 6 STAGE 7
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Mayfair’s Financial 
Highlight
The Kenya Revenue Authority (KRA) is banking on the roll out of the electronic Tax 
Invoice Management System(eTIMS) to collect an additional Sh400billion in Value 
Added Tax(VAT) as it drives more taxpayers to be compliant.

Mayfair Insurance Company Limited 

has been awarded a Credit rating of A+ 

(KE) by GCR Global Credit Rating. The 

company has an adequate capital base 

to enhance its competitive position in the 

market.

This is an indication of Mayfair’s robust 

business fundamentals and an affirmation 

of our commitment and capacity to fully 

settle all claims regardless of size in the 

shortest time possible. Source- Mayfair 

insurance Website 

7.20 B

GWP-2023

5.36B

Shareholders 
Funds

12.50B

Assets

1.329B

Profit before tax
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The Team

Eric Kweyu
C.E.O

William Mugah
Project Manager

Lawrence Kweyu
Programming Lead

Benson Kipkorir
Senior Software Developer

Floridah Wanja 
Support

Cornelius Kipkorir
Integration Lead

Nicholas Kipkoech
Developer

Larry Odago
Design 

By working together in a spirit of cooperation and partnership, we create synergies, 
promote knowledge sharing, and maximize the impact of our digital solutions in 
transforming the tech-industry and driving sustainable growth and prosperity across 
Africa.
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