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Putting automation to work in claims operations

From first notification of loss to processing payments, there are a range of opportunities to use
automation to streamline the handling of insurance claims, reducing cost and risk while driving
customer satisfaction. Our experts can help you capitalise on these, identifying the most relevant
uses for automation and then working with you to design and deliver the solution.

For insurers, claims aren’t just a major cost; they’re also the area of your business that has the biggest
impact on your reputation. You want to handle claims as quickly as possible, both for the customer
and in terms of the time it takes up your team, but also accurately. All of this makes claims handling
an ideal candidate for automation.

At Davies Consulting, we've helped insurers harness the potential of intelligent automation at every
stage of the claims process. We've worked with mass market and highly specialist insurance providers
to introduce automation for:

e First notification of loss, putting in place digital solutions that capture all the necessary
information and can flag potentially fraudulent claims at this early stage

e Straight through processing, using virtual workers (bots) to gather details and provide immediate
answers to common customer questions, so that claims can swiftly pass through initial
administration tasks to assessment, with minimal manual intervention

e Third party instructions, such as preparing and sending requests to suppliers
« Initiating recoveries processes at first notification of loss
» Payment processing and allocation

e Customer communication throughout the claims journey, enabling standard notifications to be
sent automatically at key points.

In each area, automation accelerates the task, reduces manual errors and leads to a better overall
customer experience - enhancing your reputation.

Using automation to improve response times for an ICT service desk

We take a pragmatic, commercially-led approach to intelligent automation, working with you to
identify and quantify the opportunities so you can decide which offer the most potential for your
operations. We'll draw on our broad experience working in and with leading insurers to redesign and
streamline processes, recommend technologies and highlight risks.

Then, once you've determined the approach, we can work with you to design and deliver the change
programme, working out the optimal sequence for introducing automation to different parts of the
operation.
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Our Approach

For us, automation is a means to an end: helping you achieve your customer experience vision. We
have all of the skills to define, design, deliver and manage a successful enterprise-wide automation
capability. We work in collaboration with our clients to align our resources with those already in
place and get teams bought into the project. This collaborative approach lets our clients move fast
and scale-up soonet.

In practice

Streamlining travel claims

A specialist provider of white label travel insurance wanted to introduce a more consistent,
streamlined claims handling process across all its clients. It asked for support to develop an intelligent
app, that could be easily customised to different brands but that used the same underlying
automated processes.

We helped scope the requirements - understanding what information was required to set a claim in
motion. We then looked at the steps in the internal process, such as where advisors would normally
send out a form, to identify how these could be automated. Then we worked with our Davies Group
partner, Codebase8, to create an app that achieved the client goals.

The new app has now been rolled out across the majority of the white label services with
considerable success. End user satisfaction is high - good news for the insurer’s clients, whose brand
is at stake - while the automated process has reduced the cost of claims handling for the insurer.

The delivery was well-timed, with the automated solution up and running ahead of the COVID-19
pandemic, which led to a huge increase in travel claims.

Up - user satisfaction Down - the cost of claims
has increased handling has reduced



Get in touch

To find out more about the opportunities to use intelligent automation within

your claims handling, contact us today.
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