
I n s u r a n c e

Genpact Claims Processing: Smooth 
Sailing for the Intelligent Enterprise 

Some of the world’s largest insurers rely on Genpact to help them sail the stormy 
seas of claims processing. Our solution combats higher loss adjustment expenses, 
soaring loss costs, and sinking adjuster productivity while helping to boost 
customer loyalty and policy holder retention. Leveraging the world’s largest Six 
Sigma-trained team and the power of our proprietary, science-based methodology, 
we focus on business outcomes rather than simply lowering costs. By breaking 
down silos in the end-to-end claims process, we produce a smooth, highly efficient 
and truly effective operation that eliminates process gaps, shortens cycle times and 
increases revenue, all while helping you to intelligently manage costs.

Putting Our Experience to Work for 
You  
Meeting the challenges inherent to claims processing 
requires the dual capabilities of business process and 
technology management.  With the world’s largest Lean 
Six Sigma team of experts and the power of science, 
Genpact is a leader in reducing the inefficiencies that 
lead to poor customer handling or errors in claims
processing and in boosting your claims handling
effectiveness. From claims intake to payment handling, 

subrogation to adjudication support, we put 12 years 
of experience in handling 3.5 million claims activities 
per year to work for you, ensuring documentation is 
complete, accurate, and handled in the most cost-
efficient way.

We take full ownership of your claims process or 
manage selected modules, establishing efficient and 
flexible workflows that reduce cycle times and smoothly 
handle routine as well as catastrophic events, always 
with an eye toward establishing long term customer 
relationships.



Services to Help You Grow 
We offer end-to-end process and adjudication support 
throughout the lifecycle of the claim. From First Notice of 
Loss (FNOL) through subrogation and close, our solution 
fosters client business goals such as reduced claims 
overpayments, improved customer satisfaction and 
overall greater profitability.

Genpact’s solutions include:

•	FNOL: Multi-channel services include voice,           
document and self-reported FNOL models that 

 provide accurate claims intake and processing      
 conducted by trained customer service agents who   
 quickly respond to customer queries and handle   
 sudden volume spikes
•	Document Management and Induction: Our        

overnight processing and 24/7 document handling   
 reduce expenses and ensure documents are   
 matched to claims and records are complete
•	Adjudication Support: We help claims adjudicators 

 focus on core activities, lowering your costs and   
 boosting productivity with operational rigor    
 and domain expertise tp ensure quality of service in   
 setting up claims, checking for duplicates,    
 and verifying coverage
•	Payment: We process both claims and vendor       

 payments, ensuring payment accuracy and           
 timeliness while reducing operating expenses
•	Recovery and Close: Our end-to-end subrogation 

services help clients centralize the process, reduce 
missed subrogation opportunities, boost recovery 
rates, and lower the cost of subrogation and spend

Our claims solution encompasses:
•	End-to-end claims process handling, including 

licensed third-party administration services
•	Domain expertise with multi-language skills
•	Global delivery centers with 24X7 coverage
•	Workflow IT solutions
•	Commitment to business outcomes:  Year-on- 

year productivity and variable cost structure
•	Operational framework and methodology to 

establish an intelligent enterprise-level claims 
process

Extensive SupportA Roadmap Toward Your Business 
Goals

Building on the experience gained from over 4,000
transitions, Genpact brings the power of science
to optimize operational performance and eliminate
the silos that can bog down processing and lead to
errors, increased costs, and customer frustration.
Our Smart Enterprise Processes (SEPSM) provides
targeted analytics to diagnose the reasons behind
performance variations. Then, by comparing your
claims handling processes against best-in-class, we
close the gaps that prevent optimized performance
and provide the roadmap that takes you from your
current state toward your business goals.

We optimize the processes you need to handle
claims cleanly and efficiently and work with
the right technology solution to help you meet
your goals of improved productivity, reduced
cycle times and smarter business decisions. We
are so confident in our ability to help you reach
your desired business outcomes, that we offer
no-risk, value-based pricing models, proving our
performance against pre-determined goals. Using
this methodology, in 2011 Genpact delivered over
$2.82 billion in business impact across all of our
clients.

Growth Through Smarter Decisions
Our Smart Decision Solution provides the key to loss miti-
gation and ultimate growth through a combination of 
analytics and process reengineering. We help you target 
patterns and trends in past claims that aid in identifying
anomalies in current claims and stop fraud and
abuse before it occurs.

Focused on helping you grow in any market, we also 
apply analytics to accurately determine the present state 
of the market and predict future trends, allowing you to 
deliver the services that your customers need when they 
need them.  The predictive nature of our Smart Decision
Solutions, when combined with the improved claims 
processing accuracy realized from process reengineering, 
improves customer satisfaction, reduces loss payments 
and directly combats risk and fraud to boost profitability.



Results achieved for our clients include:

•	$4.5MM business impact produced by creating a 
plan focusing on claims accuracy, productivity and 
compliance rules

•	$2.9MM in business impact derived from improving 
process accuracy within the client’s organization

•	$2.05MM savings in reduced overpayments by     
implementing overpayment detection through 
manual checks and automated detection tools

•	Reduction in routed claims from 72% to 5% 
through rule-based adjudication, workflow engine 
implementation and digitization

•	missed subrogation opportunities, boost recovery 

Genpact’s claims processing solution delivers a
powerful competitive edge, helping our insurance
clients weather any storm.

Adjudication Support

•	 Claimant &  
coverage   
verification

•	 Claim file   
setup

•	 Initial reserves  
setup

•	 Medical bill   
review

•	 Content input 
pricing

•	 Damage   
evaluation

•	 Duplicate   
claim check

•	 Claim file   
prepping for   
adjudication

•	 Fast track  
adjudication

•	 Reserve  
updates

•	 Flagging for   
SIU & recovery

•	 Support       
litigation   
management

•	 Input provider  
and ICD-9/  
ICD10 codes

Payment

•	 Payable  
calculation 

•	 System payment  
setup

•	 Payment   
explanation   
preparation

•	 Check/ACH/EFT  
wire transfer   
issuance

•	 Demand side   
subrogation   
review and   
settlement

Recovery & 
Close

•	 Reserve & claims 
file closure

•	 Recovery   
opportunity   
analysis

•	 Subrogation   
package   
preparation   
& collection   

followup

•	 Document  
indexing

•	 Induct   
documents to  
claims

•	 Order and review 
reports

•	 Transcription of  
reports

•	 Workflow   
management

Notification of 
Loss

•	 First notification  
of loss - voice & 
document-based

•	 Claim system 
registration

•	 Adjuster   
assignment

•	 Customer   
service

Document 
Management & 

Induction

Genpact Claims Solutions

Focused on Outcomes
Our solution is customer-focused, striving at every
point in the claims process to raise customer
satisfaction. Workflow automation alone has been
shown to reduce cycle times by 20 days, while
implementing standardized terms and settlement
methods increased on-time payments from 32%
to 90% for one of our global clients.

Through such standardization and automation of 
processes, we overcome the delays, inaccuracies and 
inefficient workflows created by operational silos, 
multiple geographies, and inexperienced workers to 
improve customer satisfaction and reduce the costs 
associated with claims processing.

Smart Decision Analytics across the Claims Lifecycle
Claims management & forecasting

Claims estimation & reserving
Agency performance analytics
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Genpact is a global leader in business process and technology management services, leveraging the power of smarter processes, analytics and technology to help its clients 
drive intelligence across their enterprise. Genpact provides a portfolio of process-driven services strengthened by its industry vertical domain expertise, analytical insights, and 
intelligent technology solutions for better business outcomes.


