
Front Desk 
Assistant
A new artificial intelligence (AI) tool to 
revolutionize submission processing

PRODUCT OVERVIEW

In the commercial insurance industry today, brokers and 
underwriters handle most submissions via email. Carriers 
know that these submissions are time-sensitive, so it’s critical 
to act quickly. For their part, front-desk workers who deal with 
submissions must be well informed about underwriting guidelines 
in order to comply with state and federal regulations. But the task 
is also repetitive and time-consuming.

Automating this process can drive significant efficiencies, bolster 
productivity, and delight customers. There’s another benefit, 
too: Insurers can use data from digitized submissions to better 
analyze risk.



THE CHALLENGE

OUR SOLUTION

THE IMPACT

Commercial insurance carriers deal with huge volumes of 
underwriting submissions. These submissions usually come 
in the form of emails from brokers or agents – often with 
several attachments that hold exposure or loss data.
Before they pass them on to underwriters for quotes, 
front-office knowledge workers typically apply several 
business rules and validations to qualify the submissions – 
a demanding, tedious, and error-prone task. They process 
a lot of unstructured data, both from the body of emails 
and from attachments, to extract key data elements, apply 
business rules, and validate. The content and format of the 
submission documents can vary greatly – and that makes it 
hard to automate using technologies such as robotic process 
automation (RPA). As a result, transactions often slow to 
a crawl, and brokers and agents aren’t as efficient as they 
could be. The bottom line: the customer experience suffers.

Cora Front Desk Assistant (FDA) is an AI-powered tool that 
automates and handles the entire lifecycle of these email 
requests – even submissions for new policies and renewals. 
That’s because the Cora AI platform knows how to process 
unstructured content in emails and attachments and uses 
natural language understanding (NLU) to read, understand, 
and interpret this material.
Having extracted the relevant data, FDA applies it to 
company-specific validations and business rules in order to 
qualify the submission prior to routing it to underwriters. If 
FDA comes across a submission that is missing critical data 
elements, or too ambiguous to validate, it routes it to an 
exception queue. As a result, knowledge workers only need 
to work on the submissions FDA can’t process.

With our deep domain expertise in the insurance industry 
and advanced AI capabilities, we can help you transform 
processes to achieve disruptive business impact. The 
results your company can expect to see include:

Why Genpact?
We deliver collaborative innovation that helps 
global companies advance to the next stage of their 
transformation journey. That takes creativity, technology, 
and domain expertise combined with world-class business 
know-how. Our modular offerings span the value chain and 
feature non-intrusive integration with your legacy systems. 
The result: reduced losses and greater productivity, yielding 
the best possible return on investment. And our Lean 
DigitalSM approach drives continuous improvement.

Take the pain – and the
humans – out of a repetitive task

A virtual assistant that’s 
smart and intuitive

Precision submission handling. 
Staff focused on problem 
solving. Happier customers.

And we can configure FDA to meet your specifications – 
without programming.
Here’s what FDA can do:

What’s more, we can integrate FDA into existing enterprise 
applications without disrupting underlying processes.

• Automate intake and clearance processes

• Intelligently extract key data fields and interpret 
unstructured content

• Classify documents in a traceable way

• Apply business rules and validations

•     Higher customer satisfaction through real-time 
processing

• More accurate communications through error reduction
• Improved compliance through visibility into integrated 

customer information
• Deeper insights into business performance through 

enriched information
• Reduced operating costs through intelligent automation
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About Genpact

Genpact (NYSE: G) is a global professional services firm that makes business transformation real. We drive digital-led innovation and 
digitally-enabled intelligent operations for our clients, guided by our experience running thousands of processes for hundreds of 
Global Fortune 500 companies. We think with design, dream in digital, and solve problems with data and analytics. We obsess over 
operations and focus on the details – all 78,000+ of us. From New York to New Delhi and more than 20 countries in between, Genpact 
has the end-to-end expertise to connect every dot, reimagine every process, and reinvent companies’ ways of working. We know that 
rethinking each step from start to finish will create better business outcomes. Whatever it is, we’ll be there with you – putting data 
and digital to work to create bold, lasting results – because transformation happens here, at Genpact.com.

For additional information contact, insurance.solutions@genpact.com and visit 

http://www.genpact.com/industries/insurance

Follow Genpact on Twitter, Facebook, LinkedIn, and YouTube.
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