overview

Claims segmentation
and triage analytics
Slick FNOL analytics and processes to
speed up the claims cycle
At present, property and auto personal lines insurers spend up to
40% of the claims cycle time manually assigning and re-assigning
the claim - assessing the complexity, identifying suitable adjusters
and recommending next steps. What a waste of your, and your
customers’, time.

●● Low complexity claims are routed for straight through payments

Our analytics solutions can make the overall FNOL process, including
claims triage, lightning fast. Broader data sources are bought into
play to make quicker, more accurate decisions about whether the
claim can be fast-tracked, and who the claim should be allocated to.
Low complexity claims can speed their way through the system and

It’s a win-win for customers
and insurers

more complicated claims allocated to a specialized loss adjuster.

How does it work?
Our approach combines our years of expertise in claims
management with state of the art machine learning. An AI model
embedded within the claims workflow to deliver real-time
complexity scoring and the automated allocation of claims based
on loss adjuster availability and specialization

●● Our workflow management integrates FNOL systems, document
management, and adjuster allocation systems to settle claims
quicker and improve the visibility of claim status

Sharpen loss accuracy
Specialized adjusters provide more accurate
estimates for complex losses
Pay out due to fraud reduced by 10%
12% improvement in subrogation recoveries

●● We introduce omni-channel FNOL intake
●● We leverage data from multiple sources (internal and external,
structured and unstructured) at FNOL
●● Claims are assigned a complexity score leveraging our Genpact
Cora Analytics platform recognizes development patterns of
similar nature historical claims multiple parameters namely
severity, cycle time, litigation & subrogation potential, degree of
suspiciousness, bodily injury and physical damage extent
●● Claims are segmented and routed to the right team and adjuster
based on these complexity scores and adjuster skill-set as well
as workload

Boost customer
satisfaction
More flexible FNOL
reporting, easier updates
and quicker settlements
improve customer
satisfaction scores

Shrink loss adjusting expense
Claims cycle times reduced by more
than 40%
Expense ratio impact of ~ 2% through
reduced ALAE
Increased productivity means 60%
less loss adjusting resources needed

Our end-to-end smart claims approach consists of modular offerings built
on our Genpact Cora platform
FNOL and
claim setup

Voice FNOL and
claims triage

Document
management. and
adjudication support

Loss estimate

Adjudication

SIU and litigation
management

Payment

Fulfillment services: Contents
replacement and contractor
network

Field and desk adjudication for auto, property and contents

Recovery and close

Subrogation and
recovery fraud SIU

Powered by digital & analytics
Genpact Claims Manager (built on the Genpact Cora our AI-based platform, using intelligent workflows, with a robust and
scalable data backbone and API/web services integration)

Genpact insurance analytics services (segmentation and triage, fraud, subrogation and operational analytics)

Genpact and claims
Ever-increasing auto and natural catastrophe claims. Rising customer
service demands. Aging legacy systems. These are just some of the
challenges insurers face that digital technologies like automation,
AI, and analytics can help tackle. Our digital tools optimize the
balance between customer satisfaction, accurate loss assessment,
and loss adjusting expenses. They span the claims journey,

handling everything from fast-track claims processing to fraud and
subrogation analytics. You can start with the module that addresses
your biggest challenge and add from there. Or we can run your entire
claims operation.
Global insurers and reinsurers, surplus lines insurers, a European
insurer, even a top-10 Fortune company – we’ve transformed
claims for them all over the past 15 years. We combine the digital
understanding of an insurtech with claims expertise and business
process know-how. Let’s put this to work for you.

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 primarily for Global
Fortune 500 companies. We think with design, dream in digital, and solve problems with data and analytics. Combining our expertise in
end-to-end operations and our AI-based platform, Genpact Cora, we focus on the details – all 87,000+ of us. From New York to New Delhi
and more than 25 countries in between, we connect every dot, reimagine every process, and reinvent companies’ ways of working. We know
that reimagining each step from start to finish creates better business outcomes. Whatever it is, we’ll be there with you – accelerating digital
transformation to create bold, lasting results – because transformation happens here.
For additional information visit https://www.genpact.com/industries/insurance
Get to know us at Genpact.com and on LinkedIn, Twitter, YouTube, and Facebook.
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