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Accelerating the Evolution
of Digital Claims

Using data and Al to drive touchless claims processing

5.5 days

Submission of fully digital claims
reduced the average time to
payment by up to 5.5 days.®

Insurance customers today expect adigital, high-quality customer experience

when entering a claim. The overallincrease indigitalinteractions, and the increased
competition fromnon-traditional competitionincluding BigTech and Insurtechis
driving the need forinsurance companies torethink their claims operations. Enhancing
the use of data, advanced analytics, machine learning and artificial intelligence are
critical tools to enable end-to-end digital claims.

Customer Expectations

Asinsurers have knownssince theirinception, claims handlingis the most critical aspect
of customerservice. Arecentreport by Deloitte' emphasizes that “amain driver for
customerretention andloyalty comes fromthe interaction customers have with their
insurers, specifically the claims experience.” Aclaimsinteraction fortheinsuredisan
infrequentinteractionthat places a spotlight onthe provider’s servicing capability.
With the expectationfortouchlessinteractions, adigital claimsresolution process
iscritical.

Celent?highlights dataanalytics and Al as atop imperative for 2021 sighting touchless
claims executedin 5-10 minutes as an example of what could be realized. While this
may be ambitious, using advanced technologiesis making this more of areality.

J.D. Power®*found the “submission of fully digital claims reduced the average time to
payment by up to 5.5 days and helped drive the highest overall satisfaction scores ever
measuredinthe study’s 14-year history.” The study found that “that customeradoption
of digital claimsreporting, estimation and, mostimportantly, insurers’ use of photos/
videos forestimationincreased during 2020.”

New technology and theincreased use of data enablesinsurers toimprove the
criticallyimportant claims experience. And while a fully digital claims cycle helps
toimprove customerloyalty, it also offers additional benefits toreduce costs and
manage fraud throughout the processing cycle.
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Enabling Digital Claims End-to-End

Ateachstepinthe claims workflow there exists the opportunity forautomation,
improved efficiency and an enhanced customer experience fortheinsured. The
belowillustrationrepresents atypical claims processing workflow and highlights
opportunities forautomationusing enhanced data sources, analyticsandAl.
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1. Claims Prevention — The first step inimproving the efficiency of claims processing
— avoidthe claim. Insurers are looking for more capabilities to assistin prevention
of claimsinboth the P&C (General) and Health/Life segments. Theincreased usage
of IOT sensors combined with Al enable insurers to assist in prevention. Examples
include sensors tracking workers inindustrial ormanufacturing workplaces to
monitor theirlocation and ensure their safety. Smart devices such asrefrigerators
and pipeline sensors proactively warn users of potentialupcoming damages, for
example by measuring water pressure, flow, ortemperature. Telematics within cars
cantrackdrivingbehaviorandreward safe drivers. Geolocation cancomplement
the behaviorbyrecognizing drivinglocations that are considered safer. Inhealth
examples, sensors canbe usedtotrackinsulinorheartrate levels and alert
individuals to act whenneeded. Inanideal scenario, these capabilities avoid a claim
altogether, oratleast minimize the claims event anditsimpact.

2.First Notice of Loss — The initial logging of a claim can be a sensitive, stressful event
where customer experience and efficiency are criticallyimportant. Advancements
byinsurersto facilitate this stepinclude predicting claim events based on the IOT
data captured andinitiating the claim process on behalf of the client. Chatbots can
expedite theinitial notice by gathering critical datain an efficient format. Machine
learning and Al canfacilitate processing time predictions forcustomers to offera
superiorlevel of customer care. Pictures, video and voice recordings supportan
easier FNOL process without the historical large amount of administrative tasks the
customer previously had toundertake after orduring a stressful event.

3. Claims Management — This step focuses on the efficiency of internal operationsin
processing the claim. P&C (General) and Health/Life segments have varying levels of
complexity across the claimsreceived. Insurers can apply modeled historical data,
contextualinformation and advanced analytics to help assess the characteristics
of aclaimand categorize them by complexity. Establishingworkstreams forvaried
cases expedites processing where possible and betterapplieshuman expertise
where humaninterventionis truly needed.

4.Loss Assessment — Insurers canimprove the accuracy and consistency of
scrutinizing claims, while increasing the speed of assessment. Automated damage
valuationfor P&C claims based on aphoto orsensordata enables comparison to
similar cases. Healthand bodily injury claims can be assessed automatically against
similarinvoices of related activities (lab tests, x-rays, etc.) using machine learning.
The characteristics of the claim can automatically determine the routing to the
appropriate claims assessor.
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Octo Telematics has transformed how
insurers assessrisk, deliver crashand
claimservices,and manage customer
relationships with the ability to analyze
11billion data points daily from five
millionconnected cars. The technology
canhelpreduce the timetomanage the
entire claimprocess fromweekstoone
hour. Thisincludes analyzingliability,
assessing damages, and steering the
cartoarepairshop.Learnmore.
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5.Settlement — The final stage to conclude the workflow is settlement. To drive
efficiency at this step, Al could be used to performreal-time invoice analysis for
potential corrections based onpastinvoices. Thisis also astage where automated
subrogation and salvage opportunities could be initiated as an additional sub-

workflow of the claim.

Leverage the Data — Old and New

The effort to deliveratouchless claimend-to-end with a positive experience for
theinsured across alarge base of customersis a majorundertaking forinsurance

providers. While thereisample data and technology available to drive such aprogram,

itisacomplexchallenge.

Longstandinginsurance organizations have the familiar challenges of data silos and
sensitive datathat create challengesinadvancing digital transformation.

Dataresidesinsilos — policy
management systems, claims, brokers,
etc. allhavecritical data. Much of itis
storedinmultiple repositories across
businesslines. Oftenthe datalivesina
legacy mainframe environment, which
canmakeitdifficult toaccessand
utilize effectively.

Sensitive data proliferatesinthe
insurance arena, and companies must
be thoughtful about privacy and bias as
they seektointroduce automationand
self-service options.

Atthe same time, new data sets are available and advanced technologies enable
insights to be gained from thisinformation.

Unstructured and Real-Time Data — lot,

Mobile, Social Media

Advanced Analytics,
Machine Learning, Al

Toenable proactive, preventive advice,
insurersmustincorporate datafrom
unstructured sources (images, text,
handwritten notes) and new/emerging
sources such as geolocation, weather,
drones, socialmedia streams and
alternative data from external sources.

As datavolumes multiply, traditional
techniques of rules-based analytics are
becoming more challenging. Advanced
analytics, machinelearningandAlare
proving effectiveinprocessingand
analyzing vast quantities of data.

To advance their claims digitalizationinitiatives, insurance providers need to evolve
the operationto leverage the data available within the enterprise already and append
it withnew data sources. They need an enterprise data governance approach to drive
efficiency and navigate the evolving privacy law landscape.

A True Hybrid Platform

Giventhe complexity and variety of traditional and newer sources of data, insurance
providers arereinventing theirdatamanagement and analytics strategy —
transitioning to a multi-function open platformthatis optimized for the massive scale
and security of the data that the industry demands.

Insurance carriers need the ability to collect, process, store, analyze, and model

various types of data. This could meanlarge quantities of historical data andincreasing

volumes fromincreased digitalinteractions. They need to enable scalability while
maintaining strict data privacy, lineage, security and governance.
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Why Cloudera

Clouderaenablesinsurance providers
to effectively execute theirdataand
analytics strategy to address current
and evolving customer expectations.

Edge to Al Analytics

Allthe functions neededto collect,
transform, query, optimize, and make
predictions from data areintegrated,
eliminating the need for costly point
products.

Data Security & Compliance

Maintains strict enterprise data security,
governance, and controlacrossall
environments.

Hybrid and Multi-Cloud

Delivers the same datamanagement
capabilities across data centers,
private, and public clouds.

100% Open Source

Opencompute and openstorage
ensureszerovendorlock-inand
maximum interoperability.

CZGroup
CZGroupisdrivingbest-in-class
customerserviceinhealthinsurance
throughmodernanalytics. They
removed silos across the business, for
improved decisionmaking. Thisled
tofasterand more effective customer
service and more accurate business
forecasting.

Learnmore about CZGroup’s success
with Cloudera.



https://www.cloudera.com/customers.html

End-to-end Insurance Data Management with Cloudera

Today, leadinginsurance providers worldwide are adopting a true hybrid platform
strategy using Cloudera to manage the end-to-end datajourney, takinginraw data
atthe source, to drive actionable insights and enhance their digital transformation by
implementing a suite of compellinguse cases.

Clouderais atrue hybrid platform, offering a fullrange of analytic capabilities from the
EdgetoAl. Clouderadelivers powerful self-service analytics across hybrid and multi-
cloud environments, along with sophisticated and granular security and governance
policiesthatIT and dataleaders can trust. It’s built 100% on open source to more easily
enableintegration with existing applicationinvestments.

)

ﬁnl] v @

Clickstream Call Center Cloudera Platform
Data Data

Metadata | Schema | Migration | Security | Governance

Enterprise Data True Hybrid Platform Enterprise
Real-Time and Batch Use Cases
— o o Q9
(o) GXID) YA (@)
= (|8 = =2 B
OO, ) Data Virtual Operational Machine Up Coding
. . Collection Data Lake DataBase Learning
Telematics Video
Feedds l?j N Net K Analvsi
@ EHES A = etwork Analysis
Data Data Streaming Data
= Engineering Warehouse Analytics Visualization

Digital Claims Processing

Claims Fraud Prevention

Automate Valuations

With Cloudera, insurance organizations can collect data from multiple sources,
including high volumes of real-time and batch data. Thisincludes newer data sources
such asphotos,images, and weatherand sensordata. Thiscomplements enterprise
datasources(policy, claims, CRM, call center systems) to facilitate comprehensive
claims analysis and assessment throughout the workflow.

Thisvaried datais then available to create and execute end-to-end data pipelines.
Depending onthe business needs, organizations canreport againstand analyze data
inavariety of waysincluding —interactive SQL, text search, integration with leading
Blandvisualizationtools, orperform advanced analytics, machine learningand Al.

Clouderaserves traditional structured data alongside new unstructured data ensuring
thelatest dataandanalysis canbeinjectedinto decision making. To close the loop on
the datalifecycle, machinelearningis used to predict and drive key business insights
thatcanbe actioned such as automation of a claim settlement oralerting a fraud
analystto asuspect claim submission.

Thisis done while maintaining strict enterprise data security, governance, and
audit trails across on-premise and cloud hybrid environments. Clouderafacilitates
datalineage, audit trails and sensitive data compliance, mandatory forregulated
organizations.
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Enhance Efficiency and Improve Customer Experience
Adataandanalytics-drivenapproachto evolving the claims process empowers
insurance providers to enable a superior customer service whileincreasing
operational efficiency.

SDXEnables Common Security,
Governance and Compliance
Cloudera’s SDX(Shared Data
Experience) enables safe and

Cloudera offers the tools to help insurance carriers embrace both the present compliant self-service access todata

. . ) . and analytics, offering deeperinsights
opportunity around data, as well as the emerging sources of new information, all from datawithincreased agility, at
toward the goals of amore responsive claimsresolution process and animproved lower cost and with reduced risk. Users
customer experience. cansetdataand metadatasecurity and

governance policiesonce,and SDX will
automatically enforce themacross
dataandanalyticsinhybrid aswellas
multi-clouds.

Learnmore about the Cloudera platformand how Clouderais transforming Insurance.

Sources: This helpsinsurers achieve and maintain
1Deloitte, Future of Claims, August 2020 regulatory compliance. Amodern
2 Celent, Top Technology Priorities for P&C Insurers in 2021 dataplatformdecreasesbusiness
3 Businesswire.com/news, Feb 2021 risks, offering consistent security
and governance across alldataand
environments.
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Clouderais the only true hybrid platform for data, analytics, and Al. With100x more dataunder management than other cloud-only vendors,
Clouderaempowers global enterprises to transform data of all types, on any public or private cloud, into valuable, trusted insights. Ouropen data
lakehouse delivers scalable and secure data management with portable cloud-native analytics, enabling customers to bring GenAl models to their
datawhile maintaining privacy and ensuringresponsible, reliable Al deployments. The world’s largest brands in financial services, insurance, media,
manufacturing, and governmentrely on Clouderato be able to use their data to solve theimpossible—today andin the future.

Tolearnmore, visit Cloudera.comand followus on LinkedInandX.
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