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• Current claims processes

• Various software tools available 

• 2025?

• Book Review

• Q&A

Agenda
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Beirut Explosion
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https://forensic-architecture.org/investigation/beirut-
port-explosion

https://forensic-architecture.org/investigation/beirut-port-explosion
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What can be improved?
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✓ Self-service Tools

✓ FNOL data gathering

✓ Insured Communications

✓ Fraud/Subrogation Detection

Low customer demand is related to customer dissatisfaction with the vast number 
of questions asked at FNOL and carriers’ failure to fully integrate data upfront in 
the claims process to simplify self-service for customers.

✓ Triage/Assignment

✓ Inspection

✓ Vendor Management

✓ Lienholder/Title Release

✓ Payment
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• Straight-through Processing (STP)/Touchless

• Fast Track

• Virtual

• Traditional

Claim 
Process
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Claim 
Support
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• Demand & Capacity Management

• How can I get this claim resolved the fastest at an 
appropriate cost? 

• How can I optimize Process Excellence?

• How can I leverage my time in the most effective 
way? 

Claims 
Leadership
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What is 
out there? 
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Automation Impact
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Customer 
Experience 
(CX)
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Customer 
Experience 
(CX)
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Progressive’s 10-K
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The Future 
Claims
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• Steady progression of small improvements 
over time

• Better underwriting to manage out the bad 
risks and reduce claim volume

• Improve prevention mechanisms to lower 
claims frequency and severity

• How far will we get by 2025? 
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Wrap Up
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• What can be improved?

• Where should I start?

• What are the areas of largest opportunity? 

• What’s next?
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Why
Claimatic?

Optimal assignment can be deceptively complex
Matching 25+ dimensions between claim and resource exceeds 1M+ 

permutations . . . on a single claim.  Dimensions can be weighted to improve 

accuracy; unlimited user-defined custom attributes.

Improve Customer Experience (CX)

• Reduces time to 1st customer contact 
& identifies best customer journey 
through the lifecycle

• Improves NPS & reduces churn

Powerful Tech that simple to 
manage

• Easy to change rules & attributes

• Managed by the business, not IT

Demand & Capacity Management

• Provides real-time insight into 
staffing needs

• Dramatic reduction in claim re-
assignment
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Life 
Insurance
Case
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