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Over the years, Insurance companies 
have made major investments in online, 
self-service, and mobile experiences, and customers have rewarded their provider(s) 
with high customer-sat scores and recurring business.

However, over time the customer expectations for self-help and extended service 

capabilities continued to grow while the insurers’ investments peaked as executives 

were anxious to see their promised ROI. Backend system limitations hampered some 

of the customer-facing initiatives, as the legacy technology uplift takes longer and 

is costlier than the façade. Then, add the unforeseen and unrivaled pandemic that 
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teams to feel the pinch of a perfect storm. Processes that are paper-based, or that cross 
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to-end claims processing) and bottlenecked by legacy systems. Today, surveys indicate 

over 50% of IT budgets are used to simply maintain legacy systems rather than investing 

in forward-looking digitization and modernization efforts.
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the modernization much needed during our current business climate. Early automation 

adopters focused on low-hanging fruit at the task level, but even larger returns will 

be found by engineering for full end-to-end processes and leveraging best-of-breed 

automation with human hybrid interactions.
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instead of performed by humans – thereby increasing quality, throughput, and overall 

satisfaction for both customers and employees.
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With pressures from COVID-19 
and the global economy, the 
insurance sector has been 
forced to evolve in all facets of 
operations.
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   Next Best Action
Time consuming manual review/

appeal processes while also 

managing rate and policy 

recommendations can be 

complicated.

   Claims Processing
Disparate systems and multiple 

process silos are navigated to 

complete the end-to-end claim 

process manually.

   Know Your Customer / 
        Fraud

wƊȁɯ�ȌǏ�ɈǘƵ�ȺƊǿƵ�ȺɯȺɈƵǿȺ�ƊȁƮ�

data are repeatedly accessed when 

managing KYC programs and 

investigating behaviors for fraud..

   Policy Administration
wƊȁɯ�ǿƊȁɐƊǶ�ƊȁƮ�ɈƵƮǞȌɐȺ�ȺɈƵȯȺ�

required to manage the lifecycle: 

yƵɩة�ƧƊȁƧƵǶƵƮة�ƊȁƮ�ȯȌǶǞƧɯ�ƧǘƊȁǐƵȺ�ٍ�

not to mention credit checks.

The benefits of 
RPA for Insurance 
organizations

      Streamline Information Flow
Time consuming manual review/appeal processes while also managing rate 

and policy recommendations can be complicated.

      Ensure KYC Compliance and Reduce Fraud
jȁȌɩ�ɯȌɐȲ�!ɐȺɈȌǿƵȲـ�jæ!ف�ȲƵȱɐǞȲƵȺ�ǐƊɈǘƵȲǞȁǐ�ƮƊɈƊ�ǏȲȌǿ�ǿɐǶɈǞȯǶƵ�ƮǞȺȯƊȲƊɈƵ�

systems, of which many may be 3rd party sources. These multiple logins, 
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various systems, and repetitive data extraction is time consuming and error 

prone due to the sheer volume of information. Improved compliance and 

reduced fraud are top C-suite mandates, all while reducing customer handle 

ɈǞǿƵ�ƊȁƮ�ǞǿȯȲȌɨǞȁǐ�ƧɐȺɈȌǿƵȲ�ȺƊɈǞȺǏƊƧɈǞȌȁخ�wƊȁɯ�ȌǏ�ɈǘƵȺƵ�ǐȌƊǶȺ�ǿƊɯ�ƦƵ�

competing for the same resource mindshare and provide a golden opportunity 

for automation.

Intelligent automation using RPA allows humans to deal with exceptions 

and anomalies while the straight-through processing and mundane data 

management can be automated, effectively improving human satisfaction 

and reducing fraud, cost, and errors by allowing humans to focus more on the 

high-value or high-risk interactions.

      Protect Personal and Confidential Data
wƊȁƊǐǞȁǐ�ȯȌǶǞƧǞƵȺة�ƧǶƊǞǿȺة�ȲƵǏɐȁƮȺة�ƊȁƮ�ƵɨƵȁ�ǶǞɈǞǐƊɈǞȌȁ�ȲƵȱɐǞȲƵȺ�ǘƊȁƮǶǞȁǐ�

ǿȌɐȁɈƊǞȁȺ�ȌǏ�ȯƵȲȺȌȁƊǶǶɯ�ǞƮƵȁɈǞ˛ƊƦǶƵ�ǞȁǏȌȲǿƊɈǞȌȁـ�§XX�0خفɨƵȁ�ƊȺ�ƊǐƵȁɈȺ�ƊȁƮ�

ȲƵȯȲƵȺƵȁɈƊɈǞɨƵȺ�ƊȲƵ�ǘƵƊɨǞǶɯ�ɈȲƊǞȁƵƮ�Ǟȁ�ǘƊȁƮǶǞȁǐ�ɈǘǞȺ�ƧȌȁ˛ƮƵȁɈǞƊǶ�ƮƊɈƊة�ɈǘƵȲƵ�ƊȲƵ�

ever expanding touchpoints with more people, systems, and processes that 

ȲƵȺɐǶɈ�Ǟȁ�ȯȌɈƵȁɈǞƊǶ�ƊȲƵƊȺ�ȌǏ�ƵɮȯȌȺɐȲƵخ�àǞɈǘ�Ɗ�ǏȌƧɐȺ�Ȍȁ�ƵǏ˛ƧǞƵȁƧɯ�ƊȁƮ�ƊƧƧɐȲƊƧɯ�

as the most common automation use cases, there is a strong movement to 

focus Automation on the capture and handling of PII as a key step in reducing 

exposure/leakage risk. Once PII is in the enterprise system, data is handled well 

with a long track record of success – but the data capture and entry points can 

be automated to further remove the additional risks.

Robots can read, process, and enter information quickly and accurately without 

ƵȲȲƊȁɈǶɯ�ƵɮȯȌȺǞȁǐ�ƧȌȁ˛ƮƵȁɈǞƊǶ�ƮƵɈƊǞǶȺخ�ÀǘǞȺ�ƊǶǶȌɩȺ�ǘɐǿƊȁȺ�ɈȌ�ǞȁɈƵȲƊƧɈ�ɩǞɈǘ�ɈǘƵ�

now obfuscated data once the legacy/master systems have been engaged and 

data has been encrypted and tracked..

      Improve Customer Communication and Updates
Unifying customer communication to provide relevant, accurate, and 

timely updates is a critical component to managing customer expectations. 

Customers that receive ongoing information about their claims, questions, or 

ȌȯƵȁ�ǞȺȺɐƵȺ�ȲƊȲƵǶɯ�ǐƵȁƵȲƊɈƵ�ƊƮƮǞɈǞȌȁƊǶ�ƧƊǶǶشƵǿƊǞǶ�ɈȲƊǏ˛Ƨ�ǏȌȲ�ɈǘƵ�ƧƊǶǶ�ƧƵȁɈƵȲȺس�ƊȁƮ�

engaged customers are exponentially more likely to report a positive overall 
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experience. With the multitude of legacy systems and siloed business events 

ɈǘƊɈ�ɈȲƊȁȺȯǞȲƵ�ǏȌȲ�Ɗ�ȺǞȁǐǶƵ�ƧɐȺɈȌǿƵȲ�ǞȁƧǞƮƵȁɈة�XȁɈƵǶǶǞǐƵȁɈ��ɐɈȌǿƊɈǞȌȁـ�ª§ف��

automatically solves the need to communicate proactively without replacing 

legacy investments.

Automations can attach to key events and extract the details that need to 

be communicated with minimal human intervention. This non-invasive 

and parallel approach provides the right customer value, removes tedious 

employee activity, and improves the proactive communication needed by both 

customers and agents.

It’s been incredible to have a partner that 
provides a true turnkey RPA program...this lets 

us focus on our business instead of the RPA 
mechanics

SVP of Finance, Fortune 100 Insurance Organization
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Top RPA use cases in 
Insurance
Let robots handle the tedious and 
repetitive tasks so your organization 
can better focus on quality, delivery and 
profitability.

Next Best Action

Reviews, appeals, adjuster decision 

support, automated responses for 

rate inquiries, policy review and 

coverage recommendations, 3rd 

party provider actions, payment 

renewals/cancellations, delinquency 

management, single/multi line 

discounting.

Claims Processing

Throughout the lifecycle — pre-

analysis, automated/manual 

reviews, determination, disposition. 

Claim pre-analysis, simple claim 

automation, self-service claim 

inquiries, claim triage and allocation, 

claim fraud management, claim 

adjustment/payment, auto-generate 

litigation package.

Know Your Customer / 
Fraud Research

Regulatory reporting, sensitive 

data management, refund 

investigation, reduce litigation 

ƧȌȺɈȺة�ǞǿȯȲȌɨƵ�ȲƵȺƵƊȲƧǘ�ƵǏ˛ƧǞƵȁƧɯة�

claim status investigation, credit 

dispute process management.

Policy Adminstration

New policy setup, proactive 

policy review for payment or 

ƧȌɨƵȲƊǐƵة�ȯȲȌƊƧɈǞɨƵ�ȲǞȺǲ�ȯȲȌ˛ǶƵ�

review, automatic payment 

setup, underwriting policy and 

ID issuance, policy cancellations, 

JȲȌɐȯ�ƦƵȁƵ˛Ɉ�ȺƵɈɐȯة�ɐȁƮƵȲɩȲǞɈǞȁǐ�

suitability assessment, credit and 

reference checks.
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WHY OPTEZO

Reach RPA at scale
quickly and reliably
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Automation 
Specialists

RPA is all we do. Our 

experts are trained 

professionals have 

spent years working 

with complex systems 

in large enterprise 

organizations. We know 

the Enterprise and we 

know RPA.

Fast Track to ROI

Optezo’s RPA strategy 

services and our curated 

RPA process catalog 

will help you quickly get 

going with a successful 

RPA program.

Flexible 
Engagement

While our All-in-

One offering is most 

popular, we make it 

easy to engage with 

us wherever you are 

in your RPA journey. 

Optezo can meet you 

where you feel we will 

be most valuable.

These use cases (and more!) are from the Optezo Process 
Catalog. The benefits are real. Start now.

Schedule a Consultation
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