
Digital Claims Settlement
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Digital Customer Journey
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Claim Intimation 
at Call Centre 

using intelligent 
forms

Claim ‘Surveyor 
Appointment’ 

through surveyor 
module

Hierarchy based
real time ‘Claim 

Approval 
Mechanism’

Bills raised by 
vendors

uploaded on the 
system

Claim payments 
integrated with 

Financial System

Claim Intimation 
through Mobile 

App

‘On Site Claims 
Survey’ upload 
using surveyor 

App

All required 
documents 

uploaded directly 
in System

Auto verification 
of bills using 

survey report & 
agreed price list 

Direct Transfers / 
Check Printing 
(In Progress)

Digitized Claims Process – Stage 1
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Digital Claims – Customer App

End to End Claim Process including Self Surveys, Workshop selections etc. 
for Auto, Travel, Home and Mobile Insurance Claims
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Digitized Claims Process – Surveyor App

1. End to end survey process from surveyor assignment to final report issuance available on mobile App

2. All documents collected digitally and available with management for review and approval instantly
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Digital Claims Process – Call Centre, Back Office & Approvals

1. Claim intimation module at call center with Policy
details & Claims history

2. Detail of Claim Incidents and Status updates

3. Simplified Claim forms to reduce call time
and number of inputs

4. Confirmation to customer for documents
required and claim number shared on
SMS

5. Surveyor appointment at back office and auto
intimation to Surveyor through survey portal

6. E-claim approval process to ensure approvals on
predefined hierarchies
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Claims Digitization – Benefits Noted

Rs.

Customer Experience
Increase customer 

satisfaction score by 

~20% points

Efficiency
Reduce Claims 

expenses by

~10-15%

Effectiveness
Improve Claim handling 

accuracy
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End-to-End Claim Digitization – Stage 2

Preventive 
Care

Digital First 
Notification of 
Loss (FNOL)

Automated 
Claims 

Management

Digital Loss 
Assessment

Automated 
Settlement
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Consumer Insight Driven Solution
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Thank You
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