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Executive Summary 

Today’s insurance customers differ greatly from their predecessors. With people of all 

ages becoming increasingly tech-savvy, customer needs and expectations are no 

longer the same and all too often are not met. This is especially true when relating to 

insurance claims. Customers want 24/7 access, with self-service and real-time status 

updates. They expect process transparency and multiple contact methods. They value 

speed as well as accuracy of settlement. They are often disappointed. 

One of the main reasons for disappointment is that outdated processes are still widely 

used across the industry. Typically, this means it can take months or even years to 

settle claims, with settlements sometimes falling far short of customer expectations. 

This will no longer be acceptable to the customers of the future. A customer who is 

dissatisfied with the handling of a claim is almost certain to defect when renewal is due. 

The following paper sets out our vision for delivering what insurance customers want. It 

suggests that steering claims systems towards integration with social media sites, 

providing customers with 24/7 access, streamlining processes, and using more 

automation can improve speed and efficiency. Ultimately, it will also keep customers 

happy and improve customer retention. 

Introduction 

Responding to a claim is the moment of truth for insurers. It is at this point that 

customers see the value from the insurance policy that they bought. And yet, this is 

where many insurers get it wrong. Having spent so much time and effort to secure the 

business, they fail to deliver when it matters most to the customer. 

So, what do customers expect? And what can be done to meet these needs and 

expectations? Let’s examine this in more detail, looking at some of the challenges faced 

by insurers and how we can meet the needs of both the insurer and customer. 
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The challenges in the market 
 

The internet has revolutionised the shopping experience. No longer do you have 

to go to a shop to order an item then return a few days or weeks later to pick it 

up. Instead, you can order something on Saturday night, where ever you are, and 

have it delivered to your door the following morning. Even banking has changed 

dramatically with more people choosing internet or mobile options rather than 

going into a branch. These changes in our everyday shopping experiences 

introduce a number of challenges for the insurance industry, especially when it 

comes to claims handling: 

• Consumers have much higher expectations 

Customers expect more. From insurers, customers want fair and quick 

settlements as well as transparency throughout the entire process. 

• Stifled thinking 

Many insurers find it difficult to move on from what could be described as 

the dark ages of claims when the customer was not the main focus. The 

focus was instead on reducing or containing the cost of claims, 

sometimes to the detriment of customer satisfaction. 

• Aging technology 

Many insurers are restricted by reliance on aging technology. Customers 

want to interact with their insurer making the most of modern technology 

and communication methods from First Notice of Loss (FNOL) through to 

settlement. 

These challenges can easily be overcome and it starts with your claims system. 

Today, technology is invariably key to customer satisfaction. Updating your 

system pushes your company into the 21st century where the customer wants 

more from their insurer. Technology should be an enabler, not a stumbling block 

that contributes to stifled thinking. Outdated systems and long-winded claims 

processes are no longer an option. Good claims experiences equal good 

customer retention.   



 

Copyright © 2017 Total Systems plc. All Rights Reserved.  
 5 

 

What do customers want? 
 

Customers expect efficiency and understanding at what is often a time of great 

stress. They want to fiercely protect what is dear to them whether that is a car, 

home or pet. 

According to a global insurance customer survey carried out by Accenture, 61% 

of respondents said they would prefer to use digital channels to check on the 

status of their claim. 53% said that they would not recommend their insurers to 

others if they can’t interact with them digitally. 

What exactly does this mean? It suggests that customers no longer want to have 

to take time out of their busy lives to sit on the telephone to speak to someone 

regarding the status of their claim. They want to be able to log into their mobile 

app, or connect to their insurers via Facebook, Instagram, twitter or snapchat and 

see the information that they are looking for. They do not want to have to wait 

days or even weeks for adjusters or suppliers to be instructed, followed by a 

further wait for them to come and visit before the claims process can even start. 

In an age where people’s lives are documented over social media, and time is 

ever pressing, why can we not manage our claims in the same way? 
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Social Media 

In the same survey, 30% of insurance customers said that they have posted or plan to post on 

social media about their negative insurance claims experience. 43% said they either read or 

plan to read reviews that other people post about their claims experience. This will no doubt 

increase over the coming years. 

Social media is a powerful tool that has yet to be incorporated into managing claims. We believe 

that it is an important part of the way forward and most certainly where the insurance market will 

be moving over the years to come. 

Integrating claims processes with social media offers the following: 

• Increased transparency throughout the claims process 

• An additional tool for fraud prevention 

• Real-time visual communication that reduces claim costs and results in more accurate and 

swifter settlements 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 
 
 
 
 
 

 
 
 
 
 

Transparency 
An insurer’s ability to be transparent in what they are doing 

and to settle claims fairly and quickly is fundamental for 

customer satisfaction. Being able to post updates of each 

step taken, such as you would with a Facebook status, would 

ensure that customers can see all actions taken to resolve 

their claim. 

As a by-product, integrating with social media or delivering 

updates via an app could reduce the number of low-level 

claims handlers or call centre operators needed. If there are 

fewer customers calling for an update on their claim status, it 

follows that fewer people are needed to take such calls. 

It could also reduce the need for emails and hard-copy 

documents. Emails are frequently used in claims, but they 

can slow the process down and require administration staff to 

count, prioritise and attach them to the correct cases. The 

same is true for hard-copy documents. Imagine your 

customer logging into his or her claims page via an app or a 

website where you can both post updates, including 

uploaded videos and documents. This would enable you to 

share information much more easily and reduce the 

resources you need for processing paper documents. 
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Fraud Prevention 
 

One out of ten insurance claims being 

fraudulent, the insurance market regularly 

sees innocent people fall victim to staged 

accidents, especially in the motor market. 

Social media can be used as a valuable tool 

in targeting organised fraud. An insurer 

posting up-to-date information about fraud 

statistics on social media - details of the 

latest fraud hotspots, for example - can 

increase customer awareness and even 

prevent some fraudsters from achieving 

their objective. 

 

Real-time Visual 
Communication 
 

The streaming of video from an incident 
would show an insurer the extent of the 
damage incurred. This in itself could help 
prevent exaggerated claims. For example, 
such video, if available, could show how 
many people were in a vehicle in road traffic 
accident, potentially discouraging later 
phantom-passenger claims. 

Aside from facilitating fraud prevention, real-
time visual communication can improve the 
day-to-day collection of claim evidence. In 
many cases, it could ensure that all of the 
evidence needed is collected in a prompt 
manner and without the need or expense of 
engineers or claims adjusters. This would lead 
to quicker and more accurate settlements, 
increasing customer satisfaction. Further, it 
would also cut claims costs and these savings 
could be passed back to the customers. 
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Insurtech 

The term insurtech refers to the use of technology innovations designed to 

squeeze out savings and efficiency from the current insurance industry model as 

well as deliver a better customer experience. Inspired by the similar term fintech, 

insurtech is a combination of the words insurance and technology. 

With data revealing that Britain’s insurtech investment has rocketed to more than 

£16.5m as of August 31st 2016, insurtech is certainly shaping the future of 

insurance not only where policies are concerned but also for claims too. 

Insurtech, particularly through the use of internet-enabled devices for tracking 

and monitoring, can offer insurers the ability to gather real-time information about 

their customers and their behaviour. This makes it possible for insurers to better 

understand the people that they provide insurance for. If you really understand 

someone then it follows that you can engage with them in a more appropriate 

manner. 

 

 

 

 

 

 

 

 

Many insurers now offer discounts for safe drivers, measured by in-car tracking 

devices that can monitor how the vehicle is driven. This is just the beginning, 

more will follow. For example, a dental insurer could supply customers with 

Bluetooth-enabled electric toothbrushes that can capture and send the following 

information: 

• How often the customer brushes 

• For how long the customer brushes 

• How thoroughly the customer brushes 

• How hard/soft the customer brushes 
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Advantages 

 

Such real-time information would be invaluable when assessing a claim. The 

terms and conditions of a policy might state that the customer must brush his or 

her teeth, at least twice a day, for two minutes at a time, in order for any claims to 

be covered. If the customer needs to make a claim, the behavioural information 

gathered with the toothbrush shows whether the customer has kept to the terms 

and conditions. The insurer can make an immediate decision on whether to cover 

the claim. 

Claims leakage is always a hot topic with insurers and something that you want 

to avoid wherever possible. Real-time information from insurtech gadgets could 

enable you to reduce leakage costs. With more accurate information earlier in the 

claim process, you can both minimise overpayment on individual claims and 

reduce the number of claims that are currently paid when they actually fall 

outside the scope of the policy cover. 

There are many benefits for customers too. Not only can they be offered targeted 

discounts for using the gadgets, using them can contribute to swifter and fairer 

settlements. At the touch of a button a customer can upload data at the time of 

an incident to initiate a claim. This data can enable the claims process to start 

earlier as well as make it quicker and simpler for insurers to make decisions on 

whether claims are to be covered or not. This could cut days if not weeks off the 

life cycle of a claim. 
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Delivering what customers want 

 

The best way to offer efficiency and understanding during a claim is to put the 

customer's needs and expectations at the centre. Customers want customer-

focused claims processes. 

How can this be achieved? 

• Invest in a multi-lingual claims system that allows your customers access 

24/7 from their mobile or tablet, in the language that they choose. 

• Post regular claim status updates so that the customer can see what is 

happening in plain and easy to understand terms whenever they log into 

their app. 

• Incorporate a live-chat option so that the customer can ask questions at any 

stage and receive answers without the need to call and wait on hold. 

• Give the customer the ability to upload live videos to the system. These can 

be used to show the extent of damage to the item they are claiming for 

and so reducing the need to send engineers or claims adjusters to the 

site. 

• Provide easy access to how-to and information videos that explain relevant 

aspects of the process. For example, a short video clearly explaining the 

conditions under which a courtesy car is available could easily manage 

customer expectations in this area. 

• Support customers in providing public feedback on the claims services they 

have received from their mobile access. Ensure that you benefit from 

good reviews. Use bad reviews to improve your claims processes and 

demonstrate that you are doing so. 

• Connect with social media for enhanced customer contact. For example, 

use social media to answer frequently asked questions about claims 

processes, or to promote fraud awareness. 

• Integrate your systems with relevant technology such as vehicle telematics, 

smart toothbrushes, smart home systems and SME alarm systems. Offer 

premium discounts to encourage the use of such technology. 
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Delivering what 
insurers want 

There are many ways in which 

investing in a claims system that 

focuses on the customer can benefit 

the insurer as well. The first and of 

course most obvious is customer 

retention. Satisfied customers will be 

much less tempted to shop around 

when their renewal is due. Getting 

the claims experience right will not 

only increase customer loyalty it will 

also drive new business through 

personal recommendation, the best 

form of marketing. 

The second is reducing costs and 

claims leakage. Technology can 

assist in making the correct 

decisions on claims quicker but it can 

also reduce the need for as many 

claims staff. The numbers of call 

centre staff, FNOL staff and 

administration staff can all be 

drastically reduced as your system 

will do the majority of this for you. 

Furthermore, less engineers and 

claims adjusters will be required if 

real-time visual communication is 

used between the parties. 

An up-to-date claims system 

provides you with the information to 

help you understand your customers 

better, enabling you to tailor and 

improve your processes accordingly.  

Being able to identify what works and 

what needs improving is imperative for a 

claims department if it wants to evolve 

and meet the ever-changing needs of the 

customer. 

The speed of settlement benefits both the 

insurer and the customer. By 

concentrating too much effort on low 

value simple claims you waste valuable 

time and resources. An updated claims 

system with the ability to identify these 

claims and settle them automatically 

ensures that the claims team concentrate 

their efforts on higher value and more 

complex claims. 

Detecting and preventing fraud has 

positive results for both customer and 

insurer. According to the Association of 

British Insurers, there is still an estimated 

£1.9 billion worth of fraud that goes 

undetected each year, despite current 

efforts to tackle it. They also estimate that 

fraud adds, on average, £50 per year to 

each insurance policy. 
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Conclusion 
Investing in a new customer-focused claims system will give your company that much 

needed push into the modern world. 

In order to compete in this world, you need to take a long hard look at your claims 

department, your processes and the way in which you deal with your customers. It is no 

longer enough to treat each claim in the way we would have done 30 years ago. 

Do you put your customers first? Do you keep claims leakage to an absolute minimum? 

Do you use engineers and other suppliers as little as possible? If the answer to any of 

these questions is no then we believe the solution is a claims system with all of the 

features explained in this paper. 

The insurance industry continues to move forwards. The only way to move with it and 

remain a contender in the market is to embrace change now and prepare for the future. 
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About Total Systems 
Total Systems focuses on delivering innovative and market leading software solutions 

for the Financial Services Market. We deliver systems that allow an innovative and 

unique approach to Quote and Rating coupled with efficient and cost-effective solutions 

for Policy and Claims administration. Our modular approach provides flexibility to enable 

companies to amend product offers quickly to take advantage of changing consumer 

needs. 
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