












Digital Opportunity

Area of Impact 

Customer experience Claim outcome Adjudication Settlement 

FNOL reporting through multiple channels - phone, emails, call center, 

social apps, chatbots, smart speakers, and internet of things (IoT) 
High Low Low Medium

Self service capabilities for third-party service providers High Low Low Low

‘Claims wall’ to enable direct communication between claimants 

and adjusters
High Low Low Low

Document management using intelligent technologies and cloud storage 

for claims artifacts and case history documents
Medium Low Medium Medium

Claim settlement time prediction leveraging advanced algorithms 

and ML
High Low Low Low

Proactive injury and liability management and third-party liability 

predictability
Low High Medium Medium



Digital Opportunity

Area of Impact 

Customer experience Claim outcome Adjudication Settlement 

Claim segmentation based on severity and loss location using predictive analytics 

and AI led automation
Low Medium Medium Medium

Dynamic claims tracking and reassignment based on severity Low High Low Low

Case management leveraging intelligent technology led automation and aided by insights drawn 

from customers’ mobile data, chat, images, and data from drone assessments and IoT devices 
Low High Medium Medium

Diagnosing claim outcomes and offering resolution paths leveraging auto adjudication engine 

incorporating analytics enabled dashboards 
High Medium Medium Low

Service engagement between third parties and insurance carriers and repair shops through digital 

channels and automation of processes such as invoice verification and approval
Low Low Medium Low

Visual surveys, digital inspection, and automated data capture through a cognitive 

vision framework 
Low Low Medium Medium

Vehicle and property damage assessment using AI and geospatial imaging, pre- and post-event 

images, videos, and drone images 
Medium High High High

Litigation evaluation using litigation calculator and analytics technologies Low High Low Medium



Digital Opportunity

Area of Impact 

Customer experience Claim outcome Adjudication Settlement 

Cognitive agent for STP of routine claims with predictable characteristics and patterns High High High High

Reserve allocation using analytics and reserve management using AI driven 

dashboards for real-time view and tracking
Low Low Low Low

Dispute avoidance in complex claims using algorithmic decision-making powered 

by ML and data insights
Low Medium Medium Low

Predict maximum medical improvement (MMI) condition for workmen’s 

compensation (WC) claims
Low Medium Medium Medium

Quantum of payout calculation using analytics Low High Low Low

Instant payment services to third parties - concierge services, medical provider, 

cyber security and repair units, garages
Low Low Medium Low

Support for multiple payment modes based on customer preference High Low Low Low

Parametric claim payment automation High High High High



Digital Opportunity

Area of Impact 

Customer experience Claim outcome Adjudication Settlement 

Subrogation opportunity scoring based on advanced analytics Low High Low Low

Subrogation process handling leveraging blockchain Low High Low Low

Litigation propensity (legal case creation) along with document repository 

using AI technologies
Low High Low Low

Risk prediction and prioritization of claims with the likelihood of large settlements Low High High High

Content manipulation and location spoofing prevention Medium High High High

Fraud scoring based on analysis of structured and unstructured data like loss details, 

photos and voice; automatic assignment of cases with high fraud score to special 

investigation unit (SIU)

Low High Medium Medium

Fraud detection using AI and web-crawling tools to identify suspicious and fraudulent 

claims, reveal networks, and discover hidden patterns
Low High High High
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