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Background of the research

P&C insurers globally are facing a complex situation where-in their customers are increasingly demanding an Amazon-like experience, while internally their operations are plagued by
workflow complexities owing to multiple intermediaries and legacy systems, leading to high turnaround time, information leakages, frauds, and ultimately a sub-par customer experience. In
the quest to set up a digital-first operating model, insurers started with the digitalization of their sales & distribution operations but soon shifted their focus on building low-touch and
seamless core operations such as claims management. There is a heightened focus on generating superior efficiency, leveraging more data and ecosystem insights to identify fraud, and
most importantly improving the claims ratio by building predictive and preventive capabilities.

In this research, we present an assessment of 17 digital claims solution providers featured on the digital claims in P&C insurance solutions PEAK Matrix®. The assessment is based on
Everest Group’s annual RFI process for the calendar year 2021, incremental updates sought from the solution providers in 2022, interactions with leading digital claims solution providers,
client reference checks, and ongoing analysis of the digital claims solution market.

This report includes the profiles of the following 17 leading solution providers featured on the Digital Claims in Property and Casualty (P&C) Insurance — Solutions
PEAK Matrix® Assessment 2023 :

e Leaders: Accenture, Appian, Duck Creek Technologies, DXC Technology, Guidewire, and Mendix

e Major Contenders: Capgemini, HCLTech, Infosys, Majesco, Mindtree, Mphasis, Quantiphi, and Zensar Technologies

e Aspirants: Aspire Systems, Ventiv Technology, and Virtusa

Scope of this report: Py
Geography @ Solution providers [ \ Solution assessed
Global 17 \ ﬁ ; Digital claims
T \, /
N~
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Definition and scope for digital claims in the insurance industry PEAK Matrix® assessment

Claims value chain components

Claims intake : Validation Segmentation &Adjudication -g-:) Disbursement
J— ‘E’
Core dlglta| claims solution functions Data management — customer and product
Claims Omnichannel Device agnostic Self-service
notification _ _ _ _ . Structured & unstructured data
(FNOL) Electronic logging Smart documentation Personalized experiences o
QO
Internal & external data &
Claims Data-driven complexity scoring Al-driven case management Automated status updates =
S 3
adjudication Automated decisioning Third-party data intake Omnichannel claims monitoring Dark dat %
ark data a
Claims Claim adjustment Predictive claims modeling Automated payments
tl t Metadata
settiemen Accounting Invoice handling Real-time reporting
Other digital claims solution functions
Regulatory and compliance management Subrogation Al/blockchain-powered fraud management

Digital technology enablers

Cloud Data analytics Blockchain Behavior/voice analytics Mobility

API Integration OCR/IR AI/NLP Chatbot/ML RPA/Automation
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Overview and abbreviated summary of key messages

This report examines the global digital claims solutions landscape for Property and Casualty (P&C) insurance firms. It focuses on digital claims solution provider position, evolving market
dynamics and emerging provider trends, assessment of provider delivery capabilities, and key digital claims solution provider profiles

Some of the findings in this report, among others, are:

Market demand dynamics e |Insurers are aggressively looking to revamp their claims operations to drive superior efficiency, offer compelling customer experiences, and
future-proof their technology engine. The three pillars for undergoing a successful claims transformation journey for carriers includes:

— Continuous investments in digitization of claims: Claims notification to settlement experience majorly influences customer satisfaction
levels directly, thus making insurer investment into claims modernization systems imperative for insurers

— Accelerated innovation: Insurers need to amp up the pace of innovation to keep up with the evolving customer needs and product types
Talent management — Modernizing the claims journey requires adopting advanced technologies such as Al/ML and telematics and a skilled
workforce to manage emerging risks. Insurers need to enhance their long-term value proposition to attract skilled workers with technical and
domain expertise.

e Industry frontrunners aspire to execute the vision of a zero-touch claims process backed by investments across Al/ML, telematics, and
advanced analytics in collaboration with solution providers

Digit_al claims squ?io_n e Leaders have showcased an end-to-end digital claims solutions portfolio with advanced capabilities across core functions such as claims
provider characteristics notification, adjudication, and settlement to fulfill P&C carrier needs across the claims value chain

e Major Contenders offer support across a few P&C product types such as (personal and auto insurance) currently and are on the journey to build
off-the-shelf coverage across new product types and features

e Aspirants have relatively nascent offerings around the core functions of claims value-chain. These providers differentiate from peers via the
speed of low-code configurability, enabling P&C firms to manage complex processes with ease
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The report has detailed profiles of 17 leading insurance digital claims solution providers

Provider 1 | digital claims solution in P&C insurance profile (page 1 of 5)

Overview

Vision

Provider 1 aims to the clai icing fo
experiences. They envision to build nimble solutions and embra
changing customer expectations and shifting market demands.
considering the need for system agility and digital technologies
act as an orchestrator to manage most of the aspects of claims
intelligence to monitor and improve claims handling, an ecosyst
and analytics to process claims efficiently.

Digital claims solution revenue from P&C insurance clients

<US$5 million US$5-15 million US$15-30 millio

Digital claims solution revenue growth from P&C insurance

<5% 5-10% 10-15% 18

Number of active digital claims solution P&C insurance clie

<8 3-6 8-10 1

1 Based on Everest Group estimates

Gerest Group®  Proprietary & Confidential. © 2022, Evere

Provider 1 | di
Key success stories

m et

Business challenge

Client 1 wanted to modernize business and position the compa
and services digitally to its members. This required a digital strz
transform legacy systems for the future.

Solution

o Client 1 implemented Provider 1's InsuranceSuite (ClaimCen
the legacy core systems

o Client 1 was the first European insurer to implement Insuranc
 Cloud-based core system for commercial business was imple
Key outcomes delivered

* Accelerated product launch, enabling the client to respond fa

« Enabled centralization of activities such as application mainte
processes

merest Group®  Propristary & Confidential. ® 2022, Everest Global, Inc.

ital claims solution in P&C insurance profile (page 2 of 5)

Provider 1 | digital claims solution in P&C insurance profile (page 3 of 5)
Solution capabilities

Claims notification

Claims adjudication

Claims

‘Omnichannel FNOL receipt

Intelligent document processing

Claims fraud detection through prec

Value-chain services

payment

Consumer and agent self-service p¢
Pre-built product libraries with prodt

Multi-language, multi-currency supr

Description

Investments in claims automation

merest Group®

Propristary & Confidential. © 2022

Comments

Provider 1 is investing
and digital technologie
components are being
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Provider 1 | digital claims solution in P&C insurance profile (page 4 of 5)

Key investments and partnershij

Key Investments (e.g., M&As, joint ventures, and talent de

type
Investment 1 Product development
Investment 2 Product development
Investment 3 Product development

Key partnerships (.., consulting, S! partners, and solutiof
type

Solution partners

Partnership 1

Propristary & Confidentia Everest Global, Inc

merest Group®

Provider 1 | di

ital claims solution in P&C insurance profile (page 5 of 5)
Everest Group assessment — Leader

Measure of capability: (*) Low @ High

Technology
Markst adoption jValtsidelivered n and strategy

o @ 9

Strengths

9 9

novation and Engagement and
investments commercial model O

® 9 2 9 9

Limitations
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Market-leader positioning with respect to the highest number of standalone installations,
along with a well-balanced client portfolio across personal and commercial lines as well

as large, mid, and small insurers

Meaningful investments in product development to offer cloud-enabled deployment
options, as well as claims automation with Provider 1 Claims Autopilot, enabling insurers

to take an automation-first approach to claims handling

Wide partnership ecosystem allowing insurers a vast number of options among certified
Sl services partners as well as of InsurTechs and solution partners to integrate value-

added features/functionalities

Does not offer OOTB support for product types across few personal lines as well as the
majority of specialty lines of businesses

In a few accounts, clients have cited concerns with the complexity and effort required to
implement and upgrade the claims systems, leading to higher costs
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Everest Group is a leading research firm helping business leaders make confident decisions. We guide clients through today’s
market challenges and strengthen their strategies by applying contextualized problem-solving to their unique situations. This
drives maximized operational and financial performance and transformative experiences. Our deep expertise and tenacious
research focused on technology, business processes, and engineering through the lenses of talent, sustainability, and sourcing
delivers precise and action-oriented guidance. Find further details and in-depth content at www.everestgrp.com.
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This document is for informational purposes only, and it is being provided “as is” and “as available” without any warranty of any kind, including any warranties of completeness, adequacy, or fitness
for a particular purpose. Everest Group is not a legal or investment adviser; the contents of this document should not be construed as legal, tax, or investment advice. This document should not be
used as a substitute for consultation with professional advisors, and Everest Group disclaims liability for any actions or decisions not to act that are taken as a result of any material in this publication.



mailto:info@everestgrp.com
mailto:india@everestgrp.com
mailto:india@everestgrp.com
mailto:unitedkingdom@everestgrp.com
mailto:canada@everestgrp.com
https://www.everestgrp.com/
https://www.everestgrp.com/blog
https://www.youtube.com/channel/UCbQ1l16kgLcWzLOSIN3cdHg
https://www.linkedin.com/company/everest-group
https://twitter.com/EverestGroup
https://www.facebook.com/everestgrp/
https://www.everestgrp.com/
http://www.everestgrp.com/

	Slide Number 1
	Our research offerings
	Slide Number 3
	Slide Number 4
	Background of the research
	Definition and scope for digital claims in the insurance industry PEAK Matrix® assessment
	Overview and abbreviated summary of key messages
	The report has detailed profiles of 17 leading insurance digital claims solution providers
	Research calendar�Insurance Information Technology
	Slide Number 10

