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It’s a fact. technology continues to 

impact every aspect of our business 

and personal lives, and the speed at 

which it evolves has increased dramat-

ically. the comforts and connectivity 

that were just ideas a year ago are 

now part of today’s reality. there is 

little separation between the devices 

and channels we use at work and at 

play—advances in one area infuence 

demand and expectations in the other. 

You need only think about how to im-

prove a tool or process and a solution 

becomes available almost instanta-

neously.

the most publicized advance-

ments have focused on the consumer 

in the form of smartphones, smart-

watches, home monitoring (security, 

heating/cooling, appliances), drones, 

and self-driving cars. and while the 

business adaptations may not always 

make headline news, the impact to 

the bottom line rarely goes unnoticed 

in the form of increased productivity, 

reduced expenses, and real-time ac-

cessible data, to name just a few. 

So how can carriers seize the op-

portunities available through technol-

ogy? first, insurers need to invest in 

a modern claims platform—one that 

is confgurable and scalable and has 

comprehensive functionality capable 

of supporting the innovations available 

today as well as those on the horizon. 

with an updated claims system, insur-

ers will beneft from the intelligent and 

automated processing that streamlines 

claims administration and expedites 

claims resolution. other benefts to uti-

lizing updated claims software include 

enhanced customer communication in 

the form of engagement through their 

preferred channel, reduction in main-

tenance and system costs, and robust 

reporting and dashboards. 

with a modern claims system in 

place, insurers can replace the manual 

processes that often elongate claims 

processing and delay settlement. one 

of the most time-consuming and dif-

fcult aspects of the claims process to 

manage is the feld inspection. Insurers 

have been looking for a viable solution 

that would remove manual workfows 

and allow retrieval and submission of 

information in real time while conduct-

ing on-site assessments. 

the wait is over. one of the newest 

claims mobile apps, developed by 

accenture Duck Creek in partnership 

with microsoft, delivers the functional-

ity that will enable claims professionals 

to use mobile technology to be more 

efcient and efective out in the feld. 

the windows-based app integrates 

with assignment and mapping tools—

such as Bing maps—to enable insur-

ance claims professionals to organize 

feld inspections according to priority 

and proximity. By automating this 

process, daily appointments are more 

precisely scheduled, increasing the 

efciency of each claims professional.

the real value of this app is that it 

allows claims professionals to bring 

their claims system out into the 

feld, eliminating most of the manual 

processes previously associated with 

on-site loss assessments. through this 

innovation, claims professionals can 

easily access loss and policy informa-

tion or enter notes, photographs, and 

other evidence directly into the core 

claims system while conducting the 

loss inspection. this reduces the need 

for claims professionals to complete 

paper documents and then transpose 

notes into the claims system when 

they return to the ofce. By eliminating 

manual workarounds, claims fles can 

be updated more accurately in real 

time, which can reduce the claims pro-

cess cycle time and result in a quicker 

settlement—a metric often linked to 

improved customer satisfaction and 

retention.

adding to the value that this app 

ofers is its ability to adapt responsive-

ly to the mobile device that the claims 

professional is using. Insurers now have 

choices. they can determine which 

windows-based communication de-

vice will work best for their feld claims 

professionals today and be able to 

change to a diferent tool in the future 

with little-to-no impact on workfow. 

So when is the best time to make 

a change to a modern claims system? 

researchers and analysts continue 

to stress that, to remain viable in the 

marketplace, insurers will need to tran-

sition from their legacy-based systems 

within the next two-to-three years. no 

one knows what new innovations are 

on the horizon, but those businesses 

that can take advantage of technology 

advancements will have a competi-

tive advantage as the trends of today 

become tomorrow’s table stakes. with 

the right software platform, insurers 

will be better equipped to overcome 

the ever-evolving challenges of the 

market and deliver the superior service 

that customers expect now and in the 

years to come.

Patti Grifn is the global product 

lead at Accenture Duck Creek
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