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■ leveraging soa

Technology Helps Boost Claims Velocity
By randy wheeler

T oday, many financial transactions 
occur in real time, and consumers 
have come to expect the immediacy 

and real-time benefits of online trans-
actions, 24x7 connectivity and mobile 
communications. As a result, the claims 
industry has been forced to respond to 
consumer and market pressures to acceler-
ate transaction processing. 

What’s ahead is a more modular, 
service-oriented architecture that tightly 
integrates data, systems and people to 
speed up workflow, improve productivity 
and enhance claims decisions.

Consider the key infrastructure and 
technology tools—such as Web services, 
business rules and browser-based technol-
ogy—that are enhancing straight-through 
processing, so claims organizations can 
achieve increased claims velocity.

E Flexibility To Quickly Adapt To 
Market Changes. 
An organization’s unique claims manage-
ment strategy is the cornerstone to its 
competitive advantage. In the past, poli-
cies and procedures were hard-coded into 

claims systems. Changing a process meant 
retooling the software—a task that required 
a programmer to perform. 

With today’s rapidly changing claims 
environment, organizations need to re-

spond quickly, without waiting for IT as-
sistance. To adapt to market fluctuations, 
organizations are demanding browser-
based systems that enable business users 
to implement process changes on their 
own and on the fly. 

They must have the ability to continu-
ally rethink processes, and where appropri-
ate, redesign claims workflow for optimal 
efficiency and performance. A high-velocity 
solution provides both robust claims func-
tionality and powerful customization capa-
bilities out of the box.  

E Business Rules Automation 
Enables Straight-Through 
Processing. 

Ideally, claims organizations want to apply 
adjuster resources where they are needed 
most. By leveraging sophisticated business 
rule engines, organizations increase their 
rate of straight-through processing. This 
means relatively simple and straightfor-
ward claims are settled with little or no 
human intervention. 

To achieve this type of end-to-end 
automation, organizations customize 
business rules to review incoming claims 

and identify “sim-
ple, straightforward” 
transactions—such as 
a workers’ compensa-
tion claim with only 
one doctor’s visit—
to be routed for im-
mediate settlement 
and closure. 

Business rules ensure consistent quality 
in an automated claims-handling environ-
ment, while also enabling claims adjusters 
to focus their time and attention on more 
complex claims that require their expertise 

and personalized service. 

E Achieving Paperless Claims 
Processing Through A Data-Driven 
Strategy. 

Today, the vision of paperless claims pro-
cessing is finally being realized. In its 
rudimentary stage, claims departments 
scanned documents but continued to use 
paper throughout the organization. 

To engage in a truly “paperless” par-
adigm, organizations are completely 
avoiding the generation of paper docu-
ments, relying on the electronic submis-
sion and exchange of information. In 
this data-driven environment, informa-
tion is inputted once and made available 
to all parties via an enterprisewide elec-
tronic infrastructure. 

The paperless paradigm has expand-
ed, as organizations use optical charac-
ter recognition and electronically attach 
digital photos, videos and audio to the 
claims file. 

As an added benefit, a data-driven strat-
egy means more information is available 
for analysis, benchmarking and perfor-
mance reports. 

E Prompt Claims Reporting Via The 
Internet. 
Prompt and accurate reporting of claims 
is critical to achieving the best possible 
outcomes. Whether an organization em-
ploys an in-house claims department or a 
third-party call center, data reported on the 
front-end must feed directly into back-end 
claims systems. 

Seamless integration allows claims 
adjusters and other loss-control spe-
cialists to quickly initiate their role in 
the claims process, leading to optimal 

What’s ahead is a more modular, 
service-oriented architecture that tightly 
integrates data, systems and people to 
speed up workflow, improve productivity 
and enhance claims decisions.”
Randy Wheeler
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 Randy Wheeler is the founder and CEO of 
San Ramon, Calif.-based Valley Oak Systems 
Inc., a unit of Aon Corp. He may be reached at 
rwheeler@valleyoak.com.
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The challenge is developing an “analy-
sis first” approach that ensures the greatest 
business value to claims departments. 

Organizations reap the most benefit by 
first outlining an enterprise-level map of 
business processes and aligning Web ser-
vices to core claims functions. Many orga-
nizations have used Web services to piece 
together a best-of-breed solution that en-
compasses claims and risk management, as 
well as other insurance functions, such as 
policy administration and underwriting.

E Continual Claims Innovation.
Claims leaders are continually striving to 
improve operations to achieve informa-
tional and transactional velocity. Organi-
zations must ensure their IT infrastructure 
supports a highly automated workflow and 
has the ability to grow and expand with 
emerging needs. 

Today, the Internet and a service-orient-
ed approach are the main means to rapid 
process transformation. When evaluating 
new claim systems, organizations must 
keep two considerations in mind—system 
flexibility and service components, both of 
which will help align technology to their 
overall claims strategy. NU

results. With the advent of intelligent 
online claim forms, the use of Internet 
reporting has increased.

These smart forms use drop-down lists, 
auto-population of fields and threads of 
logic to navigate users quickly through 
the electronic claims submission process. 
Due to their intuitive, user-friendly de-
sign, online forms are often faster than a 
typical phone transaction.

E Modern Infrastructure For Rapid 
Transformation. 
Before claims velocity can be achieved, 
a modern IT infrastructure is required. 
Maintaining legacy systems consumes as 
much as 80 percent of IT budgets, but 
these outdated systems lack contempo-
rary automation capabilities and result in 
inefficient operations. 

Rather than use a risky rip-and-replace 
approach, organizations are leveraging ser-
vice-oriented solutions as a means to rapid 
transformation. 

A more modular infrastructure al-
lows organizations to quickly deploy 
new claims functionality, management 
capabilities and automation tools on a 
component basis. At the same time, the 
infrastructure is highly interoperable and 
can work in conjunction with legacy sys-
tems, allowing organizations to control 
their rate of legacy replacement. 

E Leveraging SOA For  
Speed-To-Market. 
When building a modern claims infrastruc-
ture, a service-oriented architecture has 
many advantages. Organizations can bring 
together standard, interchangeable compo-
nents or “services,” assembled according to 
their specific requirements. 

SOA addresses an organization’s need 
for speed-to-market with new system de-
velopments. SOA also provides flexibility 
and integration, creating one consolidated 
browser-based platform that pulls together 
various system components, as well as 
multiple stakeholders, including claims ad-
justers, underwriters and risk managers. 

To optimize functionality, SOA must 
be designed with an enterprise IT vision, 
as well as having each “service” embody a 
module of claims functionality and value. 
As services are added, organizations or-
chestrate all services to work together and 
to sustain alignment with overall claims 
objectives. 

E Web Services For Process 
Acceleration. 
Web services provide the process-accelerat-
ing promise of SOA. Web services offer cost 
savings through efficient IT development, 
integration and maintenance, but the 
greatest value is enabling organizations to 
process claims at the speed of the Internet. 
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