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In the past, claims processing has largely been 
a manual, paper and document-centric process. 
Meaning that more staff are required for the business 
to grow and process more claims. But that’s changing. 
The introduction of automation provides enormous 
potential to speed-up processing and reduce 
associated costs. Not only around efficiencies of the 
claims handling process itself, but also reducing the 
costs to handle the indemnity portion of any claim.

Some of the key challenges for automation to 
address include:

- Huge amounts of data that is difficult to manage
- Ever increasing resource required for processing
- Lack of management visibility
- Improve CX in what is a highly competitive industry
- Detect and avoid fraudulent claims
- Reduce costs and offer more competitive premiums
- Store data securely and manage customer data in 

a GDPR-compliant way
- Provide customers with updated information at 

every stage of the process
- Reduce indemnity costs when handling claims

Becoming more competitive

Claims management is at the heart of any insurance 
company. An effective claims management process 
can save an insurance company time and money and 
deliver a greatly improved customer experience (CX). 
When comparing insurers, the two most important 
factors that new customers base buying decisions 
on are the CX they and their network receive and 
price. Becoming more competitive in both areas is 
critical for growth.

The claims process is fundamentally straightforward 
and well understood. Every insurance company 
needs to ensure that they:

- Process claims promptly and fairly
- Provide reasonable guidance and information to 

policy holders
- Not unreasonably reject a claim
- Settle claims promptly once agreed

How automating processes works 

To understand more about automating processes to deliver a great claims 
customer experience, check out our Claims Automation eGuide.

https://www.netcall.com/wp-content/uploads/2020/11/Claims-Automation-eGuide-AUG2021.pdf
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Aon

As a global organisation that has 
grown via acquisition, Aon has a 
whole range of Claims Management 
applications and procedures. Their 
people and platforms have a wealth 
of information and experience that 
can provide huge value to their 
customers and partners.

Aon is currently on a claims 
transformation journey focused 
on unlocking these reserves by 
reducing manual administration and

maximising automation, freeing 
up time for their teams to spend 
providing value add services.  

Any solution must also be able to 
accommodate regional or territory 
variations whilst working in harmony 
with existing applications.  

Liberty Create was selected as the 
strategic low-code platform for key 
elements of the claims journey by 
focusing on these objectives: 

1 Automate to remove the need for
human intervention wherever 
possible, increasing efficiency, 
accuracy and speed  

2 360 view of both the customer 
and a claim

3 Communicate to facilitate effective 
communication throughout the 
process, both ad-hoc and automated

4 Collaborate to allow advisors, client
handlers and adjustors to work 
seamlessly together

5 Empower all parties, providing
complete visibility and the ability to 
self-serve where appropriate.

Customer examples
Here’s how Intelligent Automation for Claims has helped improve the claims process for major insurance 

Legal & General

At Legal & General, their team 
has used Liberty Create to design 
a user-centric, claims handling 
platform, to manage the workflow 
for insurance claims. Automated 
processes speed up the claims 
process and improve customer 
service levels.
 
After their system went live, Legal 
& General saw a huge improvement 
in claim handling speed with the 
journey time for simple claims being 
reduced from two days to less than 
one day. 

On day three after launch, a claim 
was handled, closed and payment 
processed within 38 minutes – a 
new record at Legal & General! 
Since then, it has been improved 
further to only 25 minutes.

Although claim volumes have 
increased significantly through 
COVID, Legal & General has still been 
able to improve the customer journey 
during a challenging time for all 
parties without needing to increase 
headcount. In fact, they are on track 
to make a 15% saving.  

Legal & General has achieved this 
with its MyClaim platform designed 
to expedite simple and complex 
claims by guiding users through 
the decision-making process, 
sharing relevant information with 
the customer and other concerned 
parties at every step. Customers 
have full visibility of the stage their 
claim is at in the process. By offering 
reassurance that their claim is being 
processed with the appropriate 
attention, Liberty Create has enabled 
Legal & General to provide the best 
possible customer journey.

Tesco Underwriting

Tesco Underwriting has 
implemented Netcall’s Liberty 
Create low-code software 
development platform to 
significantly enhance its claims 
handling process. 

Having trained three of their 
Continuous Improvement Team 
on Liberty Create in just three 
days, members of the team 

then went on to develop a highly 
customisable application that 
helps manage internal claim 
workflows.

Since implementation, the 
company has witnessed a 
significant increase in claim 
handling efficiency:

- 57% increase in the number of
claims processed per hour

- the new system has 
contributed to a substantial 
seven-percentage-point 
rise in Tesco Underwriting’s 
customer Net Promoter Score

- the company has met its own 
goals for claims processing 
within the first six months.
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https://www.netcall.com/industries/claims/


Easy mapping of the process to 
execute

Development tools that are easy 
for professional developers and 
business analysts alike to use to 
build the system they need

Faster development (more than 10x
over traditional methods) delivering 
innovation to the business quickly

Simpler decommissioning of a costly 
legacy system

The means for changes to easily be 
made and accommodated

Integration with existing systems 
building on the investments already 
made and easily connecting to 
partners in the supply chain

High quality user and customer 
experiences that help engage them 
and drive adoption

The visibility needed to effectively 
manage the business

Built-in security designed from 
the ground up to secure data and 
protect customer privacy

Automation to reduce the indemnity 
costs for handling claims

A platform to drive down the costs 
and resources required to process 
increasing numbers of claims

Exceed your CX ambitions

Liberty Create enables insurance companies to take control of their claims process and create a system that exactly meets the 
needs of their business and their customers. Using Liberty Create, software solutions can be built that provide:
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Talk to us.

Contact us today for a demo visit
netcall.com

Or call us on 0330 333 6100 and say 
“Liberty Create”
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Address the needs of your claims process with Liberty Create

“The speed and agility that the low-code platform has 
given us has meant we’ve been able to build, iterate and 
change processes really quickly and effectively. Without 
the project, I don’t think we’d have been able to achieve 
the NPS and the efficiency benefits that we have derived 
– the speed and agility has been fantastic.”

Neil Arrowsmith, Head of Operational Excellence, Tesco Underwriting


