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Insurance and Pega Dynamic Case Management 
A Single Agile Platform for Global Management of Insurance Claims  
Really is Achievable

The insurance industry has been deploying Business Process Management (BPM) solutions for some time now. Increased 
efficiency and cost reduction are typical drivers for these initiatives, as is flexibility. Flexibility should include the software 
not only providing options for how to organize and drive work activities, but also the additional benefit of increasing orga-
nizational agility—meaning the solution adapts easily to help meet new business challenges and opportunities without 
major rework of the application. 

Would you believe that it is possible to deploy a single global claims platform that can expand with you as your business 
grows? One of the world’s largest global insurance carriers has already implemented a single global claims solution that 
helped them to drastically reduce their claim handling time while also reducing claim leakage. 

Up until now, there were really only two alternatives: Deploy a packaged application that forced the organization to fit 
around how the software works or customize a BPM solution. While traditional BPM solutions provide a way to model pro-
cesses and then organize workflow around them, they’re best suited for routing of predictable tasks and data. In contrast, 
more complex work activities include a combination of processes, activities and a high likelihood of needing to address un-
anticipated work. While more clerical roles tend to handle process-centric work, more complex work is usually performed 
by skilled knowledge workers who apply their subject matter expertise and judgment to address unexpected issues that 
arise. Most insurance claims activities fall into the latter category. (My colleague Eric Deitert describes how different types 
of work done in organizations map to various types of workers in his blog post about the Adaptive Enterprise.) This require-
ment to support more complex work activities shortens the list of prospective BPM solutions as few vendors can actually 
deliver this. 

Pega enables flexibility from day one with its Direct Capture of Objectives (DCO) capability. DCO is both a set of features in 
Pega and a collaborative approach for teams to work together. Using DCO, business stakeholders and IT collaborate right 
in Pega to capture solution requirements, prototype solutions and build a draft user interface. The team can easily refine 
the solution and then Pega automatically generates a baseline application ready for IT to further customize around the 
organization’s unique requirements. The ultimate benefit of DCO is faster time to deployment.

Pega supports complex work activities with Dynamic Case Management solutions that seamlessly leverage Pega BPM 
capabilities. Pega’s holistic approach supports all of the work that needs to be done by organizing it into a parent case 
which can have multiple subcases—think of the metaphor of a virtual manila case folder that can capture structured, un-
structured and event-driven activities. After an insurance company receives a First Notice of Loss (FNOL), Pega initiates 
the processing of that new claim (the parent case) and then orchestrates the work across the processes, systems, content 
and people needed to resolve the case. Pega’s out-of-box case worker portal helps claims agents to prioritize and focus on 
the work they need to do; once finished, Pega can next route the case to other subject matter experts needed to progress 
the case. Service Level Agreements (SLAs) can be defined for individual activities and the entire case, and Pega monitors 
the progress of the claim against those SLAs. Managers of claims teams and other business stakeholders can use Pega’s 
dashboard in the case manager portal to quickly get an at-a-glance visual view of all cases, status and key metrics as well 
as drill down into specific cases to learn more.

http://www.pega.com/community/pega-blog/the-next-wave-of-innovation-in-bpm-part-ii
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Insurance companies need solutions that also help them grow their business. For example, an insurance company selling 
homeowner’s policies may decide to also underwrite condo and renter’s insurance or sell into new geographies. Most 
vendors will tell you they can easily handle this, but the reality is that those solutions require a lot of work to do so. With 
their approach, after defining a generic or basic type of claim, developers then clone and adapt to specific requirements 
such as property type, geography and jurisdiction each time one of those new requirements needs to be supported. On 
the technical side, it isn’t pretty. The solution ends up with tons of customized code, each slightly different than the others. 
This results in a maintenance headache that can become a maintenance nightmare over time.

Pega offers a more elegant approach that supports specialization easily using the tools that customers have already 
utilized to successfully build their single global claims platform. After defining the policies, procedures and UI around the 
case management of a base claim and how to resolve it, Pega makes it very simple to create specialized versions of that 
case. Unlike other solutions where this is done by cloning, changing and implementing additional versions, with Pega you 
simply specify what’s different from the base case. Pega’s sophisticated approach for executing rules at run time selects 
the right sets of rules to apply based on the unique attributes of the particular claim. 

Frequently, after an application has been deployed, business users encounter scenarios not anticipated when the solution 
was originally designed. The ability to support unplanned work and capture lessons learned is another critical require-
ment for insurance companies to remain agile. In the case of a fraud investigation for a property or auto insurance claim 
that has not been encountered before, a new set of policies and procedures may need to be defined to support and 
complete that investigation. Pega includes a capability called design by doing which is ideally suited for use by experienced 
subject matter experts to rapidly define the case management of new work types. In this example, a senior investigator 
uses their expertise to identify who needs to participate in the investigation, determine what activities need to be com-
pleted, and identify who may need to approve some of the work. Right within their Pega application, the senior investiga-
tor can use design by doing to capture all of those elements as a new case type while working through and completing 
the investigation. Once the investigation is resolved, the new case type can be refined further and then shared across the 
organization. This enables other less experienced investigators or someone new in a claims investigation role to access 
the new case type created by the senior investigator and utilize all of the activities, processes, documents, approval steps 
and other pertinent information contained in that new case type.

Insurance and Pega Dynamic Case Management

Additional information about how Pega can help your organization is available in the Insurance and Dynamic Case  
Management sections of our website.
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