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CLIENT BACKGROUND 

A leading North American Financial group with over 40 years of experience in the industry with 
expertise in helping their clients improve bottom line performance and staying a step ahead of their 
competition.

However, as the business grew, the existing system grew more complicated. Clearly, the system was 
no longer conforming to the accepted operational efficiency range and needed significant 
improvements.

The customer needed an automated system to seamlessly manage the Claim Life cycle. The primary 
goal was to access the real-time status of claims; to organize and manage the work systematically.

The existing system was a legacy-driven process 
operated through spreadsheets containing the claim 
details for each day. The claims were manually allocated 
to various stakeholders. It was left to the supervisor to 
assign the claims to the processors accordingly. The 
processor is the initial reviewer of the claim. If approved, 
the claim then moves to the adjustor. The adjustor is the 
initial investigator of the claim and is responsible for 
approving or denying the claim. The claim may also be 
sent to other stakeholders, such as an insurance carrier 
or an investigator (ISO), for investigation or requesting an 
appraiser (internal or external).

After gathering all the necessary information for a given 
document, it undergoes scrutiny and is either approved 
or denied. If approved, the insurance company pays the 
stipulated fee.

Restricted by a unidirectional 
legacy system, the customer's 

existing design was punctuated 
with several loose ends, making it 
vulnerable to manual errors. The 
very sustainability of the system 
was in question due to the pace 
at which the business grew and 

the quantum of claims to be 
handled.
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KEY BUSINESS CHALLENGES

The existing process was susceptible to all the limitations any legacy systems would have suffered. 
For instance, it had to work with several disparate systems to gather information; this protracted the 
timeline and added unwarranted delays affecting the efficiency of the process.

Some of the critical business challenges that crippled the functioning efficiency of the Client were:



ROUTING

The work distribution process is very tedious and labor-intensive, often requiring 
work hours. The task is then distributed manually through an Excel sheet, which 
must be updated manually with the new data.

DATA SOURCE

Data is distributed and managed in multiple systems. The relevant and accurate 
information is unavailable to users at the right time.

COLLABORATION

Interactions between team members are being conducted outside of the 
platform, which is not reviewed by supervisors, causing delays. This troubling 
trend needed to be addressed to guarantee a high degree of accuracy and quality 
for reporting.

INTEGRATIONS

Lack of a single point of access to data from external systems. This makes it 
difficult for users to access data they need from one central location, forcing 
them to use various platforms instead.

DESIRED GOALS

The goal was to develop a system allowing end-to-end claim review and investigation automation. The 
system should be capable of manual and automated data scrubbing to considerably reduce the team’s 
workload. Additionally, the system should support audit requests from various parties. The system 
must be a single source of truth for handling the entire Claim Life cycle that could be achieved 
through a single platform. 

The Client also wanted to achieve the following goals:

• Reduced Per-Unit Average completion time
• Steady, if not improved, gross recovery
• Error Mitigation
• Increased business visibility
• Reduced 3rd Party service(s) reliance
• Reduced Training Time



EvonSys built a system that effectively helped cut down 
on manual processing and increased the throughput 
time. By leveraging Pega’s Claim Management Life Cycle, 
all these systems were integrated to develop a Workflow 
Management for Claim life cycle as one platform to 
handle the entire claim life cycle.

The legacy system involved several disparate systems 
that were difficult to access and caused delays in 
collecting all necessary information. EvonSys remedied 
this with the new system to access information from all 
systems through API integration.

The new system enabled stakeholders to access all the 
systems that have permission to access, including AIMS 
(Auto Inventory Management Systems), AASS 
(Automated Allied Setup Service), UNITRACK (To track 

EvonSys helped the Client 
transition from an error-prone, 
rigid, legacy-based system to a 
straightforward single source of 
truth. A system that drastically 
improved the efficiency of the 
process, reduced the training 

time and collapsed the typically 
extended timelines.
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information), CCC, Winking system for police report search, SCA (Appraisal platform), and more.

The system has also been integrated with OCR (Optical Character Recognition), Email Listener, and 
File Listener. Previously, the employees did these reports manually. Now, they have been brought 
under the scope of the new system, such as SLA report, closed claims report, and Initial 
Approve-Reject Report.

BUSINESS VALUE

The End-to-End Automation of Claim Review and Investigation, Audit, and Claim Resolution delivered 
many benefits that added substantial value to the Client. 

●  Improved Recovery per Repossessed Unit at $69 and Average Monthly Recovery at $3.4M or, at a  
    minimum, maintain averages
●  Reduced per-unit average completion time by employees by 50%
 ●  The average cycle time reduced from 19 days to 10 days
 ●  Average daily spending per FTE increased from 300 to 400 claims
 ●  Capacity Savings of 14 FTEs / $651,000 annually
●  Reduced Repo Plus process dependence on outside providers
 ●  Decreased KM2 employee resources by $40,000 monthly
 ●  Decreased Goldfein reliance with improved integration by $20,000 monthly



●  Slashed training time by 20%
●  Ensured 99.5% of workflow management process through BPM
●  Guaranteed 99% of workflow reporting through BPM
●  Optimized the accuracy of source system parity to 99.5%

We've been working with EvonSys for over two years now, and they are by far the best. 
They are prompt, sincere, and caring. The end result has helped us reduce training time 

by 20% and also ensured 99.5% accuracy through their BPM platform, which was a 
huge improvement for our company. I always say that you can't go wrong with EvonSys.
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EvonSys is a global digital transformation company committed to making businesses around the world 

more transparent, easy, and driven by technology. We are also advocates of digital transformation. If 

your business needs a technological awakening in these realms, then speak to us today.

CONTACT OUR TEAM.

We’d love to help you. 

4550 New Linden Hill Road, Wilmington, DE-19808 +1 844 EVONSYS

innovation@evonsys.com

ASK US ABOUT THE EVOLVE WORK SHOP


