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The US-based client is a division of the largest managing general underwriter in the world and provides back-office
insurance program development, deployment and ongoing policy administration support to its clients consisting of
insurance carriers. Through 2 divisions, the client creates, underwrites and administers unique commercial lines and
specialty lines policies that carriers don’t have the capacity to manage themselves. Because of the need for flexibility,
seamless integration and ease of configuration, they have standardized their policy, portal, billing and claims
operations on the cloud-based systems from Duck Creek Technologies. Speed-to-market and ease of support are two
of the keys to their success in the complex business model of managing multiple programs across multiple companies

on a single platform.

Business Issue

m Because the client supports multiple programs and products for multiple carriers, the technology landscape is
very complex.

m There are multiple teams working with various clients yet there is overlap in similar activities across teams.

m The client was also facing the challenge of inconsistent development practices across teams that added challenges
to the on-going administration of the programs.

m With increased demand for its services, the client was seeing an increase in backlog of support tickets causing a

decline in customer satisfaction.
m The client was looking for a partner to help streamline and improve the operations allowing their team more

bandwidth to focus on product creation and reduce the ongoing support costs.

Solution

Mindtree deployed an ownership-driven, automation first approach to managing the client’s complex
technology environment.

m Weimplemented our Duck Creek accelerators to automate processes like policy balancing resulting in much faster
reconciliation and minimal human intervention.

m We implemented our policy import accelerator—enabling the easy copy and move of policies (including the
transactions) across different environments.

m By leveraging our proprietary ‘Test Automation Center’, Mindtree was able to automate processes including the
identification of ineligible class codes and incorrect premium entries.

m Mindtree was able to enhance the overall system quality and reduce technical bugs by utilizing our ‘Manuscript
Analyzer’ to ensure new programs are coded to meet pre-defined coding standards.

m We utilized Mindtree’s automation platform—CAPE to deliver a unified dashboard for reporting.
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Business Benefits

m Within the first few months, the client was able to realize an overall cost saving of over 20% in the ongoing
support of their environment.

m By providing continuous service improvements and automations, the client achieved 15% year on year

operational cost reduction.

m Because of the rapid resolution of outstanding trouble tickets though
automation, the client was able to see a noticeable increase in customer
satisfaction and retention.

m By offloading the ongoing application maintenance to Mindtree, the
client has been able to focus on their core business of creating new and

challenging products for their customers.

Mindtree’s technical expertise and vast experience of working in the Insurance domain helped to simplify the client’s
complex environment that complicated their day-to-day operations. Our experts helped streamline client’s
operations, reduce cost, enhance underwriting speed, and TAT (Turnaround Time), which resulted in enhanced

customer satisfaction and established the client as a leader in their segment.
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