
BPO Services for Insurance Industry
nsurers are faced with multi-pronged issues shrinking margins, short product life cycles, mounting customer expectations. and the effects of ever-changing 

regulations, are  having an impact on business, not always in an acceptable way. Consequently, Success often depends on rapid smart business processing, product Idevelopment, combined with efficient and effective ways of dealing with customer deliverables in underwriting, claims and other areas. Solution lies in liberating 

you from the routine and non -core functions to focus more on strategic and marketing functions without compromising on quality and compliance.

HCL can assist you in transforming your business performance by custom building an integrated business model that would enhance Process efficiency and also 

continuously deliver performance leading to a healthy bottom line. HCL has significant experience in managing customer-centric processes of leading global insurance 

companies, and strives to provide well-analyzed BPO solutions that will enhance client efficiency and customer experience.

HCL SERVICE OFFERINGS

LIFE and P&C

POLICY ADMINISTRATION

4 Policy Endorsement / 
Changes

4 Premium Collection / Billing
4 Policy Exits

ANNUITIES ADMINISTRATION

4 Annuities / P ension Scheme 
Setup

4 Annuities / P ension Processing
4 Reconciliation & P ayments

COMMISSIONS

4 Commissions Processing

4 Charge Back Processing

4 Adjustments Processing

OTHER SERVICES

4 Data Cleansing

4 Document Indexing

VOICE/ BACK-OFFICE

VOICE
BACK-OFFICE

4

4 Customer services               

?

? Policy Enquiry
? Claims Enquiry
? Case Management
? Agency General 

Enquiry
? Agency Commission 

Enquiry
? Customer/Agency 

Complaints

Inbound 

Product Enquiry

CONTACT CENTER SERVICESAGENT MANAGEMENT

4

4 Background V erification
4 Appointment V erification
4 Agency R enew als/T erminations

Creation of Agency R ecord

New Business / Underwriting

4 Application Processing
4 Application R eview
4 Policy Issue
4 Application Closure

CLAIMS MANAGEMENT

4 Claims Intimation/R egistr ation
4 Claims Calculation
4 Claims V erification
4 Enquiry
4 Claims Adjudication
4 Claims Analysis/Appro val/ 

Disbursement

AGENT MANAGEMENT

NEW BUSINESS

CLAIMS

CUSTOMER SERVICE



ABOUT HCL BPO BUSINESS SERVICES

HCL brings with it:
4 Experienced BPO Insurance team with wide and varied exposure to Property & Casualty, Life, Annuities & 

Pensions, and Reinsurance 

4 Established standards in process driven quality improvements (COPC & Six Sigma Initiatives)

4 Dedicated Insurance practice spanning 5000+ man-years of experience providing business transformation 
solutions to various customers in Life, Pensions and Property & Casualty customers across the Globe

4 Business partnership with leading Insurance Product vendors like Primavare, Guidewire, TIA and Prima 
solutions

4 A dedicated Insurance Competency Center headed by an experienced Insurance industry expert

4 Large number of resources certified by leading Insurance certification programs: LOMA, IIA/CPCU, CII

4 Close association with LOMA (FLMI, ACS, ARA), AICPCU (CPCU, INS), CII (London) and III-India (FIII) in 
promoting insurance education

4 Benchmarked transformation initiatives and well-identified process ownerships

4 Unlimited record in building and sustaining client relationship

BUSINESS BENEFITS

4

improved efficiency and speed to 

market

4 Reduction in operating costs 

resulting with increase in 

profitability

4 Improved customer satisfaction 

levels

Streamlined processes leading to 

Client
UK's leading provider of long-term savings 
products with a range of innovative solutions for 
pensions, investments and protection. The client 
pioneered the Multi-Manager investment 
approach in the UK for over 20 years, as well as 
provided access to a wide range of fund managers 
and their funds.

Solution
4
4 Documentation of operational procedures 

and process controls
4 Rationalized over 2000 business tasks to 

approximately  700 business tasks 
4
4 Clear any inconsistencies of data in the 

present databases
4 Prevent entry of inconsistent data in future 
4 Provide an alternate view of customer-centric 

approach to the present policy-centric 
databases

4
4 Evaluate the efficiency and effectiveness of 

process, applications and Infrastructure 
used for customer interaction

4 To design and build a process, applications 
and infrastructure to-be state aimed at 
reducing cost of service and improve 
Customer Satisfaction

Highlights
4 Maximized data integrity
4 Unique, accurate and synchronized customer 

data across plans
4 High performance and scalability
4 Qualitative benefits like brand enhancement, 

improved MI data, improved conversion 
rates etc

4 Quantitative benefits like efficiency savings

Procedure documentation

Data cleansing

Customer interaction model

CASE STUDIES

Client
UK market leading software and services for 
pension's administration, payroll and actuarial 
valuation. Major presence in both public and 
private sectors, delivering products and services 
to group schemes, consultants, insurers and third 
party administrators.

Solution

4  Administering the annuitants accounts 
of various insurance companies

4  Managing pensioners accounts 
for public sector clients ( NHS &  Armed Forces)

4  Payment of pensions and annuities 
across the globe

4  Private sectors administering actives, 
deferred and Pensioner accounts of various 
private sector clients

Highlights
4 Improvement in customer service levels by 

providing accurate and timely service 
4 Flexibility to acquire new clients within short 

period of time
4 Process reengineering to achieve automation for 

many activities

End- to- end processing in:
Annuities:

Public Services:

Payroll:

TPA:

Client
US based commercial insurance service provider 
offering diversified selection of specialty 
insurance products.

Solution
4 Receive scanned and indexed policies and 

endorsements
4 Processing different fields from indexed new 

policies and policy endorsements
4 Coding of indexed images and documents into 

Policy Management System

Highlights
4 Reduced overall end-to-end cycle time of 

Collateral Protection details entry
4 Cost- effective quality solutions in the form of:

4 Increased service level and productivity
4 Reduced customer disputes and issues

HCL Technologies is a billion dollar leading global IT services company, working with clients in the areas that impact and redefine the core of their 
businesses. Since its inception into the global landscape after its IPO in 1999, HCL focuses on 'transformational outsourcing', underlined by 
innovation and value creation, and offers integrated portfolio of services including software-led IT solutions, remote infrastructure management, 
engineering and R&D services and BPO. HCL leverages its extensive global offshore infrastructure and network of offices across the globe to 
provide holistic, multi-service delivery in key industr y verticals including Financial Services, Manufacturing, Consumer Services, Public 
Services and Healthcare. HCL takes pride in its philosophy of 'Employee First' which empowers our transformers to create a real value for the 
customers.

Winner of “Excellence in Insurance Education”  

award (LOMA) for 6 consecutive year

Contact Us: HCL Technologies Limited-BPO Business Services.  mailto: marketing.bpo@hcl.inwww.hclbpo.com
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