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Scaling Workflow Automation @ Provinzial
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Provinzial: A German Public Insurance Company

Sales Regions with ~26m Inhabitants

Premium Volume ~7bn Euro

~5m Customers

~12k Employees in 5 Locations and 1,300 Agencys 

about 1,000 People in the IT Department
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Employees

36

Founded

2015

Locations

2

We unite business and IT and create solutions for our customers that they 
enjoy using and enable them to focus on complex and value-adding 

activities.

For this purpose, we carry out IT projects that we lead to success with our 
excellent professional, methodical and technical skills as well as our values, 

team spirit and passion.

„
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Market perspective on CoEs Provinzial journey Outlook & Key Learnings



Scaling Transformation with Camunda
Provide Camunda as a central platform to the organization



HOW TO SCALE:

To CoE or not 
to CoE?



What is a CoE?

A Center of Excellence (CoE) for process orchestration… 

is a dedicated team of IT and BPMN-experts 

that enables a strategic, scaled adoption of process orchestration

resulting in increased efficiency, improved customer experience and business agility.



CoE Models

Centralized Decentralized / Federated

Implementing automation 
projects on behalf of business 
units throughout the organization

Enable and accelerate federated delivery 
teams to execute process automation 
autonomously

CoE

Focus: 
DeliverAutomation 

request

CoE

Focus: 
Accelerate

Automation
projects

Business 
Domains



CoE Tasks

Activities to transform 
your business through 
process orchestration.

Tools

Enablement

Solution
Delivery

Communication

Showcase value and 
share learnings Deliver value

Learn + iterate Build automation skills

■ E-Learning
■ Trainings
■ Workshops
■ Best practices
■ Demand management

■ Hyperautomation stack
■ Centralized platform
■ Standardization
■ Accelerators
■ Governance

■ Horizontal and vertical 
visibility

■ Community of practice
■ Newsletter
■ Blogs
■ Internal events

■ Implement automation projects (centralized CoE)
■ Consult and accelerate delivery teams (federated CoE)
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We will convert our IT from function-based applications to a process- and service-driven 
landscape that allows our business users to focus on value-creating tasks.

We enable our business to build customer-centric end-to-end processes, that fit our 
customers’ needs and give them more transparency.

We build more flexible and configurable processes, allow more individual and custom-fit 
solutions and reduce our time-to-market.

We close the Business-IT gap, enhance agility and optimize our cooperation in 
cross-functional teams.
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examine order & 
receive result

identify 
policy

create claim

make payment

Invoice
(=claim

notification)

 audit 
reque

st

 audit
report

Dienstleister-i
ntegration

Integration of 
external service 

providers

User Task 
Handling

Business Rule 
Management

find/create garage as 
business partner

check  insurance
coverage
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Solution
Delivery

Comm-
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Enable-m
ent

Process Application

Process 
model

Service 
inte-gratio

n spec.

Search 
policy
[Web 

Service]

Start 
process

Process Context

Data 
Warehouse

Process 
context

spec.

Authori-za
tion 

concept

Activity 
spec.

User Task 
spec.

Business 
Rule
spec.

DMN 
model

Modelling Guidelines

Open API
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Facts (today)

7 Community Days with 
120+ participants per 
event

250+ Blog posts

200+ Users 
successfully trained

Reference Process that 
adopts all capabilities

Comm-
unication

Blog Communit
y

Days

Training
Series

Reference
Implement

ation

Enable-m
ent
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Tools

Specification

DevelopmentTesting

Modeling

Modellieren und 
Entwickeln

Analyse & 
Optimize

Monitoring & 
Configuration

Execution

Modeling & 
Development

Camunda 
Cockpit

DMN Test Tool

Camunda 
Modeler

viadee BPMN/
DMN Modeler

Camunda Modeler

Camunda Optimize

Data Warehouse 
(Power BI)

Camunda Workflow 
& Decision Engine User Task Handling

U
T
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Solution
Delivery

Claims

Workflow

Offer

…

Policies

Document 
Input/Output

Authorization

Business 
Partner

…

…

…

…

…

…

CoE

Process notification of claims

Adjust claim

Process cash receipt

Process fraud detection

Request weather conditions

Register account

Deactivate account

Change login information

Delete account

Submit general concern

Change bank account

Change name/adress

Grant SEPA mandate

Grant power of authority

Process annual mileage

Notify policy change

Cancel policy

Request insurance documents

…
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Request insurance documents

Solution
Delivery

Input Channel

User group Operations Sales Agent

Ops and 
Sales 

Plattform

Non Digital Users 
🙃

Snailmail
/Fax/E-Mail

Change bank account

          
Data extraction (AI)

Scan

Private 
Customer

Insurance
Broker

Sparkasse

Website/
Portal Brokerportal OSPlus

Process notificaton of claim

REST-Service

WebApp WebApp WebApp

Housing Company 
(B2B)

Customer
ERP-System

Deutsche 
Assistance

OPUS

Request 
insurance 

documents

Web Application

Channel-Integ
ration
(Backends For 
Frontends)

Backend
(Process 
Orchestration)

File/ 
Message SOAP

Process 
notificaton of 

claim
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2014 2018 2023

280+
(37 mil. 
process 

instances)

# processes (BPMN)

2
80+

300+
(264 mil.
decision 

instances)

# decisions models (DMN)

2
70+

…

Document

…

Business 
Partner

Policy
Authori-zati

on

Policy 
Composite

CoE 
Workflow 

Auto-matio
n

Claims
Document 

Output

Life PolicyWorkflow

Document 
Input

Consulting

Federated Delivery Teams
▪ Selection of Automation 

Candidates
▪ Process modeling
▪ Process development & 

improvement
▪ Operational process 

monitoring & controlling 
▪ ...

CoE-Team

Busine
ss

I
T

2
BPM

Expert
s

2
Process
Engineer

s
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DOKMAIL

DOKVAL DOKKLAS
S DOKKONS

DOKAUTO DOKARCH

 Text

 Attachm. B

 Attachm. A

Key Metrics for this Federated Team 
(Document Input)
▪ now 12 processes (only 6 shown here)
▪ 40 decision models (DMN)
▪ 14 mil. decision instances per month
▪ 720k documents per month 

(e-mails, scans, etc.)
▪ 3.5 mil. document pages per month
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Tasks

1

C8 
Connectors?

1 Jakob Freund (CamundaCon 2022): Opening Keynote, p. 42
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Connectors Integration
 Framework

Forms

Modeler

Workflow
Engine

Decision
Engine

Operate Tasklist

Optimize

In accordance with our IT strategy we evaluate Camunda 
Cloud

▪ Reduce complexity in operations and focus on delivery

▪ Easier adoption of Camunda standards and new features

▪ Integration of User Tasks in Siebel and Incidents in BMC 

Smart IT

▪ Event-based Data Warehouse Integration

▪ Authentication and Authorization (esp. Connectors)

▪ Retention of Optimize Data

▪ …
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Scaling through CoE & federated delivery teams

Build a strong community 

More complexity needs more managed autonomy

Stay connected with Camunda

Think technology, methodology & organisation together
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#ourProvinzial
#ourIT

Thank you!
Any Questions?
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