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AXA Germany is part of a strong global group
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AXA Germany overview
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Problem we faced
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Problem we faced s
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- Easy to make mistakes

- Enhancements are complex and often
combined with further workarounds and
instructions

- Little Automation

- No e2e-view

- System for Experts

...Using BPMS as an alternative to a new application system..? September 2023 * taken from pixabay.com



Impact

An alternative to a new health system
-

Life -
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Reasonable doubts that another major
project could be fulfilled
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Project targets
Aims of the project

Connection of several legacy systems and replacement of

workarounds

. : Largely automation of processes

client

Assisted handling of complex processes
(in this project a bigger benefit than automation)

Better connection to agents, sales optimization and
improvement of indexing
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Target
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Key learning: Start small and then expand

We started with 2 processes: travel health and supplement proposal

And now 15 processes are active.
Specially the full health insurance proposal (over 200 steps)
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Biggest challenge: processing incoming mail...
Strategic model
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Biggest challenge: processing incoming mail...
In the beginning only few new processes
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Biggest challenge: processing incoming mail...
More and more processes are built
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Biggest challenge: processing incoming mail...
Identification of the functional process is very crucial
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Biggest challenge: processing incoming mail...

Identification of the functional pr%/_\\
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Biggest challenge: processing incoming mail...
Identification of the functional process is very crucial
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Biggest challenge: processing incoming mail...
Comparison of the costs

Input management .
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Only explicit decisions are shown to the clerk for a check
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All Data are
completely read out

Easy to understand
hints for the clerk
including

Guided handling for

{-\lltcl?]hecks‘ar(i‘shown recommended process the clerk
in the navigation steps
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Successes

> £00
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Automation beforehand
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Key findings

Some we knew before, others we had to learn...

1) Do not underestimate ,,Authorization”
© Whois allowed to see the processes?
© Whois allowed to change the processes?

2) High investment
© To get good working processes you must have good data
© Itis expensive to get this from unstructured data (mainly letters and emails)

3) BPMS as an alternative to a new system
© Our processes show that the target is reachable
© Intheenditis possible that clerks will only work in the new system.
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