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Financial Services Operations
for Insurance Datasheet

Deliver frictionless insurance experiences at warp speed

ServiceNow® Financial Services Operations for Insurance helps carriers
deliver effortless experiences andlower operational costs by automating and
optimizing processes across the value chain.

With Financial Services Operations, insurance carriers can:

+ Delivereffortless customer experiences by unifying siloed middle and back-
office processes with asingle system of action.

+  Empower employees to easily solve problemsinreal-time, withlow-code
applicationdevelopment.

* Unifylegacy architecture withoutreplacing core systems of recordwith an
insurance industry data model, informed by ACORD standards.

* Increase productivity and efficiency while enhancing employee experiences
by automating manual tasks.

* Integrate documentinformationinto existing processes foracohesive,
uninterrupted flow of content.

Financial Services Operations: Deliver insurance experiences that drive
policyholder loyalty

Financial Services Operations for Insurance is a cloud-based digital workflow
platformthat is purpose-built to solv e for the unique challengesinsurance carriers
face. Withone platform, one architecture, and one data model, Financial Services
Operationsleverages the power of the ServiceNow platform and is easily
integrated with our core management capabilities, bringing people, systems, and
datainto asingle place.

WithFinancial Services Operations, policyholderinteractions are streamlined so
carriers can optimize and automate key areas such as policy servicing and claims,
saving tfime and cost.ServiceNow enables carriers to come togetherto solve
policyholderissues quickly and withfull transparency.
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DATA SHEET

Value delivered

« Streamline and automate
complex claims processes
to manage costs

« Proactivelyresolve
customer issues to drive
loyalty

» Cross-sell and upsell with
personalized policy
servicing to fuel growth

75% of the coding is
done by frontline
employees-
underwriters and
contact centeragents
who are fixing
processes and solving
their problems in
real-time.

-AVP of Customer
Operations at a tierone
Property & Casualty carrier
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How we are different. A single insurance data model, a single plaifform

Financial Services Operations’ insurance datamodel seamlessly connects with
ServiceNow's platform, saving hours of development time. Carriers canmanage
all configuration datawithfull life cycle support.

Automate and optimize any process with core capabilities

Financial Services Operations core capabilities enable carriers to optimize and
digitize any process accurately and quickly help:

*  Guide customerswithfast and with conv ersational support

* Improve employee performance and operations

. Help the front office solve cases faster and withempathy

* Enhance service delivery while reducing costs.

ServiceNow for frictionless insurance experiences

Omnichannel
Voice, Web, Email, Mobile,
Chat, Messaging

Employee Customer
Engagement Central

Customer
Data Model

Platform Workflow and Task
Foundation Management

Self-Service
Portal, Embedded Service, Virtual Agent,
Knowledge, Communities

Guided Workforce

Playbooks Decisions Optimization

Insurance Process
Data Model Optimization

Security and
Compliance

Low-code Intelligence
Configuration (Al/ML)

Assisted-Service
Intelligent Routing

Field Service
Mobile App

Pre-Built Insurance
Applications

Service Mapping
View into configuration of
installed products and services
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Fortune 500 P&C carrier reduced operating costs by 20% in just months



Insurance Applications

Commercial Lines Claims:

+ Improve customer satisfactionwithreal-
time visibilityinto commercial claimstatus

* Increacse straight-through-processing of
commercial claims withintelligent assignment

* Expedite adjudicationand proactively
ensure SLA compliance with
embedded controls

Group Life Servicing/Individual Life Servicing:

» Enable group life,individual life, and disability
policyholders and distribution partners to self-
serve or easily engage through any channel

+  Empower employees withinformationthat
enables empathetic servicing

+ Unify systems and teamsin a single system of
actionto fuel growthand improve
productivity

Personal lines Claims:

+ Automate claims processing through efficient
datatransfer betweenrelevant personas to
ensure claims files are current with pertinent
information

* Eliminate manual work acrossthe Claims
department for fasterresolution and
increased satisfaction using Al

*  Empower claims personnel with curated
workspacesin one centralizedlocationthat
providesthe necessarydata and information
when and as needed
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Expedite commercial claims with seamless end-to-end automation
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Uplevel policy servicing with easy access to customer information
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Core Capabilities

Performance Analytics:
Carriers can monitor process
performance and KPIs
across policyservicing,
underwriting, claims, and
distributionwithone
platform.

Service Operations: Provides
proactive policyservicing
and improv es experiences
with chatbots. Automate
policyservicing processes
through playbooks.

Avutomation and Predicfive
intelligence: Use machine
learningtorouteissues,
recommend solutions,
identifyknowledge gaps,
provide guided decisions
with contextual
recommendations, and
automate assignments with
a simple drag-and-drop
interface.

Agent Workspace: Enhance
agent, brokerand
employee productivity with
guided resolution,
integratedsolutions, and an
optimizedlayout.

Continual Improvement
Management: Initiate and
frack operational
improvements by aligning
people, processes, and
data; tofind answers and
solve problems.
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Task Assignment: Route work automaticallyto
the best processor or underwriter based on
business rules. Assigntasks to other
stakeholders with visual task boards.

Surveys and Dashboards: Stayinformed and
current with distribution concerns. Generate
reports and dashboards on demand.

Business Service Mapping: Each business
workflowis mapped to the relevant ITsystems
that support it. Whenthereis an unexpected
outage or planned system maintenance, the
right people are automatically notified.

Complaint Management: Intelligently prioritize
high-risk complaints and generate end-to-
end audit trails, improving quality and speed
of resolution. Templated communications
further support service representatives
tfoincrease response consistency and quality.

Document Processor: Automate core
documentationtasks to deliver frictionless
services.Integrate document informationinto
existing processes for acohesiv e flow of
content.

Document Templates: Create specific tasks for
each unique participantina document.
Minimize mistakes and repetitive requests by
simplifying thereview, filling out, and signing
process.

Learn more about ServiceNow
solutions for Insurance at
https://servicenow .com/financialservices
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Core Capabilities

Service Portal: Provide a mobile-friendly Location Manager Dashboard:
self-service experience for your customers. Provides managers wifh visibility

- across business domains and a
Customers can access specific platform

feat ina th . tal holistic view of business
eatures using the service portal. operations throughreal-time

dashboards built specifically for
Playbooks: Leverage step-by-step

theirrole.
guidance toresolve processes and enable
employees to easilymanage the lifecycle Omnichannel Callback: Helps
of cases by guiding them through customers avoid queues by
sequences of tasks allowing themto request a call
back as soon as a
Workspace opfimization: Develop high- representative is available via
performing teams by optimizing schedules Enogrlfogllemem Messengeror a

and work assignments, and providing the

skills they need to succeed—allin one Google Business Messages:

workspace. Allows customers to engage with
a carrier directly from Google.

Advanced Workforce Assignment (AWA): Create engaging conv ersationdl

Automatically assignwork items fo your experiences withenhanced

front desk, based on their av ailability, messaging capabilities like Rich

capacity, and skillset. Cards, Carousels, and Quick
Replies.

Avutomation Engine: Create integrations
and connections across multiple systems
and third-party APIs. Quickly build your
own custom integrations, and automate
repetitive tasks.

Real time voice franscription

with Amazon Connect: Provides
customerservice personnel and
managers with conversation
franscript logs toimprove service

. .. and training gaps. Convert live
Guided Decisions: Resolve complex cases voice conversations into text

faster and more efficiently by guiding with Amazon Connect
customerservicerepresentatives througha infegration.

structured troubleshoofing process.
Virtual Agent: Turn conversations

Next Best Action: Enhance guided inforesolution. Deliver frictionless
decisions by recommending next best chat experience viaany

actions to troubleshoot complexissues and channel or app fo automate
resolve cases. employee and customer

workflows.

SerVicen W, Leamn more about ServiceNow

solutions for Insurance at
https://servicenow .com/financialservices
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Financial Services Operations Integrations & Partnerships

Strategic partnership for simplified and transparent claims

» Create new claims experiences with cross-platform
visibility, communication, and audit frail

[3 GUIDEWIRE

+ Drive operational efficiencies by streamlining overall claims PARTNERCONNECT
intake and processing through omnichannel experience, Solution Access
advanced work assignment, and more

* Increase process agility and speed to value with seamless
customizations to the claims process

Automate core documentation tasks to deliver frictionless
services

« Integrate document information into existing processes
for a cohesive, uninterrupted flow of content

«  Minimize mistakes and repetitive requests by simplifying

7 si6n
forms and signing with Document Templates DocuSign

« Adapt fo requirements and reduce processing time by
auto-extracting information with Al powered Doclntel
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