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From the moment the claim occurs, when that First Notice of Loss (FNOL) is filed and then throughout 
the entire lifecycle of the claim including investigation, negotiation, and settlement, claims adjusters 
must rely on strong interpersonal skills to be successful. Being an effective communicator that is 
knowledgeable, clear and concise – while also empathetic – are key traits that are a prerequisite 
for the role in today’s customer-first imperative. 

At the very core of the claims function lies communication. The claims adjusters must carefully 
orchestrate communications with all parties involved. This presents the claims adjuster the 
opportunity to initiate two-way conversations in real time to better align to the changing paradigm 
of customer engagement. There is a direct correlation between the use of effective communications 
and the outcome of the claim.  

Adjusting Claims in  
the Digital Age

Insurance Industry

“A strong insurance-customer experience needs to begin as early as the first 
notice of loss.  Satisfied insurance customers are 80% more likely to renew 

their policies than unsatisfied customers.”  -Property Casualty360 

Claims Adjusting in Today’s Fast Paced, Ever Changing Environment  
Can Be Challenging Even for the Most Seasoned Claims Professionals  



So, while claims adjusters are under 
extreme pressure, managing higher 
volumes and more complex claims than 
ever before, they must be resilient in 
their resolve to do everything they can 
to make the claims experience as positive 
as possible. Doing so has a significant 
impact on controlling loss adjustment 
expense (LAE) and is a major contributing 
factor to customer satisfaction and, as a 
result, customer retention.

“The way Insurers handle FNOL comprises 25% of an 
Insurance customer’s satisfaction level.” – JD Powers

This is an opportunity for the insurance company to provide exceptional customer care.  Often a 
claim is the first interaction with a policyholder and can be a make-or-break moment. 

Claims Professionals must juggle many expectations of today’s consumer.  They must be able to 
balance the right approach for the customer as an individual, with personalization proving key 
to the interaction.  Being able to deliver messages via a customer’s preferred channel is a must.  
Claims adjusters need to be accessible, enabling two-way conversations while also providing 
succinct and timely communications with speed and transparency.  They must make sure to also 
monitor sentiment.  

Experiencing a Loss Can Be an Emotional, Stressful Event for an Insured

RAC Insurance – dreamed of achieving better 
client communications with more efficient 
digital claims processing.

“We wanted a system where we could 
edit  documents in real time, and a key 
SmartCOMMTM attraction was its interactive 
editing capability,” - says Kylie Zatella, senior 
business analyst



Leverage Digital Innovation 
The claims experience is an optimal time to leverage digital innovation and sharpen customer 
engagement throughout the entire claims lifecycle.

The Conversation Cloud™ provides adjusters the tools they need to create – and maintain – the 
proper tempo of communications required to keep the claimant properly engaged, with insights 
that are personalized and delivered on their preferred channel.  

The Most Successful Claims Adjusters Do Not Talk at Their Customers – 
They Start a Conversation 
Discover the key capabilities delivered from the Smart Communications Conversation Cloud™ 
across the claims lifecycle: 

The Conversation CloudTM  
Digital Claims Powered by 

The Conversation Cloud is 
the only platform delivering 
personalized, omnichannel 
conversations across the entire 
customer lifecycle.



During the First Notice of Loss (FNOL), when the claims process kicks off and details of the event 
need to be captured, the claims adjuster needs to work with the claimant so they can explain 
the circumstance, provide greater details and tell their story.  The claimant provides supporting 
documentation such as photos, video and more. The adjuster initiates contact and establishes a 
communication plan.  

Seamlessly collect First Notice of Loss information by transforming 
traditional FNOL static forms-based processes into intelligent, 
conversational user experiences that reduce abandonment rates 
and improve data quality and accuracy.  

Provide an interactive experience for claimants, from their preferred 
channel (mobile, web) for an easy method to submit initial claims 
information – wherever they are whenever the inevitable strikes.  
Prepopulated data surrounding policy demographics and reflexive 
questioning leads to fewer – but more relevant – questions that 
significantly reduce the time and effort required to initiate a claim 
and create a positive first step in the customer experience.

Collect

First Notice of Loss 



Delivering effective claims management requires regular, consistent communications. During 
claims investigations, the adjuster identifies parties involved, examines witness information and 
makes important determinations, requesting additional information until proximate cause can be 
determined and all aspects of the event are detailed.

Give claims adjusters the ability to initiate interactive, 
personalized, contextual and compliant communications 
that can be triggered directly from the claims submission 
data, automatically generating required communications 
and significantly improving the adjusters’ overall productivity 
at scale.Communicate

Claims Investigation



Determine what is covered and what is not.  The adjuster reviews the Insured’s policy to determine 
to what extent coverage applies, what is excluded and what other circumstance apply.  The adjuster 
will initiate a two-way conversation to discuss findings, clarify points with the Insured and review 
their deductible.

Amid the handling of complex claims, adjusters must take a collaborative 
approach to negotiate and execute business-critical agreements across 
internal and external stakeholders using experience-driven workflows, 
strengthening the collaboration efforts required to finalize coverage 
decisions.  Orchestrating conversations between claimant, contractor 
and other third-party service provides can be complex and if not 
handled effectively, slows down the claims process – especially if the 
discussions remain analog versus real-time two-way conversations.

Review Coverage 

Collaborate



Claims adjusters must accurately assess the extent of the damage.  To do so, they may engage third 
parties, such as field investigators, appraisers or contractors for expert advice.  During this stage it 
is critical to keep the claimant informed and at the center of all interactions and decisions.  Claims 
adjusters may recommend preferred vendors to the Insured after evaluation is complete. 

Seamlessly orchestrate insightful two-way conversations to 
coordinate meaningful interactions with all parties, across 
all channels, to provide the optimal customer experience.  

Assess Damage 

Coordinate



About Smart Communications
Smart Communications is a leading technology company focused on helping 
Insurers engage in more meaningful customer conversations. More than 223+ 
insurance organizations across the globe trust Smart Communications to deliver 
SMARTER conversations across the complete claims’ lifecycle.  Its Conversation 
Cloud™ platform uniquely delivers personalized, omnichannel conversations 
across the entire customer experience, empowering companies to succeed in 
today’s digital-focused, customer-driven world while also simplifying processes 
and operating more efficiently. To learn more, visit smartcommunications.com

Once the Claims adjuster completes an investigation, reviews which coverage applies and determines 
at what rate the damages will be paid, the negotiation phase begins.  This process may require 
extensive discussion and review of findings depending upon the complexity of the claim.  The 
more complex, the more critical it is to have effective communications between all parties.  Clear, 
transparent communications help to reduce claim disputes.  The adjuster will contact the Insured 
regarding settlement after repairs have been complete, or damaged/lost items have been replaced 
to discuss payment.

Integration

Intelligence

Additional key features round out the claims process by ensuring that 
customer conversations can be created and managed directly from the 
claims handling system, like Guidewire ClaimCenter. 

Claims managers can also leverage intelligence to ensure the tone of 
conversations are appropriate, while also monitoring the claimant’s 
sentiment to ensure proper action is taken to preserve higher levels of 
customer satisfaction.  

Negotiation / Settlement

Contact Us Today
www.smartcommunications.com

Leverage analytics and derived insights to monitor claimant sentiment to ensure proper tone 
and messaging are creating the most effective conversations possible for customers. Engaging in 
interactive, two-way conversations throughout the entire claims process enables Claims adjusters to 
improve productivity, comply with all regulations, manage service levels, and adjust to consumers’ 
changing expectations.  See how The Conversation Cloud™ can make conversations with claimants 
SMARTER!

http://www.smartcommunications.com
http://www.smartcommunications.com 
https://www.linkedin.com/company/smart-communications./
https://twitter.com/CCMInnovators
http://www.smartcommunications.com

