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Executive Summary

Solution 

Developed

• Our cutting-edge solution ‘NextGen Claim Assistant, powered by Generative AI, aims to empower the loss adjustors with data backed 

insights for claim assessment and payouts. 

• Key capabilities include,

Draft contextual emails

Contextual summarization Similar claim insights

Flag data discrepancy

Exposure identification and Coverage validation

Generate file note summarySuggest estimate range

• Duck Creek Claims OnDemand

• Gen-AI LLM Model : 

• Knowledge graph with RAG architecture

• Azure AI Search with semantic ranking

• Azure Open AI Service for GPT 3.5 LLM to generate responses in the context to vectorized long term memory on claim history.

Technology 

Used

• 20% reduction in claims leakage

• 35% reduction in settlement time

• 40% improvement in adjusters' productivity

• 30% improvement in customer engagement

X-Factor 

(Business 

Benefits)

• 100 bn commercial claim payouts in 2023 

• Only 70% of critical data is captured when the claim is first reported. 

• 25% of claim adjusters time is spent in non-core or administrative tasks. 

Problem 

Statement
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100 bn claim payouts in 2023

70% of critical data is only captured when the claim is first reported 

Loss Ratio 
(50 – 73 %) from leaders to laggards

Loss Adjustment expenses
(12 – 15%) from leaders to laggards

In the commercial insurance space, 

69.6
73.5

78.6

202320222021

10.4
11.5

13.1

202320222021

25% of claim adjusters time is spent in non-core tasks 

Context
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NEXTGEN CLAIMS ASSISTANT

Empower loss adjusters with Cognizant’s innovative NextGen Claims Assistant 

powered with Gen AI, which generates contextual responses with meaningful 

insights to accelerate decisions and quick claim settlement.



GEN AI (AZURE OPEN AI)
First Notice of 

Loss Data 

Policy data Claims data
Other data 

sources

Draft contextual emails

Contextual summarization

Image intelligence

Similar claim insights

Flag data discrepancy

Exposure identification & Coverage validation

Generate document summary

Key capabilities

Retrieval Augmented Generation

Knowledge graph

Suggest estimate range

NextGen Claims Assistant - Empower loss adjusters with Cognizant’s innovative NextGen Claims Assistant powered with Gen AI, 

which generates contextual responses with meaningful insights to accelerate decisions and quick claim settlement.
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What happened? … the Incident 

At Henny’s Restaurant

• On Jan 17th, the oven had burst due to a circuit break causing a fire. By the time chef tried to 

put off the fire, it had spread to most parts of the kitchen damaging the freezer and the foods 

insider. 

• Chef attempted to stop the fire, but then extinguishers did not work as expected. There was 

no one except the chef since this happened at 9AM. Explosion caused injuries to chef alone, 

he had some skin burns and was taken to hospital immediately. 

• We have no other evidence since CCTV isn’t working since last 2 months. Police was 

informed of the incident. 

• Entire operations will need to be stopped for at least 3-4 days. Oven must be replaced which 

will cost $6000. Freezer will cost about $8000. Revenue of the restaurant per day is close to 

$3000. 

    Claim is lodged the very next day
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What next?

David John is assigned as the adjustor for the claims assessment and its settlement 

• 10 years of commercial claims expertise

• Relies on data for decisions and tries to avoid being subjective

• Looks to settle claims quickly

✓ David launches NextGen Claims Assistant 

from Duck Creek Claims.

✓ He knows the NextGen Claims Assistant 

would have answers for anything that he 

asks. 

Let’s see how the interaction goes
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Solution architecture

USER INTERFACE

CHATBOT LOGIC/ CORE 

SYSTEM

USER

1
2

3

Azure App 

Services

Web chat 

client

(React JS)

Azure Functions

Data Dictionary Bias Analysis Error Analysis Red Teaming Explainability Consent

Responsible AI Responsible AI Principles are implemented through six controls

          Staging Table ( Azure Blob Storage)

Neo4J

 (Graph Database)

Azure  AI Search

       (Vector 

Database)

Azure MySQL

Feedback Storage 

API

Chat Application 

API

Chat Conversation

User Feedback Remarks

Question

PROMPT HUB

Prompt 1

Prompt 1

Prompt N

Azure Open AI GTP-4-

Omni
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Answer

Context

Conversation Buffer

 (Memory)

Images Data (Azure Blob Storage)

Chat 

History

Image 

URL

Google 

SerpAPI

Web Crawl Search 

Results

Claims

DATABASES / MEMORY

QUERY PROCESSING
5

6

RAGAs Evaluation 

Framework

Azure Assistant API 

for Bias Analysis
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20% reduction in claims leakage

35% reduction in settlement time

30% improvement in customer engagement

40% improvement in adjusters' productivity
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X Factor
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Key capabilities (1/4)

Contextualized Claim summary

NextGen Assistant carefully reviews the new claim submission 

received along with other sources of data such as policy data & 

policy documents and prepares contextual summary for the claim 

adjustor

Exposure identification

Claim Adjustor, John wants to understand the exposures of this 

claim and validate if his findings match with what the Gen AI 

assistant has to say. Moreover, it doesn’t look like the claimant is 

covered for all the losses claimed. 
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Key capabilities (2/4)

Estimate recommendation

John must now enter estimates for this claim. Though he is clear on 

the exposures, he is not so confident with the reserve figures. He 

decides to check with the Gen AI assistant prompting it to look at 

similar claims in the past. 

Similar claim insights

John wants to see similar claims and understand the status of it 

along with the assessment report and claim payouts. He needs the 

Gen AI assistant to bring him similar claims with necessary data to 

help him assess better 
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Key capabilities (3/4)

Identify key discrepancies

Claim adjustor, John somehow feels something is not right in this 

claim. It could be just his gut feel. He wants to see if the Gen AI 

assistant could bring him any observations in this regard, so that he 

can validate them. 

Generate summary of file notes 

Fire reports are received and stored in the file notes. The report 

seem to be quite detailed with 10-15 pages. John wants the Gen AI 

assistant to summarize the report to him with key observations.
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Key capabilities (4/4)

Identification of missing information

This being a fire claim, he needs to cross check the critical data 

that needs to be looked at. He is expected to send a note to his 

Ops team to do the follow-up, but he needs to mention what he 

needs further to assess. He reaches out to the Gen AI assistant to 

help him with missing data insights 

Generate contextualized emails

John wants to send next steps email to the claimant. He doesn’t 

have the time to draft email. He decides to leverage the Gen AI 

assistant to draft an email for him.
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Thank you
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The team is made of different roles, and skill sets 
that work together to provide oversight and overall 
management of the product delivery.

POD Architecture and timelines

NextGen Claim Assistant MVP

PODPOD

Product Owner

(Client)

Sr.Developers

Tech Lead

Scrum Master

Sr. Business Analyst

Sr. Quality Analyst Sprint 1 Sprint 2 Sprint 3 Sprint 4

W 1 W 2 W 3 W 4 W 5 W 6 W 7 W 8 W 9 W 10 W 11 W 12

Requirements

Design

Develop

Test

Deploy

Review

Agile

Requirements

Design

Develop

Test

Deploy

Review

Agile

Requirements

Design

Develop

Test

Deploy

Review

Agile

Requirements

Design

Develop

Test

Deploy

Review

Agile

We adopt a product-centric mindset towards delivering outcomes through 
our well-integrated, self-reliant, agile pods. 

Projected Timeline
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