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Empowerment with Empathy:
Redefining Endorsement

Operations

NextGen endorsement assistant
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Executive Summary

4 )

Problem
Statement

120+ million endorsements being processes annually with estimated $1.2 to $1.8 billion in annual operational spend

30% of critical endorsement data is missed or inconsistently captured at initiation—leading to downstream inefficiencies, rework, and compliance risks

30% of servicing time spent on manual, repetitive and non-core tasks

J

/ \ » Cognizant Intelligent Endorsement Solution , powered by GenAl, streamlines endorsement workflows with smart automation and contextual insights.

Solution Contextual summarization Intent identification and request validation Automated segregation
Developed
Scenario-driven communications Flag data discrepancy Generate file note summary Insightful Dashboards
4 )
(@ Gen-Al LLM Model
= * AWS Bedrock models for LLM
Technology * AWS Services: S3 Bucket for Documents storage and Textract for data extraction (OCR)
Used * LLaMA 3.3 and Claude Sonnet 4 for validation, grading and communication) with vectorized memory

N

/\Ti@ 30-40% reduction in operational costs
i 35% faster endorsement turnaround

X-Factor * 40% boost in team productivity
(Business

Benefits)

* 10-15% increased customer satisfaction
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Context

Context

In the commercial insurance space,

1 20"‘ Mn endorsement cases are processed annually

1 5-20%) of inconsistent/missing data is received as requests

300/0 of endorsement processing time is spent in non-core tasks
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$1 2 tO $1 8 billion in annual operational spend
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Cognizant Intelligent Endorsement Solution

Empower insurance carriers with Cognizant® Intelligent Endorsement Solution powered with Gen Al, delivers contextual insights, automates repetitive tasks, and
enhances data accuracy—accelerating endorsement processing while reducing manual effort and improving operational efficiency across endorsement workflows.

/

CRM Business
Application

Case received

IN
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COMMUNICATION AGENT
Llama 3.3 / Claude Sonnet 4

Energy Consumption for this

Explainability of the decision

model will be tracked . will be provided here

Cognizant’s Agentic
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g@ o

(VALIDATION/GRADING AGENT)
Llama 3.3 / Claude Sonnet 4
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X Factor

-

X Factor

(o L

Pa

40%) reduction in operational costs

350/0 faster endorsement turnaround

250/0 reduction in endorsement rework
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1 0-1 50/0 improvement in customer satisfaction
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What happened? ... the requirement

-

At Thompson Logistics

On Aug 11th, a new Ford Transit Cargo Van was
added to the fleet for daily business use. The vehicle
was delivered at 9AM and parked at the Austin
warehouse. It's registered under TX plate 7H29K3
and valued at $42,000.

The van is equipped with standard safety features
and will be operated by licensed employees. No prior
incidents or claims are associated with this vehicle.
The request to add it to the existing commercial auto
policy was submitted the next day.

Documents including bill of sale and registration
have been provided. Premium adjustment is
expected based on the added insured value.
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What next?

n Name: Lisa Carter
Role: Endorsement review and update

Experience: 8 years in commercial auto endorsements
Approach: Detail-focused, follows underwriting rules

H\!‘\}’Jeolz‘omeback!
. Work Queue
* Lisa Carter launches the NextGen ©
Endorsement Assistant from Duck Creek B
Policy. 2 =
« She knows the assistant can instantly o Mwoorvy

02

validate documents, check underwriting

Showing result 0-10 of &7

rules, and process additions. (] LB PolcyNo.  InsuredName
Let’s see how the interaction goes. e e erme
[_j UMB CA-1234N000-25 XCY LLC

Home CD-1234N000-26  XCX Pvt Ltd
[0 we EF-1234N000-27  XCY Corp

[_] Auto DA-1234N000-28 CBR Pvt Ltd
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Received Date [

9/5/2025

4/6/2025

3/3/2025

04-05-2025

7/5/2025

John Smith
Q a Supervisor v

Agentify Process

wwwww
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Key capabilities (2/4)

Smart Routing Agent Data extraction agent

Supervisor receives multiple endorsement cases, each with different needs. Lisa receives multiple endorsement requests via email. To avoid manual effort,
He/She launches the Smart Routing Agent, which analyzes request types and she launches the Data Extraction Agent. It scans messages and attachments,
supporting data. It intelligently routes each case to the right processor, helping extracts key details, and creates a clean summary—nhelping Lisa stay focused
the processor ensure faster and fairer resolutions. and process requests faster.

-

o GenAl Enabled Agent assistant - Extracted data

Identitying scope of the cases
U (indicates the type of the work that needs to be done on a particular case, LOB and different parometers)
- . 1 [) By Gen Al Enabled Agent assistont .

"\ Identifying CTS cases
(These coses needs to be processed)

) Senetying CLENTY casse Q 1| vots & - + [100%v < [1]3 ofs

(These cases needs to be sent to Onshore team)
Fiold Doc Extrocted Systern Extroction Match Value
— Name Volue Extrocted Volue  Accuracy  Stotus Upoatea
Y Identifying authority of the cases Policy Number AB-1234NO00-25  AB-IZ3ANOOO-25 @ 1007 Matched
(Indicates the type of request in a particular case, includes checking of information, change request
Y Identifying cases with authority Policy Holder  XCY LLC XCY LLC ® 100% Matched
(These cases needs to be processed)
Y Identifying CLIENT Address 1M9NCENTERAL, MINCENTERAL. @ 99% Unmatche
(These cases needs to be sent to underwriting team) STE b STE
Satus A A ® W Matched
) identifying good order validation o
- ::Lj;; 123456789 123456789 o w Matched

) Identifying coses with good order

Identifying cases with not in good order

[

@ Matched & Not Matched @ NA

grading done 10/200
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Key capabilities (2/4)

Identification of missing information Summarization agent for insights
Lisa reviews the endorsement but senses gaps. She activates the Gen Al Lisa needs a quick overview of similar endorsement cases. She activates the
assistant to scan policy data and documents. The assistant flags missing Summarization Agent, which scans past requests and policy updates. It
registration proof and usage details, helping Lisa send a precise follow-up to the compiles a concise summary, helping Lisa make informed decisions with speed
Ops team for resolution. and confidence.
= Hi, Olivio Nivio
Welcome back ! Q . o a
° Summary- Review Extracted Data ¢
@ Gen Al Enabled Agent assistant @ oo s 89 o S /metito S Ssmmony
R T . @ e
Pokcy Number  CD-1234N000-26  CD-1234N000-26 9% Matched Sn.ﬂ-:(l.ir-:aul.cﬁm-lchongumuesl ﬁ p ]
] PoscyHoder XCXPviltd  XCXPvilid @ 005 Matched [ a PredRCYLLE com
L) Addrass g;LNCENYERAL EFENCENIWM Ga% Matched ) Ig P
Status Act Active . Matched oim
Account . A
il B 123454789 ® 9% Unmatched [
. Proceed J—»_
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Key capabilities (2/4)

Validation agent Identify key discrepancies
Lisa wants to be sure the endorsement aligns with customer records. She Lisa reviews an endorsement request but senses something’s off. She activates
launches the Validation Agent to cross-check CRM and policy data. The agent the Gen Al assistant to scan policy data, CRM records, and documents. The
confirms ownership and coverage, giving Lisa the confidence to proceed with assistant flags mismatches, helping Lisa validate concerns and ensure the
accuracy and trust. update is accurate and fair.
- -l
o Summary- Review Extracted Data e GenAl Enabled Agent assistant - Extracted data
£ Gen Al Enabled Agent assistant @
D> @ Gen AlEnabled Agent assistant ()
O ™ laiwe e o e Dsrowat [Fory [ Amber
[ Policy Number CA-RIANOCO-25  AB-Z34NOOO-25  100% ® Matched C Q 16l 02| & Sl Gl [ ooxv il L1 (2 oS — Feld Do:imi;c System Extroction  Match Vaiue
Policy Holder  XCY LLC XCY LLC 100% ® Matched alte= = = i R
= - B [ 23456789 ® osx Unmatchad
[ Address IS\:LMCENTEM, ‘S‘Y“ENQMEML Lo @ Matched =)
L) swous Active Active 9% @ Matched L]
W [y 2356789 23useTEY 9% ® Motched D
® Motched & Not Matched @ NA
( Procood | Send
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Key capabilities (3/4)

RPA enabled processing agent

Lisa completes validation and is ready to proceed. She launches the Processing
Agent, which auto-fills endorsement details into the portal. It ensures accuracy
and submits the update, helping Lisa finalize the request with speed and

confidence.

I
{
\

4

Transaction updated successfully

11
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Generate contextualized emails

Lisa completes validation and needs to notify the insured. She uses the Email
Assistant, which auto-generates a clear next-steps email and sends it
instantly—ensuring accuracy, consistency, and timely communication without

manual effort.

-l

e GenAl Enabled Agent assistant - Send email to confirm endorsement

o Insured Profile

la XCY LLC
rowredgiyzT!

©

Policy Number

CA-1234N000-25
insured@xyz7lic.com
077012024

1111 N CENTERAL, STE
Oceon

KM

fo

8

Subject Line: Successful Processing of Your Poicy Endorsement

Deor XCY LLC,

1 hope this message finds you well

policy CA-1234N000-25 has been
e and ore now in effect. Plecse review
details cre correct. If you have any
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Annexture
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As-Is Process- Endorsement

PERSONA ACTIVITIY
Upstream work allocation
- --
SI\;:4 > - Customer/agentsends request - :
Upstream work
Fetch tasks in personal queue Necessary validations
: Yes Transfer the Is M
« Selecttask ID and open endorsement | Outof o L AAs L . -
> request from view attachment > scope? > \t:/ag:(kfi(;toos g > ;fg;fs?r:;;
. No 5 3
Co& ______________________________________________________ i + No i Yes
Validations Further review of the case Y Y
. Is change to
Rewev_v response el .UW B Refer to ves process Chase MI. Review
i _____ fo"ow InStrUCtlons prOVIded by (_ ____________ Underwriter ( __________ Within <_ _____________________________ reply received
L authority?
No

System
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Available info validations

\Z

) Pull up policy in underlying application and validate
available information

Processing and policy rating

* Process change request
> changerequest > Notify Customer
+ Rate policy

,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,,
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To-Be Process- Endorsement

PERSONA

ACTIVITIY
Upstream work allocation

4

[ =
SIV\Z8 > - Customer/agent sends request
Upstream work :

Data Validation &
Verification Agent

Fetch tasks in personal queue Necessary validations /

» Al agent fetches cases and necessary

out of Yes Transfer the Missing
B information, grade cases basis available =~ ------- > - >  task to out of o informaton - w
. . scope? . . . ‘
information scope worklist : required?
(&, N Triaging Agent o ves
0 Summarization agent [TTTTTTTTTTTTTmTm T ‘
Validations Further review of the case Z A\
\ 4
AI agent. to analyze new Yes Is change to Chase missing
______ information and generate P - Agent refers to <o process ormeeeeeeeeeeee—= information. Review
i recommendations to proceed Underwriter within repl receiv.e d
further authority? Py
Triaging Agent No
Igl Available info validations Y Processing and policy rating AU XL
f » Summarization agent to summarize the request Al agent to notify
iy ° Summarization agent to summarize the request > .« P h { |[EeeeemtaEeaaRyN A aGeIlio NOTLY o S
System > and push the transaction for processing > rocess change reques > Customer/Agent lq E\D
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Cognizant Intelligent Endorsement Solution MVP

 POD Architecture and timelines

The team is made of different roles, and skill sets

that work together to provide oversight and overall

management of the product delivery.

Sr. Business Analyst Scrum Master

Tech Lead

Sr. Data scientists

Product Owner

Sr. Quality Analyst

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

Deploy

Agile

Agile

Agile

Agile

Sprint 1

Sprint 2

Sprint 3

Sprint 4

W1

W 2

W3

W 4

W5

W 6

W7

W38

W9

W10 | W11 | W12

Projected Timeline
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Thank you
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