
Case Study
Claim Management System

Product Overview

Claims Management System includes details on how the system handles various types of claims, such as property & 
causality claims, management & liability claims and worker compensation claims. It includes different workflows, 
automation capabilities, integration with other system, reporting tools and client support. Additionally it highlights the 
benefits of using the claims product, such as improved efficiency, reduced processing times, increased accuracy and 
enhanced customer satisfaction. 
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Problem Statement

There was need of revamping the existing application due to lack of efficiency, productivity and outdated interface. It was 
noticed that existing claims management system was outdated and inefficient, leading to bottlenecks, errors, and 
dissatisfaction among the users. The system lacks modern features, automation capabilities, and scalability., hindering the 
ability to process the claims effectively and meet the evolving needs of our users and stakeholders. 

Goals

� Enhanced User Experienc�
� Meeting Business Expectation�
� Improved Efficienc�
� Competitive Advantag�
� Scalability & Flexibilit�
� Integration

Design Process

A UX design process is an iterative, step-by-step methodology UX design teams use to complete projects. While specific 
methods and steps can vary between projects and organizations, a typical UX design process often includes applying 
various research methods, defining project scope, using prototyping tools to create a solution and iterate on it until UX 
teams perfect it for real world scenarios.

Design Strategy

As we were revamping the existing system hence we had the data with us also had an opportunity to reach out to different 
user segment who were our potential users. 

User Profile

User profiling done at the initial level to understand the users and their roles within claims team.

Characteristic Co-ordinator Consultant Coverage Manager Service Team

Language English English English English

General Education Graduate Post Graduate Post Graduate Graduate

Domain Expertise Insurance Insurance Insurance Insurance

General Computer Experience Proficient Expert Expert Competence

Age/Gender 24-60/Male-Female 30-55/Male-Female 30-60/Male-Female 24-40/Male-Female

Expectations Able to create claim, send 
notices and perform other 
claims related activities 
like upload document, see 
insurer data, analytics etc

Primary expectations is to 
complete review, send 
acknowledgement,  create 
claim, generate claim 
reports, add policies, 
insurers contacts, 
document and other 
common claim features

To Review Complex 
Claims, Create claim when 
required also have the 
access of all coverage 
issues related to claims.

View assigned claim and 
check status of the claim 
file.

Task Profile

Based on users we have differentiated with types of tasks user does as per their roles

Prioritize The Tasks

User Persona - Created Before User Interview

User Persona

User Interview

User Interview - Data Gathering

Pain Points

User Persona - Post User Interview

Demographics Name: Jack Ray                                             Income Range: $60K



Gender: Male                                                  Education: Graduate



Age: 42                                                              Occupation: Claim Consultant/Claims 

                                                                                                          Coverage Manager



From Location: New York                         Years of Working: 12



Lives In: New York                                        Language Spoken: U.S. English



Marital Status: Married

Situation As a claim consultant, Jack is tasked with navigating and managing complex claims management system on behalf of clients or 
within organization. Along with this Jack is also responsible to review the complex claims of other consultant.

Quote It doesn't matter how much you want. What really matters is how much you want it. The extent and complexity of the problem 
does not matter was much as does the willingness to solve it.

Things user wants 
to know

How we can reduce the complexity in claims workflow? 

Is there any possibilities to have an integrated solution?

Is there any way to communicate with consultant via application?

How to add custom policies within claims?

How to add contacts for different insurers?

Things user wants 
to do

Simplify Processes, Improve user interface, Implement Automation.

Psychographics 
Core Values

Professionalism, Problem-Solving, Empathy, Client-Centricity, Team Collaboration, Continuous Learning, Result Oriented

User Scenario 

Competitive and SWOT Analysis

Unique Features

Integrated Solution

Insurer Page & Contacts

Client Prioritization

Workflow & Tasks Implementation

Method Used to get insights of Existing System

Remote Testing method to analysis the user completing set of tasks.

Card Sorting allows users to group and sort a site’s information into a logical structure that will typically drive navigation 
and the site’s information architecture.

Task Analysis

Heuristic Evaluation on Existing system to work on common missed experiences.

Information Architecture/User Flow

Claim Experience - Existing vs New System

Existing System - Claims Dashboard

New System - Claims Dashboard

Claim Experience - Existing vs New System

Existing System - Claims Internal Screen

New System - Claims Internal Screen

Claim Experience - Existing vs New System

Existing System - Document Management

New System - Document Management

Claim Experience - Existing vs New System

Existing System - Insurer Contacts

New System - Contact Management

Enhanced User Experience 
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Enhanced Experience

Enhanced User Experience 
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Enhanced Experience

Prototype

Done the detailed level of prototype which includes the micro interaction to showcasing with Business leaders and 
Development team.

Remote Test - UnModerated

Conducted Remote Un-Moderated Testing session with the set of users. Tool used - User Testing

Result 

Measuring Success

One of the more common metrics used in user experience is task success or completion. This is a very simple binary 
metric.  When we run a study with multiple users, we usually report the success (or task-completion) rate: the percentage of 
users who were able to complete a task in a study.  



Let's say, for example, that the users' task is to find a closed claim for specific client reported by the policyholder. True task 
success would mean just that: User able to find the closed claim for the right policyholder. If a test user leaves the site in a 
state where this event will occur, we can certainly score the task as a success. If the user fails to find the closed claim, we can 
just as easily determine the task a failure.



But there are other possibilities as well. For example, a user might�
� search all active claims of specific client and then chose for closed one�
� fail to navigate to closed claims optio�
� got the closed claim data but fail to match the policy holder



In the closed claim example, we might define several levels of success�

� complete success: the user able to find the closed claim for the right policyholde�
� success with one minor issue: the user able to navigate to closed claim but after checking all the active claims for the 

policy holde�
� success with a major issue: the user able to find the closed claim but performed too many steps in order to find�
� failure: the user is not able to find the closed claim of specific client for the policy holder

Reporting Level of Success

Level of success Number of users 
(out of 50)

How you report it

Complete success 10 20% of our participants were able to complete the task successfully 
with no error. Based on this result, we expect that between 11% and 
33% (*) of our general user population will complete the task with no 
error.

Success with a 
minor issue

20 40% of our participants placed an order but had a minor issue. Based 
on this result, we expect that between 27% and 59% (*) of our 
general user population will complete the task with a minor error.

Success with a 
major issue

15 30% of our participants placed an order but encountered a major 
issue. Based on this result, we expect that between 19% and 43% (*) 
of our general population will complete the task with a major error.

Failure 5 10% of our participants were not able to place the order. Based on 
this task, we expect that between 4% and 21% (*) of our general 
population will not be able to place an order.

To report levels of success, you simply report the percentage of users who were at a given level. So, for example, if out of 
50 users, 20 completed the task with a minor issue, you would say that 40% of your users were able to complete the task 
with a minor issue.  Like for any metric, you would have to report the confidence interval for that number.

Note - (*) In this table, the ranges represent 95% confidence intervals calculated using the Adjusted Wald method.

We can also use other metrics such as number of errors; for example, we could define different error types (e.g., 
wrong claims, wrong consultant) and track the number of people who made each of these errors. Doing so may 
actually give you a more nuanced picture than using levels of success because you might be able to say precisely 
which of the different errors is more common and, thus, focus on fixing that one.

Usability Key Performance Indicators

Key Takeaways

� User-Centric Desig�
� Simplified Navigatio�
� Streamlined Workflow�
� Integration with External Syste�
� Collaborative Solutio�
� Advanced Analytics and Reporting 

DISCLAIMER



This portfolio has been distributed to you on a confidential basis for your information only. By accepting it, you agree not to disseminate it to any other person or entity in any manner and not to use the information for any 
purpose other than considering opportunities for a cooperative business relationship with Rishabh Kaushik.



This proposal is the property of Rishabh Kaushik. No part of this document, including all original concepts and ideas contained herein, may be reproduced or transmitted in any form, or by any means, electronic or 
mechanical, for any purpose without the express written permission of Rishabh Kaushik.



If you wish to use any of the original concepts and ideas provided by Rishabh Kaushik herein, you are obliged to first offer and engage him to execute the applicable proposal on reasonable terms before offering the 
project to any other third party. 
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