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Claims Management for a Consumer Appliances Retailer

Problem and solution 4

B Current operation
This nationwide consumer appliances retailer manages customer claims with
paper-based reports via fax. When a claim occurs, a standard form is completed in the
field and then faxed to headquarters. At headquarters, staff inputs essential information
to a central database and then files the fax hardcopy.

E  Problem
Attempting to manage paper-based claims information in this way is inefficient and
inaccurate. Also, since the various branch offices cannot easily share the claim
information, they often submit duplicate claims, which can result in serious confusion
and customer satisfaction issues.

B Solution
Lucida Insight™ publishes a standard claims form securely on the Web. Claims records
are now freely shared by branch offices and automatically uploaded to a central
database for on-going reference.

E Result
The claims information formerly managed as faxed copies and manual data entry is now
handled as real-time, Web-enabled database information. = Web-based claims
information shared among branch offices now proactively prevents duplicate claims and
resulting customer satisfaction issues.
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