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Manual inventory downloading
and work allocation that led to
@ increased wait times

. Duplicate claims and
@ out-of-scope claims within

the downloaded inventory

® Lack of control or visibility on
allocation and claim tracking

-
__________

For more information, contact infosysbpm@infosys.com

© 2020 Infosys Limited, Bengaluru, India. All Rights Reserved. Infosys believes the information in this document is accurate as of its publication date; such information is subject to change without notice. Infosys acknowledges the proprietary rights of other companies to the trademarks, product names and such other intellectual property rights mentioned in this document.
Except as expressly permitted, neither this documentation nor any part of it may be reproduced, stored in a retrieval system, or transmitted in any form or by any means, electronic, mechanical, printing, photocopying, recording or otherwise, without the prior permission of Infosys Limited and/ or any named intellectual property rights holders under this document.

Infosysbpm.com

RE-ENGINEERING
WORK ALLOCATION PROCESS

» Changed the allocation system from
static (push) to dynamic (pull)

NEW INTELLIGENT ALLOCATOR’ e

ALLOCATION TOOL E

» Implemented an in-built FIFO rule e —
—_—

» Automated the scheduler to download and consolidate
claims inventory, and send notifications to floor supervisors

» Engineered an automated filtering process that filtered
out-of-scope and already-worked claim records

» Featured a versatile reporting system

» Provided additional features for supervisors including
blocking/unblocking claims by regions, edits or subscriber

» Improved governance,
monitoring, and control

» Increased agent productivity
as a result of better team utilization
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