
ch7_InsuranceModelSimulation

Check if
customer

has all
required

information

60 seconds

Phone call received

Check if
customer

has all
required

information

60 seconds

Call ended

Determine
likelihood of

the claim

Case closed

Assess claim

Claim rejected

Init iate
payment

Advise
claimant of

reimbursement

Close claim

Claim closed

Register claim

Call ended

Register claim
540 seconds 540 seconds

120 seconds

1200 seconds

120 seconds 240 seconds

60 seconds

insured could
not be liable

(15% of cases)

missing info
(10% of cases)

missing info
(10% of cases)

claim is rejected
(20% of cases)

Call center 1Call center 2

Marlon Dumas 1 of 1 25.10.2012


