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The Reality of Integrated Claim 
Management
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Ideal Integrated Claim Management Experience

Life Event

Integrated 
information gathering

Rapid, transparent 
decisioning

Proactive intervention 
and care

Seamless 
return-to-work 

journey
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Examiners have to juggle people, 
data, and processes to deliver a 
seamless integrated experience
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What could go wrong?
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Examiners have to find the right information in 
the haystack of unstructured data

Examiners have to estimate medical recovery and 
return-to-work timelines

Examiners have to explain complex claims 
decisions to claimants

Examiners have to dig through bad 
documents and bad data
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The scanned, faxed, and emailed 
documents that we want

The scanned, faxed, and emailed 
documents that we get
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Examiners have to estimate medical recovery and 
return-to-work timelines

Examiners have to explain complex claims 
decisions to claimants

Examiners have to find the right information in 
the haystack of unstructured data
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At least 1 out of 4 
primary diagnoses 
entered at STD claim 
intake are inaccurate
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The Attending 
Physician Statement, 
a key entry point for 
the Primary DX is…

…inconsistently utilized & often misses key data points 
around procedures or comorbidities

Is APS Required At 
STD approval?

14%

Yes No

Sometimes

56%29%
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Long Term 
Disability Claims 
average 
653 pages of 
documents 
per claim
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Examiners have to explain complex claims 
decisions to claimants

Examiners have to estimate medical recovery 
and return-to-work timelines
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The actual outcome timelines are very different from what Official 
Disability Guidelines would recommend 

Description
ODG Best 

Practice (B)
ODG Average 
Duration (A)

Actual Client Mean 
Duration 

Difference

Heartburn 1d 8d 33d +25d

Client Sample:

GERD (K21.9) (gastroesophageal 
reflux disease) diagnoses 

1 Day Duration
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Examiners have to explain complex claims 
decisions to claimants
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Leave of Absence and Disability for Maternity

STD Claim 6 weeks Up to 80% of pay

NY DBL 4 weeks + 6 weeks 50% of average weekly pay, up to $170

NY PFL 12 weeks 67% of average weekly pay, up to $1177

FMLA 12 weeks Unpaid federal job protection after 12 months

Company Policy 14 weeks 14 weeks of full pay, benefits, and job protection 
concurrent with disability benefits
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Sometimes the claimant 
experience isn’t ideal
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Rework 
Overload

Employee 
Frustration

Delayed 
Recovery
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How does AI help with claims management right now?

2 3 4

Useful Data 
Extraction

Gathering and 
extracting all the 
information that is 
needed to make claims 
decisions

Pattern 
Recognition

Identifying meaningful 
patterns in the 
extracted data to reveal 
predictions for claim 
trajectories

Rationalized 
Insights

Helping claims handlers 
explain decisions and 
discuss options with 
claimants

1

Accurate Data 
Transformation

Claims decisions and 
absence management is 
only as good as the data 
it’s built on 
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Deblur
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Deskew
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Keyhole correction
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Transcribing Data
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How does AI help with claims management right now?

3 4

Pattern 
Recognition

Identifying meaningful 
patterns in the 
extracted data to reveal 
predictions for claim 
trajectories

Rationalized 
Insights

Helping claims handlers 
explain decisions and 
discuss options with 
claimants

2

Useful Data 
Extraction

Gathering and 
extracting all the 
information that is 
needed to make claims 
decisions

1

Accurate Data 
Transformation

Claims decisions and 
absence management is 
only as good as the data 
it’s built on 
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Extracting 
CPT Codes

Primary Diagnosis at Intake: M54.1 Cervicalgia

Cervicalgia is a term for pain or discomfort in the neck, specifically 
the area of the cervical spine. It can range from a mild ache to 

sharp, stabbing pain and may radiate to other areas like the 
shoulders or arms.

Unstructured Note
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Extracting 
Medical 
Information
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Extracting 
Regulatory & 
Policy 
Information
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How does AI help with claims management right now?

4

Rationalized 
Insights

Helping claims handlers 
explain decisions and 
discuss options with 
claimants

3

Pattern 
Recognition

Identifying meaningful 
patterns in the 
extracted data to reveal 
predictions for claim 
trajectories

2

Useful Data 
Extraction

Gathering and 
extracting all the 
information that is 
needed to make claims 
decisions

1

Accurate Data 
Transformation

Claims decisions and 
absence management is 
only as good as the data 
it’s built on 
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Identifying patterns to forecast medical recovery 
timelines and outcomes

Sedentary lifestyle Multiple 
comorbidities

Claim Details

Age: 63

Gender: Female

Diagnosis: Osteoarthritis of Right Knee
Policy Type: 180 day

Examiner Estimated Recovery: 

65 days

AI Predicted Duration: 93 days

Younger age Maintaining healthy 
weight

Claim Details

Age: 56

Gender: Male

Diagnosis: Osteoarthritis of Right Knee
Policy Type: 180 day

Examiner Estimated Recovery: 

65 days

AI Predicted Duration: 51 days
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What else could we do together?

4

Rationalized 
Insights

Helping claims handlers 
explain decisions and 
discuss options with 
claimants

3

Pattern 
Recognition

Identifying meaningful 
patterns in the 
extracted data to reveal 
predictions for claim 
trajectories

2

Useful Data 
Extraction

Gathering and 
extracting all the 
information that is 
needed to make claims 
decisions

1

Accurate Data 
Transformation

Claims decisions and 
absence management is 
only as good as the data 
it’s built on 
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Identify and 
Justify 
Impactful 
Specialist 
Interventions
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Why is justification so important?
To keep humans in the loop. 

Referral Acceptance Rate

Without 
Justification

With 
Justification

31%

78%

151%

Increase in Accepted 
Expert Referrals
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Questions?
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