
Fortune 500 Insurer Automates Complaints 
Management and Field Inspection Processes 

About the Client

The Fortune 500 life insurance company offers a wide range of  insurance products. In 2020, it 

paid more than $6 billion in life insurance and annuity benefits.

Challenges Faced by the Organization

Time-
consuming 
process of 
sending and 
receiving 
emails 
manually

Manual process 
of consolidating 
and merging 
audit findings in 
Excel and 
corresponding 
forms

Legacy IT 
system with 
lack of 
flexibility, 
scalability, 
and 
accessibility 

Inefficient and 
error-prone 
process of 
sorting out 
customer 
complaints

Lack of 
real-time 
reporting



Implementation of a 

low code application 

development 

platform

FINRA-compliant 

complaint 

processing and 

reporting

Template-based 

identification and 

extraction from 

emails

Rule-based 

setting of field 

parameters 

Template-based 

email and letter 

generation
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Streamlined Processes with Newgen

The client partnered with Newgen to improve their employee productivity and customer experience. 

NewgenONE digital transformation platform helped the client streamline multiple processes, while 

ensuring compliance with FINRA and other regulatory reporting requirements. It also enabled 

collaboration and facilitated communication with intuitive portals and reports, while adhering to 

security protocols.

Processes Automated

Solution Highlights

Field office inspection and desk audit Complaint handling and regulatory reporting

Dashboards, 

alerts, and 

reminders



Highlights

Key Bene�ts Achieved

 Customer support

 Lawsuit and arbitration

 Regulatory filing

 Reporting request

 Errors and omissions

 Email-based auto-initiation

 Extraction from email

 Reclassification

 Cloning of cases

 Complex Reports

 Extensive data entry in Excel-like

interface

 Parallel processing

 Handling of closures and mergers

 Ad-hoc audit requests

 Configurable audit parameters

Seamless upload, 

download, and 

streaming of large 

media files

End-to-end 

digitization of the 

inspection process1

2

Easy case 

assignment 

through Kanban-

style dashboard

360-degree

visibility, tracking, 

and auditing

User and group 

level rights-based 

access control

Regulatory 

compliance 

management

Advanced 

reporting 

mechanism 

for real-time information 

on inspection status 

and performance
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About Newgen

Newgen is the leading provider of a unified digital transformation 
platform with native process automation, content services, and 
communication management capabilities. Globally, successful 
enterprises rely on Newgen’s industry-recognized low code application 
platform to develop and deploy complex, content-driven, and 
customer-engaging business applications on the cloud. From 
onboarding to service requests, lending to underwriting, 
and for many more use cases across industries. 
Newgen unlocks simple with speed and agility.
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