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Client description

o Client — A Fortune 50 US based
Healthcare Payer

e Industry type — Healthcare
o Core Business — Healthcare services
» Geography — Worldwide

e Annual revenue — $226.2 billion (2018)
Challenge

Their existing claims processes had high d
ependency on employees leading to various
challenges. High manual errors in the process
were causing high rework. This inefficiency in
the operations was leading to high Average
Handling Time (AHT).

The process was leading to misquoted benefits
to customers that further led to escalations and
churn rate. This led to low Net Promoter Score
(NPS) and CSAT due to human errors in the
process queue.

Customers had to wait for a long time to reach
an agent due to lack of channels for self-service
and query resolution that resulted in high call
abandonment rate.

Solution

Wipro used left shift framework involving
automation and next gen tools and technologies
to deliver value. We leveraged robotics,
analytics and (Artificial Intelligence) Al to
reduce human dependency in the

current processes:

Wipro delivered business
value of $8 million to the
client, together with 11%
productivity improvement
through automation levers

o Fasterissue resolution
« Virtual expert and code helper tools to
assist employees and reduce manual
work to focus on higher value tasks
» Robots to assist in research
» Al chat bots to answer transactional

customer queries

o Continuous optimization
» Predictive analytics for sentimental
analysis to boost NPSsks
« Virtual auditors for better quality control
by 100% sampling

o Personalization
» While chat bots answered transactional
queries, complex queries were directed
to experienced subject matter experts



Business impact

The Wipro solution led to productivity improvement for the client. Specific improvement

areas included:

Improved customer experience via 20+
NPS improvement and 97% CSAT 1

Virtual expert led to 20%
rework reduction

Code helper tool caused 5%
reduction in defects

Chat bots handled 15% volume,
reducing percentage of calls blocked

We improved First Time Right (FTR) rate
to reduce call volumes by 12% and
improve overall productivity by 11%

Enhanced provider experience — 22
point NPS improvement from 48 to 70

“By using Wipro’s automation solution, the Suresh Nair

. . . General Manager
customer achieved reduction in AHT by up Technology Services
to 20% for their operations”
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Wipro Limited (NYSE: WIT, BSE:
507685, NSE: WIPRO) is a
leading global information
technology, consulting and
business process services
company. We harness the
power of cognitive computing,
hyper-automation, robotics,
cloud, analytics and emerging
technologies to help our
clients adapt to the digital
world and make them
successful. Acompany
recognized globally for its
comprehensive portfolio of
services, strong commitment
to sustainability and good
corporate citizenship, we have
over 175,000 dedicated
employees serving clients
across six continents.
Together, we discover ideas
and connect the dots to build
a better and a bold new future.

For more information,

please write to us at
info@wipro.com
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