
A leading US health insurer 
digitises mailroom operations to 
improve customer experience

CASE STUDY



An intelligent machine learning solution identifies 

relevant keywords, keyword combinations, and 

keyword exceptions in order to segregate urgent 

documents quickly. 

Once the system identifies an urgent appeal or griev-

ance, it is pushed into a separate processing queue 

for priority processing. If the system is unsure whether 

a document is urgent or not, the document goes to 

human operators for exception handling. 

The challenge

The volume of complex documents flooding the client’s 

mailroom was growing rapidly. Optimising mailroom and 

data capture operations was a top priority for the client 

and its provider customers. The client turned to First-

source for an automated solution that would enable 

faster, prioritised turnaround of urgent documents while 

ensuring greater accuracy and reducing costs.

Inefficient mail centre operations that require human 

operators to review thousands of keywords can make it 

hard for insurers to identify urgent documents. For 

instance, each month, the client’s mailroom received a 

large volume of documents in both digital and physical 

formats. As a result, it took the client 12 hours to process 

faxed medical records and 24 hours to process appeals 

and grievances. This mattered enormously to patients 

waiting for treatment. 
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Firstsource’s innovative solution leveraged image and natural language processing 

techniques, helping the client quickly process urgent documents. 

The client is a leading US-based healthcare plan with a 

workforce of over 285,000 professionals and a presence 

in more than 130 countries. As a diversified healthcare 

organisation, the client aims to create a health care 

system that is connected, aligned and affordable for all 

stakeholders. 

The solution

Firstsource leveraged automation and natural language 

processing techniques to deliver on the client’s objec-

tives:

All documents are scanned leveraging OCR and ICR 

(Intelligent Character recognition) technologies – an 

activity that now takes place in minutes instead of 

hours, enabling faster downstream processes.

A digital workflow splits, sorts, categorises and index-

es all documents for further processing.

About the client

•

•

•

•



The Firstsource solution helped the client drive superior 

customer experience by: 

Ensuring 100% accuracy in identifying urgent appeals 

and grievances.

Cutting TAT for urgent appeals and grievances from 

24 hours down to four.

Cutting TAT for faxed medical documents from 12 

hours to just 30 minutes.

Reduction in direct costs, and material cost savings 

from downstream processing efficiencies.
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Results

•

•

•

•

To learn more about Firstsource’s automation and 

natural language processing solutions, please email 

marketing@firstsource.com or visit f irstsource.com

https://www.firstsource.com/customer-analytics/
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Helping customers stay ahead of the curve through transformational technologies and capabilities

Firstsource Solutions Limited is a leading provider of customised Business Process Management (BPM) services.  
Firstsource specialises in helping customers stay ahead of the curve through transformational solutions in order to 
re-imagine business processes and deliver increased efficiency, deeper insights and superior outcomes.

We are trusted custodians and long-term partners to 100+ leading brands with presence in the US, UK, Philippines and 
India. Our ‘rightshore’ delivery model offers solutions covering the complete customer lifecycle across Healthcare, 
Telecommunications & Media and Banking, Financial Services & Insurance verticals. Our clientele includes Fortune 500 
and FTSE 100 companies.

For more information, please visit www.firstsource.com
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