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DISABILITY CLAIMS SYSTEM

Executive Overview

This claims system was built with the functionality required to make it an efficient tool allowing for productivity gains and increased customer service.  The overall design lends itself to a flexibility that can adapt to the constant changes in the insurance marketplace.

The software platform is Powerbuilder with an SQL database such as Oracle or Sybase.  This combination of software supports a client server based environment that is capable of processing large volumes of claims.

Installation and training are available and source code is included as part of the licence fee.  Expert staff is available for customizations and tailoring of the system to meet any special requirements identified by the client.  All modifications are available with detail design and support for acceptance testing.  Clients are offered the chance to learn the system in detail by participating in any modifications requested.

System Overview

The development platform for the system utilises client server technology, an SQL database and a visual interface to provide an easy to use interface for the claims advisor.  The construction platform of Sybase System 11 and Powerbuilder 7 are the current versions of these products.
Allowances have been made for links to legacy systems for eligibility and benefit information and the database design supports information transfer to other systems for accounting, valuation, reserves and bank reconciliation.

The adjudicator’s workflow is task driven and the adjudicators or supervisors can view tasks by a variety of filters.

The adjudication module automatically calculates benefits and allows manual overrides for unusual payment amounts.  Disability payments can be reversed or cancelled and un-recovered balances are tracked and recovered from future payments.

Correspondence is handled through Microsoft Word with commonly used data automatically merged into the letters.

System Features
Mail/Telephone Registration

All mail, faxes and telephone calls are logged and recorded on the claims system database.  The system will find the required claim and create a task (Diary event) for the analyst of the claim informing him/her of the correspondence.  If the correspondence is for a new claim, the system can

· Validate the policy/coverage and open a new claim,

· Assign the claim depending on the criteria set on the claims assignment screen (work load and dollar amount, First letter of claimant surname and Policy number are also available).  Alternatively a list of advisor’s can be presented for selection.

If the eligibility is not validated, an ‘orphan’ letter is generated requesting more information, and the client is kept on record as an orphan.

Built-in Workflow manager

All events are set up as task records.  A User/adjudicator will see his/her tasks on the ‘Today’s tasks’ list.  This list shows all tasks for today and all outstanding tasks before today.  Double clicking on a task will take the adjudicator into the claim-processing screen for that task.

The tasks can be marked completed or deferred to another date.  The tasks for a range of dates are displayed when requested.  Tasks for a particular claim can be transferred to another adjudicator.  An adjudicator can set up adhoc tasks for any event to be followed up in the future, the system automatically sets up tasks for payment processing functions, Waiver of premium review, periodic claim review and for follow-up of external correspondence.

If the claim file is referred to Underwriting, Medical review, Investigation or any other entity, a task is created for the adjudicator to verify its return.  All correspondence is recorded on the claims tracking record.

Adjudication

Adjudication is provided for long and short-term disability claims.  The system accesses policy specific claim data from a plan table, where all benefit provisions are kept.  This table includes data such as the benefit calculation details, elimination period, benefit period, definition of disability, tax status and other policy provisions required for adjudication.  Most provisions can be overridden at the claim level.

The adjudicator enters the claim specific data such as date of disability, accident or sickness, diagnosis codes, prognosis code and the current salary and occupation.  Once the required pieces of information are entered the system sets up the benefit commencement date, benefit end date, dates for benefit increase (if any), and dates for benefit reduction when applicable.  The adjudicator with a suitable override code can override dates set up by the system.

The system maintains a checklist of required forms to be received and actions to be taken by the analyst before the claim can be approved.  When the claim is approved, a task is set up for processing the first payment when due.  Claim can also be set for auto-payments for any number of months up to the limit imposed by the system administrator.

The system displays payment analysis for the life of the claim showing one line for each future change in benefits such as COLA (cost of living allowance) changes and pension plan changes.

The system has the capability of attaching multiple clients to a claim.  Assignees, doctors, agents, garnishee’s etc are related to the claim with specific relationship types.

Payments

The adjudicator is reminded by a task when a payment is due.  The adjudicator can request the cheque for the payment from the claims processing screen.  This will generate a request for the cheque.  The cheque request status will be ‘A’ (approved) if the amount is within the security limits of the adjudicator or else it will be set to ‘R’ (requested) and will have to be approved by someone with appropriate security.  Accounting information and cheque reconciliation records are generated when the cheque is requested and/or when the payment is made.

If the cheque is not approved, it is marked cancelled and all “paid to” dates and accumulators are set back.  An EFT may be used in place of a cheque.

A cheque can be marked for stop payment; this will generate a hard copy to be faxed to the bank.  On confirmation by the bank, the same cheque can be reissued or the payment can be cancelled generating all necessary accounting.

A stop payment can be lifted also if the payment has not been cancelled or reissued.

A payment if made in error can be reversed, this will set back all accumulators and dates and if the payment is not recovered an overpayment is set that is recovered from future payments, in a lump sum, or in instalments.

Associated payments (claim expense payments) can be made to any client attached to the claim.  An unlimited number of types of associated payment can be added to the system using the administration module. Claim expenses are tracked for each claim. 

Correspondence

The adjudicator can select a letter from a list of letters pre-defined in MS-Word and print it with all the appropriate fields merged into the letter.  A claim tracking record is created logging each letter sent.  Letters can be addressed to, or CC’ed or BCC’ed to any client attached to the claim.  Letters may be edited before they are printed or may be sent directly to the printer.  The system automatically invokes MS-Word to edit the letter.

Independent Medical Exams (Appointments)

The adjudicator can set up the exam from a list of doctors of the specified speciality. The list of doctors is sorted by postal code so that it is easy to identify the nearest Doctor.  Once the Appointment has been made the system generates the necessary letters to the insured and the doctor and also sets up a follow-up task before the appointment for the adjudicator, in case the insured has to be reminded.  In addition to IME’s the adjudicator can set-up appointments with any outside agency including visiting nurses and rehab specialists.  Once an outside agency or service provider is defined to the system appointments can be made without additional client set-up. Payments to pay a related expense can be made at the time the appointment is set up.

Claim history

History is created for each claim to track progress.  An insureds claim history can be reviewed at any time.  This includes claims of all types paid by the system.

Claim tracking

All correspondence sent or received for a claim is recorded on the claim tracking file as are transfers of files to other departments (i.e., Underwriting).

Maintenance history

The system keeps track of all fields changed with overrides, adjudicator's name and time stamp.  Inquiry into the maintenance history on a claim is also useful for analysing the progression of the claim.

Security and Controls

Security is controlled by security classes.  Each screen has controls (Text boxes push buttons etc) that can be enabled or disabled depending on the security class of the user.  A security class can be set up for a group of users or a single user.  The security class also sets the limits for payments such as regular claim payments, lump sum payments and other benefit payments.

Common System Data (table maintenance)

Data used by the system has been, wherever possible, put in tables.  This data includes information such as EOB’s, Disability codes, System messages, Interest rates, CPP amounts, Drop box values and Occupation codes.  Authorised users can add new values at any time.  In most cases a table entry has both the code used by the system and the description of the code.

Hardware and software

Software

· Programming language is PowerBuilder 7.02

· DDE call to MS Word 97 for letter processing

Client Workstation (Minimum Requirements)
· 32 Bit Processor

· 32-bit windows operating system

· SVGA (800 X 600) 256 Colours

· 32 MB Ram, 1GB HD

· Network protocols and hardware

File Server

· Depends on the choice of database

· ODBC compatible SQL databases are supported

· DDL available for Sybase System 11 and Oracle 8.05

· Approximately 100 MB of overhead plus 2 MB per claim

· Suggest Windows NT for Sybase or AIX for Oracle

Dedicated machine for printing letters

· Suggest Windows NT or Novel

· Printer capable of printing letterhead  
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