
First Notice of  
Loss Solution

SOLUTION OVERVIEW

Lingering manual and paper-based processes, the ever-

increasing volume and complexity of claims, and customers 

with higher service expectations than ever before—these 

realities have created the perfect storm for today’s P&C 

insurance carriers.

The First Notification of Loss (FNOL) solution—built on the 

Kofax TotalAgility® and Kofax Mobile Capture™ software 

platforms—provides a fast, streamlined process for customers 

submitting a claim.

Your policyholders can initiate FNOL via call center or mobile 

app—anytime, anywhere—and receive acceptance 

verifications or missing information alerts quickly. The 

platform enables automated workflows and improved 

visibility for you and your customers during the FNOL 

process—and ultimately through claims adjudication and 

settlement—which helps reduce errors, speed claim handling 

and reduce your risk of regulatory compliance issues.
Empower Your Customers

Failure to deliver a superior customer experience during 

initiation of a claim can result in increased complaints, 

damage to your brand, and, ultimately, loss of customers. 

By deploying a customer-focused FNOL solution, you enable 

your policyholders to:

 � Choose the method of engagement for FNOL, whether via 

traditional call center, customer portal or mobile app

 � Leverage omni-channel capture capabilities to streamline 

the FNOL submission, reduce errors, and quickly provide 

any supporting documents

 � Interact digitally with you throughout the FNOL process to 

view communications (missing information alerts, etc.) 

and track claim submission status

In a recent North American P&C Claims Officer 
survey conducted by Towers Watson, 69% listed 
“Focus on proactive claims handling” in their 
Top 5 plans to combat business challenges.

Five questions you should ask about your FNOL process

1. Can your customers initiate a claim through their mobile 

device?

2. Can your customers provide information/data by taking a 

photo of a document?

3. Do your customers have multiple options when it comes 

to initiating a claim?

4. Do your customers receive real-time feedback when 

initiating a claim?

5. Do your claims associates have easy access to the 

information they need to accept a new claim?

A less-than-adequate experience during the claims process 

may negatively influence customers’ renewal decisions. If 

you answered “No” to any of these questions, it might be 

time to evaluate your FNOL process.

http://www.kofax.com/smart-process-application-platform
http://www.kofax.com/mobile
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Streamline Your Processes

Sluggish and inefficient workflows put your organization at 

risk of costly claims errors and compliance headaches. With 

the FNOL solution, smart process management increases 

efficiency and reduces inaccuracies. Your call center 

representatives can quickly search across multiple systems 

via a single interface to quickly determine claimant eligibility 

and validate the policy. Claims initiated via the mobile app are 

routed and approved using a rules-based matrix, with 

representative review initiated if needed. 

Within a streamlined FNOL process, your employees can:

 � Process claims faster through automated document 

classification, data extraction and validation

 � Optimize and automate predictable or unpredictable  

activities associated with accepting an FNOL

 � Employ business intelligence and analytics, and identify 

bottlenecks through increased visibility into the FNOL 

process 

 � Maintain a compliant FNOL workflow that also provides  

a positive customer experience

FNOL Solution: The Kofax TotalAgility and Kofax 
Mobile Capture Advantage

In the Age of the Customer, the FNOL solution harnesses the 

power of TotalAgility and Mobile Capture to effectively 

remove the barriers that ultimately inhibit the satisfaction and 

loyalty of your policyholders. Processing bottlenecks become 

smart, streamlined workflows. Error-prone manual data 

extraction becomes automated, validated information ready 

for processing. And limited claim initiation options become 

omni-channel opportunities for engagement. From FNOL to 

settlement of the claim, your customers have the 

transparency and the responsiveness they expect, and your 

employees have the tools they need to process claims quickly 

and accurately and maintain regulatory compliance.

Case study snapshot

Customer: World’s 5th largest insurance group, providing 

healthcare, employee benefits and wealth management 

products to 50 million+ consumers. 

Challenge: Improve customer experience, streamline 

processes and reduce costs.

Kofax Solution:  

By deploying a mobile engagement channel for submitting 

new claims, data and settlement accuracy has improved 

and the end-to-end claims process is more efficient.

 � 70% of outpatient claims now processed digitally; 

overpayments and costs for reversing double payments 

have decreased

 � ROI achieved within first year of deployment

https://www.youtube.com/user/KofaxInc

