
 

www.statssy.org +918602715108 info@statssy.com 

STREAMLINED INSURANCE CLAIMS WORKFLOW 

USING MICROSOFT VISIO 

1. Overview 
Client: 

A mid-sized UK-based general insurance provider offering home, auto, and travel coverage 

Objective: 

To redesign the end-to-end claims handling process using Microsoft Visio, improving efficiency, 

communication, and audit traceability across operational departments. 

2. Background 
The client’s legacy claims process was developed piecemeal over several years, resulting in 

redundant tasks, unclear handoffs, and frequent delays—especially in high-volume months. Their 

internal teams lacked a unified, visualized workflow and relied heavily on document-based 

SOPs. Leadership requested a complete process redesign, documented visually in Visio, to 

support training, quality improvement, and performance management. 

3. Discovery & Planning 
Process Assessment Activities: 

• Conducted stakeholder interviews across the Claims, Legal, Customer Service, and IT 

teams 

• Reviewed existing SOP documents, email chains, and case handling logs 

• Identified friction points such as dual data entry, unclear escalation criteria, and siloed 

approvals 

Goals of the New Process: 

• Eliminate redundant steps 

• Standardize decisions for faster routing 

• Improve real-time visibility for operations managers 

• Create Visio diagrams that could be used in onboarding and audit preparation 
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4. Process Design Approach 
Software Used: 

Microsoft Visio Professional (Windows, desktop version) 

Steps Followed: 

1. As-Is Mapping 

o Created detailed cross-functional flowcharts (swimlane diagrams) to visualize 

the current claims process from notification to settlement 

o Used Visio’s swimlane shapes to segment responsibilities across 6 departments 

2. Pain Point Annotation 

o Layered callouts and red indicators directly in the Visio diagrams to identify 

process bottlenecks, delays, and manual handoffs 

3. To-Be Process Design 

o Redesigned the workflow using best practices from Lean methodology 

o Introduced decision diamonds to clarify escalation rules 

o Added sub-process stubs for specialized reviews (e.g., legal, fraud, and external 

assessors) 

4. Documentation & Controls 

o Integrated process versioning, control points, and compliance sign-offs within the 

diagram metadata 

o Developed accompanying process documentation (PDF + Word) detailing each 

stage and stakeholder responsibility 

5. Key Features of the Final Visio Design 

Element Description 

Swimlane Flowchart Departments represented in horizontal lanes: Customer Service, 

Claims, Legal, IT, Assessment, Finance 

Color-Coded Decision 

Nodes 
Highlighted fast-track vs. exception-case pathways 

Process Timing 

Indicators 
Expected SLAs annotated at each key activity 
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Compliance & Audit 

Flags 
Icons marking steps requiring documentation or audit logs 

Export Formats Delivered in .vsdx, .pdf, and static .png for presentations 

6. Results & Measured Impact 
Metric Before After Visio-Based 

Redesign 
Improvement 

Average Claims 

Processing Time 
12.4 business 

days 
8.9 business days 28% faster 

Handoff Clarification 

Errors 
Frequent (2–3 per 

case) 
Reduced to near-

zero 
Improved handoff 

accuracy 

Staff Onboarding Time 3–4 weeks 2 weeks Accelerated knowledge 

transfer 

Process Visibility for 

Managers 
Fragmented Real-time visual 

reference 
Enhanced coordination 

7. Recommendations Provided 
• Integrate Visio diagram into SharePoint for ongoing access and change control 

• Train frontline and supervisory staff using diagram walkthroughs instead of document-

only SOPs 

• Review process every 6 months with the same Visio file to adapt to business or regulatory 

changes 

• Apply same methodology to underwriting and policy servicing processes 

8. Strategic Value Delivered 
• Replaced fragmented workflows with a unified, visually documented process accessible 

to all teams 

• Improved cross-departmental coordination through clear swimlane logic and simplified 

decision pathways 

• Enabled the client to pass internal audits with stronger documentation alignment 
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• Supported cultural shift toward process ownership and continuous improvement using 

visual tools 
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