[image: image1.wmf]Cross

Flow


Project Number
: 28635

Project Title
: CrossFlow

Deliverable Type
: Report

Deliverable Number
: D1.a

Contractual Date of Delivery to ECO
: 31 December 1998

Actual Date of Delivery to ECO
: 18 January 1998

Title of Deliverable:
: Insurance Scenario Description

Contributor(s)
: WP1

Editor
: AGFIL

Abstract 

This document is a deliverable of project CrossFlow E28635 of the ESPRIT programme of the European Community.
The insurance scenario outlines the manner in which a private motor damage claim is handled by AGFIL.  The paper describes the interaction between AGFIL and various third parties which are used in an outsourcing arrangement. Each participating party shares the common objective to provide a service level which facilitates efficient claim settlement and which maximises customer satisfaction. 

The role of AGFIL, a call answering company, consulting engineers, assessors (adjusters) and garages is described.  An overview of the process is provided which demonstrates the interaction between the parties and the manner in which the workflow management system (WfMS) currently operates.  Exceptions to the process together with an indication of their consequences are also outlined. 
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