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What is First Notice of Loss (FNOL)?

Claims management begins with a crucial first step: First Notice of Loss
(FNOL). This is the initial report a policyholder makes to their insurance
provider after experiencing an event such as an accident, theft, or property
damage. Far from being a routine formality, FNOL sets the stage for how
the entire claims process unfolds.

Handled well, FNOL minimizes the need for follow-ups, accelerates
claims resolution, and lays the foundation for a positive experience. For
policyholders, it’s a lifeline during a challenging time. For insurers, it's the
cornerstone of an efficient claims process.

Picture This: A property insurance customer experienced storm damage to
their roof and called to file a claim. The insurer’'s FNOL system immediately
gathered key details such as policy number, date of damage, and photos
of the storm’s aftermath. Within hours, the adjuster began processing

the claim, reassuring the customer that repairs would start within days.
This quick response turned a stressful event into a moment of trust and
satisfaction for the policyholder.

Understanding FNOL's significance is key to overcoming broader challenges
in claims management. When insurers get this step right, the benefits
extend beyond the claim itself setting the stage for long-term success.




What Are the Hidden Hurdles in Claims Management?

Even the most well-intentioned claims processes can run into trouble. Here are the common
challenges insurers face and how they can disrupt the claims cycle:
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1. Incomplete or Inaccurate Claims Data

Missing information—like policy numbers, accident details, or
documentation—accounts for 50% of lost dollars in claims management.
Adjusters must spend additional time tracking down these details,
delaying resolutions and increasing administrative costs.

2. Delays in Initial Reporting

FNOL submissions that are delayed create elongated cycle times,
contributing to 30% of lost dollars. Unclear reporting processes or
difficulty accessing the right intake channels can leave policyholders
unsure of how to proceed, stalling the entire system.

3. Communication Breakdowns Across Teams

Misaligned workflows or poor documentation during FNOL intake often
lead to communication gaps between policyholders, adjusters, and
underwriters. This is especially costly during catastrophes, where missed
notifications account for 15% of lost dollars by delaying mitigation efforts.

4. Managing Surges in Claim Volume

Natural disasters or seasonal events can overwhelm intake systems,
creating backlogs and high abandonment rates. Missing or incomplete
call recordings add further complications, contributing to 5% of lost
dollars due to disputes and inefficiencies.

5. Navigating Compliance Complexities

Staying compliant with regulations requires precision. Missing details
during FNOL intake increase the risk of legal or regulatory violations,
which can lead to costly penalties or reputational damage.
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When FNOL processes fall short, the
consequences ripple through every part of
the organization:

Loss of Customer Trust and Retention

FNOL is often the first touchpoint after a policy
purchase. A disorganized or delayed process
erodes trust, leaving customers more likely to
switch providers.

Example in Action: A homeowner filed a claim
after a severe storm caused roof damage.
However, the insurer's FNOL process lacked

a streamlined intake system, delaying the
adjuster’s follow-up by several days. The
homeowner, feeling ignored during a stressful
time, shared their dissatisfaction on social
media and ultimately switched to a competitor
known for quick and responsive service.

Increased Claims Cycle Times

Delays caused by incomplete data or poor
intake practices slow down claims processing.
Longer cycle times frustrate customers, tie up
resources and increase costs.

Example in Action: An auto insurance
provider struggled with delays due to
missing details in FNOL reports, such as
vehicle identification numbers. This slowed
the adjusters’ ability to process claims and
resulted in average cycle times increasing by
two weeks.
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Higher Operational Costs

Adjusters forced to gather missing information
spend less time resolving claims, leading to
inefficiencies and higher staffing costs.

Example in Action: A workers’ compensation
insurer found that 40% of their claims
required follow-ups due to incomplete FNOL
submissions. Adjusters spent hours chasing
details, increasing overtime expenses.

Compliance Risks

Errors or delays during intake increase the
likelihood of regulatory violations, which can
result in penalties or legal disputes.

Example in Action: A commercial property
insurer faced regulatory scrutiny when
incomplete FNOL data led to misclassified
claims, violating state reporting guidelines. The
insurer incurred fines and negative publicity.

Exposure to Legal Challenges

Frustrated policyholders may turn to litigation,
especially if intake errors or delays worsen
their situation.

Example in Action: A policyholder filed a
lawsuit after a delayed FNOL process left
their property unrepaired for weeks, resulting
in secondary damage. The insurer settled for
a costly sum.

Missed Operational Insights

FNOL data holds the potential to improve
workflows and identify fraud. Inefficient
processes fail to capture these insights,
limiting an insurer’s ability to optimize
operations.

Example in Action: An insurer noticed
recurring delays in processing claims from
a particular region but lacked the data to
identify the root cause.

Reduced Competitive Advantage

Policyholders expect convenience and
transparency. Insurers with clunky or outdated
FNOL processes risk falling behind competitors
who prioritize customer-centric claims
solutions.

Example in Action: A startup insurer gained
market share by offering an intuitive FNOL
process with text, chat, and phone options.
Policyholders raved about the convenience,
prompting traditional competitors to overhaul
their processes to keep up. Those that didn’t
lost customers.
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How Can Actec Help Your Team?

Actec provides tools and solutions that
simplify FNOL, reduce frustrations, and improve
efficiency without losing the human touch.

FNOL Support for Every Channel

In addition to traditional phone-based reporting,
Actec offers that cater

to a broader demographic, including younger
policyholders. These alternatives make it easier
for customers to file claims in their preferred
format while reducing strain on claims teams.

Actec supports multiple channels, ensuring
policyholders can file claims in the way that
suits them best:

g Phone Support: 24/7 empathetic
\\ support for those who prefer direct
interaction.

N4 Email and Fax: Efficient handling of
documents by trained staff.

Web-Based Reporting: A secure,
user-friendly portal for online claim
submissions.

Text and Chat Options: Convenient for
O basic inquiries like claim status, adjuster
contact details, or follow-ups.

Practical Impact: Younger policyholders

who prefer text or chat find it easier to

report claims promptly, reducing delays that
could slow down the entire claims process.
Additionally, providing multiple options
reduces call center congestion by directing
basic inquiries—such as “Where is my claim
check?"—to quicker communication methods
like text or chat.

_‘T.l_

No Missing Pieces

Actec’s FNOL system is designed to eliminate
the inefficiencies caused by incomplete claims.
Actec's intake process includes mandatory
fields that ensure all critical questions are
asked and cannot be skipped. This approach
guarantees a complete and accurate FNOL
report from the outset.

Practical Impact: An incomplete FNOL can
slow down adjusters, many of whom are
incentivized by the speed at which they
resolve claims. By streamlining intake and
ensuring every detail is captured upfront,
Actec not only accelerates claim cycles
but also reduces frustrations for both
policyholders and adjusters. This level of
precision prevents the delays that arise
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when incomplete claims require multiple
follow-ups, allowing the entire process to
move forward smoothly.

Al That Works Smarter

Actec's use of Al eliminates manual
inefficiencies, such as generating claim
summaries automatically. Tools like Bland.

ai handle multilingual claims intake, while
Symtrain.ai improves agent training with real-
world simulations, boosting efficiency by 30%.

Practical Impact: The automation of

routine tasks, such as summarizing claims

or handling standard inquiries, reduces

the workload for agents, enabling them

to process claims faster and with greater
accuracy. Together, these tools streamline
operations, enhance policyholder satisfaction,
and empower agents to deliver exceptional
service when it's needed most.

Empathy Meets Efficiency

Actec blends automation with

While Al streamlines routine tasks, human
agents are trained to step in for more complex
or emotionally charged claims, offering the
understanding that policyholders need during
stressful times.

Practical Impact: A policyholder who recently
experienced a traumatic event, such as a

car accident, appreciates the efficiency of

an automated FNOL system for quick intake
but feels reassured when speaking with a
compassionate agent about next steps. This
balance between technology and empathy
resolves claims efficiently and leaves a
lasting positive impression, increasing
customer trust and loyalty.

Always Available

Actec’s 24/7 call centers ensure policyholders
can file claims at any time. Calls are
answered within 30 seconds on average, and
abandonment rates are kept below 2%, far
outperforming industry norms.

Practical Impact: After a storm caused
widespread damage, a homeowner was able
to report their claim at 2:00 AM, confident

that help was already underway. Quick call
response times meant their claim was initiated
without delay, minimizing frustration and
ensuring a smooth claims process during a

high-stress period.
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Training That Evolves

Ongoing training, including live call reviews and
keystroke tracking, and
focused on delivering excellent service.

Practical Impact: A new call center agent
struggled to handle emotionally charged
claims, leading to longer call times and
inconsistent interactions. After completing
Actec’s dynamic training program, which
included real-time feedback and scenario-
based simulations, the agent improved their
response times and customer satisfaction
scores. Continuous monitoring ensured
sustained improvement, building confidence
and competence over time.

Tailored to Your Needs

Each client works with a dedicated account
manager to customize workflows and adapt
processes. Whether entering claims into
Actec’s platform or integrating directly with
existing systems, flexibility is a priority.

Practical Impact: An insurer using Actec’s
tailored workflows was able to integrate
FNOL reporting directly into their existing
claims management system. This eliminated
the need for duplicate data entry, reducing
processing time and allowing adjusters

to focus on resolving claims faster.

The integration also improved internal
communication, helping the insurer meet
customer expectations more effectively.
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Actec’s FNOL solutions tackle real-world
challenges with technology and empathy,
improving accuracy, responsiveness,
and customer satisfaction. Contact Paul
Neleman at 770-916-6847 or

to explore how we can help
your team. Let’s tailor a solution that
works for you.




