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Summary
MetLife’s digital strategy aims to unlock the potential created by the shifting landscape of the digital age, where customers are highly empowered. Our goal is to deliver value through exploiting existing opportunities, products and services, and drive growth through exploring new opportunities through partnerships and adjacencies. As a part of this strategy, the company is in the midst of a multi-year transformational effort to enhance claims processes through new digital solutions that increase efficiency and simplify the employee and customer experiences.
MetLife conducted a value stream analysis within its U.S. short-term disability and total absence management operations to determine how to minimize the mundane, rote tasks employees need to do, enabling them to focus on more value-added, customer-facing tasks. This exercise determined approximately 60% of processes could be reengineered and 40% could be automated.
The team partnered with Blue Prizm to develop a robotic process automation (RPA) solution that is transforming how we do business, and benefiting employees and customers alike. A five-step standard implementation approach was developed, which includes subject matter experts that ensure the RPA replicates the correct keystrokes for each process.
To date, 102 robots have been deployed, performing approximately 28,000 transactions per month and freeing up more than 20,000 hours for other tasks. By the end of 2018, we are projecting more than 110 robots will be supporting our claims processes.
MetLife’s claims organization implements robotics process automation to optimize customer and employee experiences through simplified, digitized and automated processes
MetLife is in the business of helping people navigate life’s challenges by providing insurance for a variety of needs – from disability and dental, to life and medical. Core to MetLife’s value proposition is its claims organization, which manages group and individual benefit claims for millions of customers in the U.S., Mexico and Japan. In 2017, MetLife completed millions of transactions for its customers, and it is committed to providing a differentiated customer experience that creates a competitive advantage.
The Business Challenge 
MetLife’s digital strategy aims to unlock the potential created by the shifting landscape of the digital age, where customers are highly empowered. Our goal is to deliver value through exploiting existing opportunities, products and services, and drive growth through exploring new opportunities through partnerships and adjacencies. As a part of this strategy, the company is in the midst of a multi-year transformational effort to enhance claims processes through new digital solutions that increase efficiency and simplify the employee and customer experiences. 
As part of a value stream process analysis of its short-term disability (STD) and total absence management (TAM) operations, the claims team determined 60% of its processes could be reengineered and 40% could be automated.
The team partnered with Blue Prizm to develop a robotic process automation (RPA) solution that is transforming how we do business, and benefiting employees and customers alike. A five-step standard implementation approach was developed, which includes subject matter experts that ensure the RPA replicates the correct keystrokes for each process.
Through leveraging RPA, the claims organization seeks to: 
· Create resource capacity for employees to focus on customer-centric tasks 
· Provide key data-driven insights at a faster pace
· Establish a flexible, scalable solution without disrupting existing infrastructure or systems
The Results: U.S. Disability Claims
To date, MetLife has 11 processes implemented or close to implementation in its U.S. claims operations. Other processes are in production using RPA in MetLife’s Mexico and Japan claims operations, and initial results have been positive.
Overall Business Results
In the first 12 months implementing RPA, the team saw the following results:
· $1.3 million in operational savings
· 4-to-1 return on the cost of RPA
· 37 full-time equivalents reassigned to more cognitive-based claims tasks
· 8,835 capacity hours in reduction of average claim handling time 
To date, 132 robots – 102 in production – have been deployed in the claims organization performing approximately 28,000 transactions per month, creating 20,000 hours of capacity. By the end of 2018, MetLife is projecting more than 110 robots will be live, supporting claims.
These improvements have resulted in more timely and accurate claim decisions by claim professionals and, as a result, their time can be spent providing customers with better, more human service. 

Specific to TAM, leveraging RPA has resulted in:
· A more efficient claims management process, due to simplification and automation of Family and Medical Leave Act (FMLA) claims tasks
· Improved accuracy
· Reduced cycle time and productivity increases in transaction processing
The Vision for the Future
STD and TAM claims are leading the adoption of RPA within MetLife and across the industry. A recent market scan by a third-party consulting company suggested that MetLife is one of only a few companies now ready to scale RPA across its product lines.
The team is now looking at opportunities in its long-term disability (LTD) operations to implement RPA within some of their manual processes. By the end of 2019, MetLife plans to have 15-20 processes deployed in LTD to assist in improving the customer experience while allowing employees to focus on more critical claim activities.
Implementing RPA in the claims organization will continue to deliver significant value for customers and MetLife.

