
The CSAA Insurance Group offers reliable auto, home and other personal  
lines of insurance to AAA Members, in partnership with local AAA clubs in  
23 states and the District of Columbia. With 2.3 million policies in place and  
$2.7 billion in revenue, they are one of the nation’s largest providers of  
personal lines of insurance.

Challenge
Receiving and responding to insurance claims is at the core of their  
business, yet CSAA faced a number of challenges with their claim 
management process. Through the years, they had amassed a  
significant amount of claims data, but it remained difficult to  
collect and utilize the data. The information existed in separate  
silos, which meant there was no way to get an enterprise-wide 
view of that powerful data. In fact, all of this claims data existed  
in five separate legacy claims applications. All of these disparate  
systems also translated to a great deal of redundant manual  
processing. In addition, given the lack of any cohesive data,  
it remained difficult for CSAA to successfully plan a long-term 
strategy for enterprise reporting. All of these considerations  
led to the decision to migrate all claims data to a new claims  
administration system, Guidewire ClaimCenter, which would  
provide a central source for customer-centric claims data. 

Business Goals
In moving to a new claims administration system, CSAA hoped to 
achieve a number of business goals. Since customer experience 
is paramount, they wanted to offer a better claims management 
experience for their insured customers. By pursuing the use of 
leading-edge data and analytics, they sought to make claims 
data actionable and ultimately increase customer satisfaction 
by offering one-stop access to historical claims information. In 
addition, they aimed to reduce costs by enabling data reuse across 
the organization. The end goal would be a seamless transition to a 
new claims system, which would enable easy cross-organization-
al insights through enterprise-standard analytics and reporting. 
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“IN THE HIGHLY 
COMPETITIVE 

INSURANCE 
LANDSCAPE, IT IS 

INCREASINGLY 
CRITICAL FOR THE 

CLAIMS PROCESS TO 
BE EFFICIENT, 

HOWEVER, WITHOUT 
LEADING EDGE DATA 

AND ANALYTICS, IT IS 
NEARLY IMPOSSIBLE 
TO DRAMATICALLY 

IMPROVE INSURER’S 
CLAIMS 

PERFORMANCE.”

STEVE O’CONNOR, 
CSAA CIO

CSAA Completes Successful Claims Data Analytics Conversion 
with help from Saama
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Solution: Saama One-Two Punch™
CSAA turned to Saama for guidance through the claims data conversion project. Saama’s approach is 
phased, agile, and iterative. With this method, the client is able to realize ROI in shorter cycles, rather 
than waiting until the very end. A phased approach also ensures a smooth transition and planned change 
management. It lets you validate data accuracy as you go. The approach included an initial glass claims 
conversion pilot, which, if successful, could be built upon. Glass claims conversion was chosen because it 
offered a low risk, low impact type of claim. Overall, a phased approach offers lower risk with optimal cost.

Saama One-Two Punch Methodology
For CSAA, Saama was able to demonstrate and put in practice their innovative method for transformation 
of data conversion and analytics: One-Two Punch. With this methodology, two key objectives happen in 
close succession: 

Utilizing Saama One-Two Punch offered a number of benefits including: 

• Reduced implementation risk and cost

• Faster time to business benefit

• Use of enterprise data warehouse serves dual  
purpose for organization

• Consolidation of legacy claims data into an  
enterprise standard makes it easy to consume  
in the conversion process 

• Virtually no loss of data from legacy claims 
system

• Better data quality

• Reduced cost of ownership—optimized  
resources and infrastructure

• Promotes reuse of data across the organization.

• Conversion of claims data from multiple legacy 
systems to a single, enterprise-wide system via 
a data warehouse

• Set-up of claims data warehouse for analytics, 
reporting and downstream application  
consumption

Results
As a result of the conversion project, CSAA was able to establish key business metrics for measuring  
success.  They realized efficiencies of scale resulting in savings of 2-3 million dollars and reduced  
overall implementation cost by 50%. The data conversion implementation and analytics framework build 
was completed in 24 months, which is 33% faster than the industry average. This was among the fastest 
Guidewire ClaimCenter conversions.  The successful completion of the project also provided a repeatable 
framework for which to approach future conversion projects for CSAA.
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