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Abstract

Purpose: Insurance claim processing is one of the key operational processes in the insurance industry, and delays and
deviations from standard processes can lead to increased costs and reduced customer satisfaction. This study aims to
analyze the actual process behavior and identify bottlenecks in automobile body damage claim processing.

Methodology: This study applies a process mining approach to analyze the actual claim handling process. Data from
9,919 automobile body damage claim cases in 2022 were preprocessed and analyzed using Behfalab softwate.

Findings: The results indicate that more than 25% of claims required more than 30 days for processing. Moreover,
expert assessment activities and financial approvals were identified as the main process bottlenecks. Claims following
non-standard paths required, on average, 40% more time to be completed.

Originality/Value: By providing a data-dtiven view of the actual claim processing workflow, this study demonstrates
that process mining can serve as an effective approach for identifying deviations, improving process compliance, and
reducing claim processing time by approximately 30% in the insurance industry.

Keywords: Process mining, Insurance claims, Bottleneck analysis, Conformance testing, Workflow optimization, Process
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Figure 1- Histogram of the temporal distribution of files.
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Figure 2 - The most frequent process path.
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