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Guess who needed a digital 
transformation?
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Close to actual representation of 
Unum’s Current Systems



Journey With Pega
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2017 2020Jan Jul 2018 Jul 2019 Jul 2020

Began Journey with 
Robotic Desktop 

Automation Robotic Process Automation

Digital Transformation Assessment

Group Enrollment Case Management 

Medical Underwriting Case Management Tibco Conversion

Consolidation of Automation & Workflow 
Teams

Policy Administration Pega Platform Proof-of-
Concept



Our First Initiative – Gain Control & Visibility in the 
Back Office Operation
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Our First Initiative – Gain Control &
Visibility in the Back Office Operation
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Where did we land
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from manual processing and 
validation…

to robotic supported straight 
through processing and service 
oriented validation 

13.2% improvement in work 
item production per team 
member



After 12 Weeks…
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from manual tracking
and email-based work 
management

to fully automated work 
tracking and systematic 
prioritization



Business Problem:  Intake Channels 
will always require Email Intake 
Capabilities – so why not just create 
cases from the source & extract key 
data to support the system or  
operation?  

Result: Automatic Case Creation, 
Straight Through Processing for 
majority of cases

Some Cool Components – Intelligent Email Assistant for 
Email Triage & Case Creation
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ProcessIntake

Email 
Account 
Listener 
(IMAP) Create Case

Entity 
Extraction 
with NLP

Gather Additional 
Data from Core 

Systems via REST APIs

Systematically 
Determine if Work 

Item can be Straight 
Through Processed

Continue Process 
Straight Through to 
Issue Completion



More Cool Stuff:  Calling RPAs from the Platform Over 
Cloud to Augment Straight Through Processing
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Robotic Process Automation is 
not a SOLUTION or a STRATEGY –
RPAs are a COMPONENT of a 
larger solution. 

But What About Stand Alone Process Automation?
Isn’t that supposed to be the savior?
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You cannot automate 
bad processes and 
expect long term results. 



• Tibco Replacement / Replatforming into Pega – 2019-2020

• Enhancement of Natural Language Email Intake into Back Office

What’s Next for Unum’s Digital Transformation? 
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Questions, Jokes, Sarcastic Remarks, Memes
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