
CUSTOMER EXPERIENCE

– YOUR ADVANTAGE

Health Insurance 

Customer Index is the 

least amongst all 

industries

Source: Forrester’s Customer Experience Index 2014

Very poor Poor OK Good Excellent

Industry averageIndividual company score

Retailers 83
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Consumer electronics manufacturers 79
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How enjoyable are you to do business with?

How easy was it to do business with you?

How effectively are you meeting customer needs?

More than 60% of consumers feel their Health Insurance 

customer experience is “Poor” and just “Meets Needs”!
Enjoyable 

Easy 

Meets needs



Why is it happening?
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Health Insurance
$4,670

Retail/Grocery
$3,615

Banks/Retail
$2985

Automotive
$2366

Travel/Air
$1827

Telecom/cable

$1260

General Insurance

$481

Restaurants

$3039

Utilities

$2360

Travel/Hotels
$937

Internet retail
$1680

Telecom/Cellphone
$1645

Retail/Fashion
$849

Retail/Health and beauty $675
Travel/Train
$349

Travel/Car Rental
$273

Social Media $24
Fitness $147

Travel/Booking
$330

Appliances
$103

Shipping / Mail$373
Internet Search
$166

Retail/General $952

Electronics
$1197

$5000
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Industry Simplicity
Complex Simple

Customer experience is the key differentiator in retaining and increasing customer base.

Studies show that for simpler and more comprehensive digital interactions, 

customers will pay 5% more, for Healthcare on an average.

! Bank / Retails

! Shipping / Mail

! General Insurance

! Utilities 

! Media

! Telecom - Cable

4.4%
more

Upto 

4.5% -4.7%
more

! Social Media

! Travel /Hotels

! Telecom /

Cell Phone

! Internet Retail

! Travel / Booking, 

Air, Train, Car 

Rental

Upto 

4.8% -5.3%
more

! Appliance

! Automotive

! Retail / Health and 

Beauty

! Internet Search

! Health Insurance

! Retail / General 

Restaurants

5.4%
more

! Retail - Grocery

! Electronics

! Retail - Fashion

! Fitness

What needs to be done?

Analyze and Drive

Capture and Notice

Broker / Agent Payer

Care Provider

SMS

Chat

VoiceEmail

Apps

SocialMedia

Web Organize Information

Gain
Insight

Digitization
Optimize

 Interaction

Engage customers in insightful conversations

Provide a memorable, consistent experience 
across channels

Improve by listening iteratively to your customers

Engage indirect channels (like agents, provider, 
employer groups, brokers) for holistic and 
better results

Provide superior customer experience which will 
in turn lower operational expenses by lowering 
call volumes at call centers. 

How ITC Infotech can help?

Combining the best of capabilities in Data and Digital technology, ITC Infotech has created a Customer Experience 

Management Platform. Our solution helps organizations define their customer experience strategy and roadmap, 

by leveraging best practices from similar industries, adapt newer technologies through the Experience Management 

Lifecycle and listen, analyse, engage, measure and train thus creating a customer activated enterprise.

We have adapted the Customer Experience Management Platform to healthcare sector by creating a solution 

that empowers all stakeholders to have access to required information and carry out self-service activities.

ITC Infotech’s cross browser, cross platform compatible responsive design, mobile ready solution helps enhance 

the CX index.

Member

Employer and 

Broker

Provider

Admin

! Personalised and consumer centric content

! Solutions made simpler

! Enhanced collaboration with members

! Reduce operational cost

! Clear categorization of groups and their benefits

! Automated solution to enhance productivity

! Provision of employee assistance tools

! Reduce operational cost

! Consolidation of all member services

! Integration of providers with health plan

! Personalise portal experience

! Reduce operational cost

! One stop solution to maintain overall security

! Customize learning centre based on users

! Integrated solution with all portals

! Integration with existing user directory

! Reduce operational cost

Health Insurance has the most to gain 

among all US industries if simplicity 

has the way



About ITC Infotech

ITC Infotech is a specialized global scale - full service provider of Domain, Data and Digital technology solutions, led by a strong business 

and technology consulting focus. The company caters to enterprises in Supply Chain based industries (CPG, Retail, Manufacturing, 

Hi-Tech) and Services (Banking, Financial Services and Insurance, Airline, Hospitality) through a combination of traditional and newer 

business models, as a long term sustainable partner. 

In the healthcare industry,  we provide IT services and solutions in CX, Mobility, Core Platform Surround Services, Analytics, Data 

end-to-end, Testing-as-a-Service (TaaS) and Infrastructure Management and we have substantial experience in helping leading 

Healthcare providers optimize operations, control costs and improve outcomes.

For more information, please write to: contact.us@itcinfotech.com | www.itcinfotech.com 

©2016 ITC Infotech. All rights reserved.

Source: Oliver Wyman analysis

Comprehensive Cost per contact

Mail

Fax

Email

Agent assisted

Agent callback

Online

SMS/Text

IVR

Web co-browsing

Speech

$7.13

$7.06

$5.34

$4.66

$4.23

$2.38

$1.59

$1.32

$0.75

$0.46

Contact Center Channels

Areas of impact?

Contribution to the NPS

Pre-/Open enrollment and enrollment have the greatest impact on the NPS

Pre-open enrollment

Enrollment

Claims processing

Finding a doctor on website/web portal

Explanation of benets (EOB)

ID Cards

Customer Service call center

Coverage documentation

Welcome packet

Wellness and disease management service

Pre-authorization

Online claims management tool

medial cost estimator

24.4%

194%

14.5$

9.6%

7.7%

5.8%

5.6%

5.0%

3.6%

1.9%

1.6%

0.5%

0.5%

Simplifying experience across pre-open enrollment, claims, EOB, 
ID and CRM interactive service across portable and mobile devices 
contributes to the largest Impact on NPS!!

Simplified web contact means lower cost too!!

cost of engagement:
-$0.75/ contact via web

-$4.66/ contact via agent 
assisted interaction
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