INSURANGE INDUSTRY
ON THE PATH OF CHANGE




Introduction

The insurance industry has undergone significant transformation, resulting in a shift towards
end to end adoption of digital practices. Following recent global events such as the
pandemic, insurance companies have embraced active digital strategies, thereby accelerating
the pace of innovation led change. This has benefited most forward-looking insurers by way
of increased competitiveness, cost savings and an overall positive work culture.

Furthermore, digitization of operations has opened opportunities for leveraging advanced
technologies and influencing customer behavior. This, in turn, has helped the industry deliver
innovative services, enhanced customer loyalty, and most importantly resulted in end
customers being more aware of the value of insuring themselves.

Geographically, certain areas of focus stand out, for example in North America, insurance
companies have actively embraced digital tools for policy management and claims
processing. Europe has significantly witnessed advancements in Al and data analytics to
enhance risk assessment and build personalized offerings. Asia-Pacific has seen a rise in
mobile-based insurance platforms and blockchain solutions for secure transactions.
Additionally, Africa has adopted mobile payment systems for premium collection, while South
America has embraced telematics for usage-based policies. These developments
demonstrate the widespread integration of technology in the global insurance landscape.




CHALLENGES

The insurance industry is currently facing the pressing need to further modernize their
systems and processes to meet evolving customer expectations. Several key challenges are
however hindering this transformation:

Legacy systems:

Many insurance companies
struggle with outdated
technology that impedes their
progress in embracing digital
transformation. Some of their
systems are complex,
inflexible, and difficult to
integrate with modern
technologies.

Need for understanding

customer behavior:

Insurers find it challenging to
comprehend customer
behavior, making it arduous to
tailor policies and accurately
determine pricing based on
individual preferences.
Understanding customer
needs and preferences by way
of advanced analytics is crucial
for providing personalized and
relevant insurance solutions.

Broken sales & service

journeys:

Insurance companies face
demand to acquire & service
customers through digital
channels and especially via
self-service means while
delivering a personalized
experience that caters to
diverse customer preferences.
This requires seamless
integration across multiple
touchpoints and platforms,
from initial contact to policy
purchase and ongoing
customer support.

Need for better mining of

data:

Cultural Transformation:

The analysis of extensive &
unstructured data sets poses a
significant challenge for
insurance firms in
understanding customer
behavior, predicting risks, and
enhancing underwriting

Transitioning from traditional
face-to-face operations to a
digital-first approach requires
internal change management
techniques to be adopted
within the insurance industry.
This involves embracing new

technologies, reskilling/
upskilling colleagues, and
partners, fostering innovation,
and rethinking traditional
processes to adapt to the
digital landscape.

practices. Leveraging advanced
analytics and machine learning
techniques can help extract
valuable insights from vast
data sets that companies have
access to.

Addressing these challenges is essential for insurance companies to thrive in the present
digital era. By leveraging modern technologies, data analytics, and customer-centric . ;.
strategies, insurers can enhance their operational efficiency and improve customer:i
satisfaction in an increasingly competitive marketplace.



SOLUTIONS

Customer-Centric Approach

In this fast-changing environment, insurance enterprises have redefined their relationships
with customers by empowering them to make informed decisions.

By actively listening to and understanding customer needs and keeping modern technology at
the core, insurance providers are enhancing their interactions with customers, leading to
increased customer satisfaction. This approach ensures that customers feel valued throughout
the entire business process, resulting in greater stickiness and reduced chances of mis-selling
and policy surrendering.

Data Driven Value in Insurance

Traditionally insurers have lacked the ability to effectively comprehend customer behavior,
identify fraud, assess policy risk, and ensure claim reliability, all of which are essential
prerequisites for success. This is where data-led insights play a major role. By using cloud data
platforms, data management capabilities, analytics and visualization tools, insurance
companies are moving in the correct direction. This has enabled insurers to offer relevant
products, improve underwriting processes, identify fraud much earlier, assess policy risks, and
ensure claim reliability, ultimately leading to long-term customer loyalty.

Navigating the Digital Sales Journey

BFSI industry has been on the path to modernize and digitally improve the sales journey of
their customers. Insurers by leveraging front end omni channel digital tools, enhanced &
orchestrated client experiences, modern product/ pricing tools and loyalty management
capabilities have significantly improved client acquisition, profitability, and conversion metrics.
This has even allowed them to integrate customers’ social media behavior for a more
responsive customer service, streamlined claims processing, and an overall even more
gratifying after-sales experience.

Future-proof via Automation

Automated processes have revolutionized the insurance industry by eliminating extensive
paperwork and streamlining claims processing. The adoption of automated processing via
RPA, along with the implementation of artificial intelligence & OCR tools, empowers insurers
to enhance underwriting processes, monitor and predict risks, offer innovative insurance
products, detect fraudulent claims, and price policies accurately.

Evolving Digital Self-Service

Self-service is pivotal to holistic customer experience. In the insurance industry,
personalization, convenience, and level of service are expected by customers. While retaining iii
existing customers strongly influences insurer’s bottom lines, inviting new customers is +++
essential for building a competitive edge and growth in the market.
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Self-service platforms, augmented with automated chatbots, mobile technologies,
personalized dashboards, and reporting tools, enable insurers to provide enhanced customer
experiences while improving operational efficiency. These platforms give customers control
over product purchases, access to information, and an ability to resolve issues without relying
on agents or sales representatives.

According to a Zendesk study, 91% of customers expect businesses to have a self-service
portal that gives them some control over product purchases and a basic understanding of
product information so they can easily and quickly resolve issues with policies or claims
without relying on agents or sales representatives.

Effectively Managing Legacy Systems

To manage transaction processing challenges and overcome issues posed by legacy systems,
insurers should consider the following strategies:

= System Modernization: Gradually update outdated systems to modern, flexible platforms.

= |ntegration and Interoperability: Implement interfaces and middleware to connect legacy
systems with new technologies and external systems.

=  Modular and Service-Oriented Architecture: Break down functionalities into reusable
services for flexibility and scalability.

= Cloud Computing: Leverage cloud infrastructure for scalability, flexibility, and cost-
efficiency.

= Data Analytics and Al: Invest in analytics tools and Al technologies to extract insights,
enhance underwriting, and improve operational efficiency.

= Continuous Improvement via Agile Practices: Embrace a culture of continuous
improvement, iterative development, and collaboration between business and IT teams.

Talent Empowerment through Training and Upskilling

Investing in training and upskilling programs is essential to meeting demands of change. By
empowering employees with a diverse range of skills, insurance companies can effectively
understand and cater to customers from various backgrounds. Training initiatives that
prioritize cultural competency, communication, and emerging technologies enable employees
to adapt to evolving needs and drive innovation. Fostering a culture of continuous learning
and professional growth not only attracts top talent and improves employee engagement but
also enables insurance companies to navigate industry transformations successfully.
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https://technovert.com/blog/insurance-self-service-portal-future-of-customer-experience/

CONCLUSION:

The rapid adoption of advanced technology has become crucial for insurance companies to
stay competitive and meet customers' changing expectations. They now recognize the value
of implementing a cohesive digital strategy, despite the numerous challenges that they face.

By utilizing the power of digital, insurers will continue to attract customers through various
channels while providing them with tailored experiences. Automation across process and
technology will also remain a key ingredient for streamlined operations, increasing efficiency,
and enhancing the overall customer experience. Industry must embrace cultural
transformation and adopt a digital-first approach to not only attract & retain customers &
partners but to imbibe new business models thereby powering faster growth.
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About ITC Infotech

ITC Infotech is a leading global technology services and solutions provider, led by Business and Technology Consulting. ITC Infotech
provides business-friendly solutions to help clients succeed and be future-ready, by seamlessly bringing together digital expertise,
strong industry specific alliances and the unique ability to leverage deep domain expertise from ITC Group businesses. The company
provides technology solutions and services to enterprises across industries such as Banking & Financial Services, Healthcare,
Manufacturing, Consumer Goods, Travel and Hospitality, through a combination of traditional and newer business models, as a
long-term sustainable partner.

ITC Infotech is a wholly owned subsidiary of ITC Ltd. ITC is one of India’s leading private sector companies and a diversified
conglomerate with businesses spanning Consumer Goods, Hotels, Paperboards and Packaging, Agri Business and Information
Technology.

For more information, please visit: http://www.itcinfotech.com/
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https://www.youtube.com/user/ITCInfotech1
https://twitter.com/itcinfotech
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https://www.facebook.com/itcinfotech/
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