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Why
Customer
Experience
(CX)is
Important to
Insurance

* Profitable growth

* Increased customer loyalty and
retention

* Improves customer satisfaction across
all perception/touch points

* Enhances operational efficiency

* Brand advocacy/Positive market
reputation

* Reduction in the costs associated with
acquiring new customers



Customer Experience vs Customer Service

Totality of customer’s
interactions with a brand

(Feelings, thoughts, high & I

lows, delights &
disappointments)
Involves the entire
organisation

Proactive

Defines the customer’s

perception about the brand

(Good or bad)

Product quality, packaging

and branding
Customer service and
support

Doesn’t require interaction

with customer

Leads to customer loyalty
and brand preference or not

Customer Experience Vs Customer Service

Customer

One piece of the
customer experience
puzzle

Single department -
Customer service or
program area
Provides assistance &
support to customers -
phone, in person,
emails.

Acting on customer
feedback

Reactive

Requires interaction
with a customer



Touch Points
In Insurance
Customer

Experience
(CX)

* ldentifying Key Touch Points
* Policy Purchase

* Onboarding

* Claims

* Customer Support

* Automation

* Personalization:

* Digital Channels

* Mobile Apps

* Online Portals

(Source — Imagineer Customer Experience ((2024))



Insurance Customer Expectations
— A Short Survey







Good Reviews

* Happy, Comfortable,
Friendly, Warm, Inspiring,
Enjoyable, Surprising,
Genuine, Human touch,
Innovative, caring,
Personal, Thoughtful,
Smart, Easy, Relevant,
Simple, Special, Delightful,
Convenience




Bad Reviews

* Poor customer service
* Poor communication

* Slow response time

* Lack of follow up

e Confusing policies

* Inconsistent in documenting
customer interactions

* Lack of knowledge of the policies



Insurance Customer Experience Challenges and
Opportunities




Key Elements of a Great Customer Experience

Efficient Claims
processing

Leveraging on new
technologies

Data security and
privacy

Effective and
proactive
Communication in
various ways to
employees and
customers

People based Culture
/Trained, Engaged
staff

Keep it simple and
Act with integrity

Personalized
customer interaction
and
journeys/customer
centric approach

Empathy and
understanding



Trends in
Customer
Experience
(CX) in
Insurance to
Consider in
2024 and
Beyond

Customer centricity

Insurtech innovations/Increasing Disruption in the
Industry

Brand Trust and Transparency

Digital transformation and automation/Self service
options. People are open to use digital channels.

Employees are becoming more satisfied after CX
transformations
Accelerating Product Innovation

Data security and privacy
Navigating Regulatory Requirements






Conclusion
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