Do you give
good CX?

Insurance is a pain for most people and your
customers likely view insurance as a grudge
purchase

Often customers only get to experience your
service when something unpleasant happens

This makes CX and UX crucial




What is CX and UX?

Customer Experience (CX) User experience (UX)

Ensuring a good experience at Ensuring a good experience for
every touch point of service digital assets




Not everybody
gives good CX



https://www.fin24.com/Companies/Financial-Services/Constantia-homeowner-takes-on-Outsurance-20130111?cpid=2

There’s still
work to do
when it
comes to CX

48% of insurers admit their customer experience
(CX) is not where they’d like it to be
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There’s still
WO r k to d O 56% of insurers say they will prioritize the better

use of data for audience segmentation and

When it targeting
comes to CX
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There’s still
WO rk to d O While 42% of insurers maintain that complex

regulatory requirements are the biggest

W h e n it barrier to digitization in their companies
comes to CX
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There’s still

According to new research from Gartner,
WO rk tO d O Insurance Brands are falling behind in
providing a more holistic digital experience

1 for customers, despite their growing
W h e n It willingness to provide data and shop online.
comes to CX

Gartner L2 Digital I1Q Index: Insurance U.S.
report


https://www.l2inc.com/research/insurance-us-2019
https://www.l2inc.com/research/insurance-us-2019

Most of you are
doing this...




Mobile Apps




Online Services
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INSURANCE Business Specialised About us My policy Contact us

Get an insurance quote

Fill in your details and see how much you could be saving
woam il

Full name

Phone no.

Hello Patrick
This is your King srice peliey summary
Total monthly premium R 2 985,25 | agree to King Price's T's & C's.

Aumber Nest detit arder date

Pal
KP 192034001 1Sept 2018
Get a quote

You hate nsured | Car

R 345,46

You bave Cyberure far
your mureheid >

R45,00

g 3
R7183%

Deonate my deacrease
g g

We're the only insurer to offer decreasing premiums and R cover for some of your favourite things. To top it all off, we also offer a ‘multiple car
discount'! And it's exactly what it sounds like... The more cars you insure with us, the more you save!




CarBot

Select from below Options !!

For whom are you buying this
Insurance?

9

Select Your Car Type

; Co
- \suranc®
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l O S = Rre ™ Sports Car
SUV Car

KUV Car

SUV Car

@ What's your Price range?

<$50K — $350K )




Branches




Call Centre

OLDMUTUAL

DOLD MUTUAL
CONTACT CENTRE



http://www.youtube.com/watch?v=-us1aMA1D9A

Protect the things that
make your life special
#iLiveYourWay

MiWay Insurance

Wetre innovative and passionate about service delivery. For MiHelp emergencies, dial
08600 767 64.

950

MiWay Insurance

™" Do you pay "black tax"? @ Whether you do it willingly or out of a voluntary
sense of duty, here's how to prevent resentment from swallowing you whole:

Protect the
things that make
your life special

Social Media -

Services
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Video
(TV;
YouTube)

However, video is being totally under utilized...

more to follow




However, Insurers
consistently ignore CX
and UX for one customer

touch point O
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The bill, policy and letter are often the only “heartbeat”

communication customers

receive
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Rethink your documents

aaaaa

Documents are still getting

Y the circa 1922 treatment
. Documents |

Advertising

Customer
touch points




Rethink your documents

' ° ‘ Documents are a critical touchpoint and need
to be brought in the CX fold to provide a
holistic experience

Advertising Cust
ustomer

touch points

& \ 2




Statement-of-Record documents need to
be...

/Immutable ) UX — well designed
Legal Journey Mapping
Archived Brand building
Encrypted Measured

Compliant R~

W




They do not need
to be...

Old boring and useless PDF
documents

Allianz @)

Allianz Comprehensive Coverage
This Comp a of our most popuar product features and benefits to meet the needs of your alk
inclusive vacation pllns Whmev you are taking a weeklong safari to Africa, a summer vacation with the kids or an exciting Caribbean
cruise, this plan will provide you with coverage for your travel plans, your h and your ging:
Benefits per Insured Benefit Maximums
Trip Cancellation Up to $20,000 Canadian
Trip Interruption Up to $20,000 Canadian
Trip Delay $300 Canadan/Day - Maximum 2 Days
Emergency Medical and Dental Coverage Up to $5,000.000 Canadian (overall policy maximum)
Emergency Medical T Included in overall policy maximum
Vehicle Retumn $2,000 Canadian
Repatriation of Remains $5,000 Canadian
Accommodations and Meals $150 Canadian/Day —~ Maximum 10 days
Baggage Coverage $1,000 Canadian
Baggage Delay $200 Canadan
24-Hour Emergency Travel Assistance Included
Your ge p for who are age 64 or younger at the time the coverage is
purchased.

This plan will provide you with coverage for the length of your trp to a maximum period of up to 30 days. Your departure date and your
retumn date are both counted and included as separate days when g the duration of ag

For complete information, please read the Policy of Insurance below.

Policy of Insurance |

This product is by CUMIS y (herein called "we", “us”, 'ou’)anmo'heCo-opemlom group
of companies, and administered by Allianz Global Mdnma Allianz Global sa name of AZGA Service
Canada Inc. and AZGA Insurance Agency Canada Lid. AZGA Service Canada Inc. is a m.nlnv of the Nhru Group. For purposes ollho
:ruélmwu Companies Act (Canada), this document was issued in the course of CUMIS General y's

n Canada.

IMPORTANT NOTICE- PLEASE READ CAREFULLY

We have issued this Policy of I ) ed on the Dedaration Page (herein called *you" or “your").
umummummrmumnumm &em#&&“hﬁmm the phone
fisted on your e

This Palicy and your Declaration Page describe yourinsurance and its terms and conditions, which may limit benefits and amounts payable
to you. Please read the Polcy carelully to the of all rage for which you have paid a premium.

Be sure 1o take this document, your Declaration Page and your receipt with you on your trip.

This Policy of and limitations aP Condition which may apply to a
nndwmnbnnndlonms that existed prior to your trip, please take time to read it before leaving on your trip.

PLEASE READ YOUR POLICY OF INSURANCE CAREFULLY BEFORE YOU TRAVEL




.I. DXC.technology HOME UPOATE ACCOUNT A0S clam CONTCT US - ,

| Your policy is pending canceliation due to an cutstanding payment

But they can be...

Homeowners Coverage Information Total Annual Premium: $ 4,189.26

Hore is your latest invoice

97 € xCtechnsiogy o wounwccom ok - owcrs X
Description Coven

Dweliing coverage {1

$ 1,0I+7025 Other structures
Welcome Johnathan Stone, _Wmmwwm Total Annuol Premium: $ 4,189.26

Total amount due by 07/31/2018  Personal property

L Q1NL72R
PAY NOW
Invoice Date Premium Poid To Date: § 1,04728
1 C =R )
* Well designed el DRI ——_—

* Deliver a superior and interactive
eX p e ri e n Ce e e ' due to an outstanding payment

© VEEWFAQ

* Render responsively and adapt to any Welcome Johnathan

. . Stone, A Q \
device : o ‘
Here is your latest invoice , %
| /_» o

* Integrate and work seamlessly with all $1,047.25

Ly

your other digital assets Total amount due by & = " o —
07/31/2018 i

PAY NOW



Insurers could
also consider
I personalized
video to
improve CX

\ Policy :
documents 9 Bills

Mobile app

@ Chat bots Print and mail

"Brands can use personalized video to enhance or solidify
existing relationships.”
- Gartner, August 2019

Online



https://www.gartner.com/en/marketing/insights/articles/drive-customer-conversion-with-personalized-video

| Expiration date of policy 10/2015 | [EEESEREES

New insurance policy
personalized video



And bring CX
to print and
mail customers




Include your print and mail
customers in the CX

v
Y

Welcome Johnathan Stone, &

e

Description

Dwolling o

overoge

Other structures

Pursanal property

invoice Dote

09/30/208

09/30/2018

$1,047.25 - Total omount due by 07/3V2018

Here

s your latest invoice

* Payment frequency: Quarterly

o Your policy term: 1/1/2018 - 12/31/2018

10/31/20%8

10/3/2018

+ Company contoct detalls

+ (555)-555-5565

o wwwwebsite.

o email@information.com

.com

* Policy no: 2345678

}lfr D'ci"
b \_"(

Total Annwol Premium: § 4,189.26

Coverage Amount
$200,000.00
$20,000.00

$100,000.00

Preenium Paid To Date: § LOVI26

Amount

$1,04726

$100228

Inwoice no

22156

« (556)-555-6555

%‘{

Deductible

$2,600.00

Paid

* Agent contact detods:

o emailg@information com

i

.x‘ DXC.technology E

Your policy is pending cancellation
due to an outstanding payment

Welcome Johnathan
Stone,

Here is your latest invoice

$1,047.25

Total amount due by
07/31/2018

PAY NOW

Send a paper statement and allow the
client to get interactive detail online.

While you have their attention and
have given them a better online
experience, offer to convert them to
digital


https://infoslips.gitlab.io/salesdemo/assets/_templates/Insurance/DXC/index.htm
https://infoslips.gitlab.io/salesdemo/assets/_templates/Insurance/DXC/index.htm

Make printed documents come
alive with personalized video

| | EFE
Motor Vehicle @ MAPFRE 53
Claim Form Olenan

1t essentia that this form be returmed divectly 39 Anvear Insurance, with 3l questions answared. 3t Be earilest sppecianity
Pioixss priet your arswers and o/ where appeoprisse.

Office use anéy Gl sermber

oy tyse i) Seurd TN reeh e Eapiey i of onpshanen k
o B Drive Digital Engagement
Include a link from a paper statement to a personal video to improve engagement and drive

g I ~on & digital engagement




Combine paper and personalized

video to improve the CX

©® PAYMENT INFORMATION

Your Credit Card Account Statement

Account Number:
New Balance: $ 3663.23 9999 99XX XXXX 1234
Your Minimum Payment $ 36.63
Your Minimum Payment Due Date: May 24, 2015 Primary Cardholder:
Estimated time to pay Yourname Yoursurname
cxhmoniis 2ye() a4 mons),
© SUMMARY OF YOUR ACCOUNT Ways to Pay:
Online Banking
Previous Statement Balance: $ 2654.48 Telephone Banking
Payments: $-2654.48 ATM
New Purchases: $1957.24 Pie-Authorized Payment
Balance Transfers and Access Cheques: §$ 1200.00 By Mail To:
Cash Advances $ 500.00 YourBank
Interest: $ 000 P.0. Box 1234 Section Z
Fees: § 5.99 BankCity, NY, 98456
Subtotal $ 3663.23
Your New Balance: $ 3663.23
Credit Limit $.9000.00
Cash Advance Limit: $ 500.00 Contact Information:
g;ﬁ‘;\ﬁ‘@‘:&?imir $ 5; 32;; www.websitename.com
. Rl Customer Service/Lost or Stolen
Statement Closing Date: April 30, 2015 1-888-123-4567
Days in Statement Period: 30 ﬁwr'[m g
Annual Interest Rate for Purchases: 19.99% 1.888-123-4567
Annual Interest Rate for Balance Transf. and Access Cheques:  2,50%
Annual Interest Rate for Cash Advances: 19.99%
LT L EET L Payment SHip  Account Number 9999 99XX XXXX 1234
Your New Balance: §$ 3663.23
Your Minimum Payment: $ 36.63
PAYEE FIRSTNAME LASTNAME a
PAYEE ADDRESS: Your Minimum Payment Due Date: May 24,2015
99 STREETNAME
CITYRANE, ZiPCOnE Amount you're paying: $3663.23

STATE, COUNTRY

999999999 99999 999 9999 99XX XXXX 1234 XX

Statement Pe.....
From April 01, 2015
To  April 30,2015

TN

Download from

| 54358975

I3 viktor Gmyria | Dreamstime.com

stime.com

w Dregm

o010 W

-l {3 INDIVIDEO

PrimoBank

Your payment is past due. Make payment of $121.00 to avois
A you are st J v

. Credit card

Summary Checking Savings

ons.

Spending November

Housing 4%

Minimum payment due
before December 20, 2019

$121.00

In November:

$512.00 $1,024.12
available balance

Bills 15%

Groceries 8%

Restaurants

BOISISABD

Credit

-$1,000.00

-$358.22

-$246.68

d damaging your credit score.

X &b D ED &

PrmoRewards G @) [ & O

Entertai

Shopping!

Transport

Fees

Vacation

Creatcard

$1,024.12



https://infoslips.gitlab.io/salesdemo/assets/_templates/Banking/PrimoBankVideo/index.htm
https://infoslips.gitlab.io/salesdemo/assets/_templates/Banking/PrimoBankVideo/index.htm

Use print to drive traffic
to digital channels

.v ‘ Welcom: Ji\:a't:an Stone, E]'.'.H_H [},, &
A e

$1,047.25 - Total omount due by 07/3V2018 'i
2 f! DG
:‘

« Poyment frequency: Quarterly '{,31’ o
ey
[5] %

Dashboard

e

« Polioy no: 12345678 Updates
*  Your policy term: 1/1/2018 - 12/31/20%
Homeowners Coveroge Information Totol Annwol Premium: § 418925 I\ PO“Cy BI“ Due
Description Coveroge Amount Deductible
Dwolling coveroge $200,000.00 $2,500.00
Due Date Amount Due
Other struct $20,000.00 -
e 04/01/2017 $97.98
Pursanal property $100,000.00
Invoice History Preenium Poid To Dote: § LOVIZ6 Pay View Bill
invoice Dote Invoice Due Date Amount Inwoice no Poid
09/30/20%8 1W0/31/20%8 $1.04125 22156 .
09/30/2018 10/31/20% $1.03228 22156 x YO u r C | a [ m
#052726495
* Company contoct details : * Agent contoct detoils:
We will contact you when your
* (555)-5555555 « (555)555-6555 jauie
damage review is complete.
o emaik@intormation com o email@ntormation com
* wwwwebsita.com View Claim

How can we help?

B M

ID Cards File Claim




Why Customer Experience
In Insurance is Important

Customer experience - making the experience on our
properties easy / fun / valuable

Customer service - enhancing our reputation for brilliant
service across all touchpoints

Product / service innovation

Product / service quality

Design - making our offering differentiated and unique

81% of companies_expect CX to be the key

Joining up online / offline experiences - ensuring

2
~N
®

battleground in the race for market dominance oonsisteny $crose itual i physcal ks
Mobile - catering to mobile shoppers / buyers ;;Z
Convenience e.g. fast delivery; in-store pickup; ~ P&A)
buy online, return to store etc. 2%

Meanwhile, a McKinsey study shows that a
whopping 70% of consumers base their opinion of a
business on the quality of its CX None of the above

Price

N
o
S

£

W Financial services  m Other sectors
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Calls-to-Action



“The importance of customer experience
(CX) is true across all product and service
categories, and even more so when
providers are selling intangible benefits-
like in the Insurance industry”

O

Gary Clifford

National Business Development Executive
+27 84 889 4122

aryc@InfoSlips.com

InfoSlips

+27 8600 18 270



https://www.linkedin.com/in/gary-clifford-a7281622/
mailto:garyc@InfoSlips.com
https://www.infoslips.com/

