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3. Inefficient processes 
during the extraction of 
data from submissions
This is critical to the bottom line of any 
business. Back-end processes that rely 
on manual efforts, siloed data sources, 
and overall organizational 
fragmentation can cause processes to 
become unsustainable over time. As a 
result, the firm fails to scale up and 
achieve the level of growth that it 
requires. This is among the key factors 
holding back firms from taking 
advantage of a favorable market 
climate.

4. Inadequate evaluation 
of risk exposure, leading 
to incorrect quotes
This is particularly relevant for 
commercial P&C where risk levels can 
be extremely high, the cumulative 
product of multiple factors. Conversely, 
ineffective underwriting can cause 
errors in risk analysis, bloating a 
potential customer’s risk profile where 
the reality is far more bullish. Insurers 
unable to assess their risk exposure will 
either open themselves to loss or lose 
out on profitable business 
opportunities. 

5. The possibility of non- 
compliance due to legacy 
underwriting practices
With regulatory norms changing so 
rapidly, it is imperative for insurers to 
keep up. Failure to comply will result in 
sizeable fines and penalties, going as 
far as impacting business viability. 
Trends such as cybersecurity risks, 
customer data privacy concerns, and 
the pervasive nature of insurance fraud 
are pushing regulatory authorities to 
clamp down on insurance providers. 
There’s also the question of third-party 
risk in an increasingly interconnected 
insurance landscape. 

1. Sub-par customer experiences at the 
time of application submission 
Customer experience or CX has always been a pain-point for 
the insurance sector, rated well below the average for other 
industries. For instance, CX for health insurance ranked 
among the lowest studied by Forrester Research, coming in 
at 15th out of 19 categories.2 This can cause irreparable 
damage to customer loyalty, driving value-seeking 
customers to competitive firms. Unhappy insurance 
customers are 40% more likely to tell their acquaintances 
about a bad experience than other industries.3

2. Dependence on manual effort when 
assessing and prioritizing applicants
In the BFSI sector, customers have traditionally looked for the 
“human touch,” necessitating frequent manual interventions. But 
as business volumes continue to rise and customer support 
becomes a more complex activity, this is an untenable 
dependence. Several errors can creep in at the underwriting 
stage if it’s only human executives performing the calculations.
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This will be step #1 as insurers look at the future of underwriting and claims. 
Manual efforts can be redirected towards more strategic areas, such as analyzing 
customer analytics insights to come up with clutter-breaking insurance products. 

This is probably the most obvious benefit of adopting a technology-first posture. 
Losses arising from fraudulent claims, human errors, and missed-out business 
opportunities can be entirely avoided by using AI and advanced analytics 
supported by IoT data. 

This has become an industry imperative in the last few years, as digitalization 
changes what customers expect from their insurance providers. Data-driven 
policy personalization, 24/7 support on chatbots, and accelerated claims 
processing will significantly impact CX. 

Automate  
processes 

Minimize  
loss 

Improve  
customer 
experiences 
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Apart from loss minimization and bottom-line improvements, technology also 
has the potential to uncover new areas of growth. For instance, segments that 
were earlier perceived as high-risk for commercial P&C can now be explored via 
analytics-led risk modeling. 

Success in the insurance sector depends on the degree and accuracy of the 
foresight that firms are able to achieve. Predictive insights powered by historical 
patterns and real-time information will make insurers resilient to regulatory 
changes and market flux. 

Avoidable customer churn costs US businesses $136 billion, and the price of 
acquiring one new customer in insurance is extremely high, at $303. Analytics 
and personalization will help to strengthen customer loyalty, reducing the risk of 
attrition and associated costs.7 

In the digital era, insurers cannot hold onto a legacy working culture. The 
strategic injection of technology will help to empower employees in the 
underwriting & claims function, driving profitability, productivity, and a stronger 
culture at work. 

Boost  
revenues 

Optimize 
insurance 
predictions 

Reduce  
attrition 

Futureproof  
the culture 

Mailto: insurance@birlasoft.com


6 insurance@birlasoft.com 7 insurance@birlasoft.com

Set up a center 
of excellence 
By investing in foundational 
R&D, firms will be able to identify 
the use cases that would gain the 
most from technology 
intervention. 

Select a 
transformation partner 
The global insurance sector is currently 
witnessing a severe skills gap in 
technical talent, necessitating 
partnerships with external technology 
providers. This can help to gain from the 
latest digital innovations at a minimal 
outlay. 

Outline the execution 
roadmap 
The external provider, aided by 
R&D insights, will be able to 
furnish a business-specific 
transformation roadmap covering 
immediate, near, and long-term 
objectives. This will take into 
account key challenges on the 
underwriting value chain, and the 
to-be-achieved stage. 

Embrace continuous 
innovation 
By investing in foundational R&D, 
firms will be able to identify the use 
cases that would gain the most from 
technology intervention. 

Mailto: insurance@birlasoft.com


Enterprise to the Power of DigitalTM 

Birlasoft combines the power of domain, enterprise and digital technologies to reimagine business processes for 
customers and their ecosystem. Its consultative and design thinking approach makes societies more productive by 
helping customers run businesses. As part of the multibillion-dollar diversified The CK Birla Group, Birlasoft with its 
10,000 engineers, is committed to continuing our 158-year heritage of building sustainable communities.

Copyright © 2020. Birlasoft and its logo(s) are trademarks of Birlasoft All rights reserved.  All other logo(s) used are trademarks of their respective owners.

Insurance@birlasoft.com | birlasoft.com

References

1- “2019 Insurance Outlook: Deloitte.” Retrieved from https://www2.deloitte.com/content/dam/Deloitte/us/
Documents/financial-services/us-fsi-dcfs-2019-insurance-industry-outlook.pdf 

2- “The Insurance Industry Plays Catch Up With Customer Experience.” Retrieved from https://www.cmswire.com/
customer-experience/the-insurance-industry-plays-catch-up-with-customer-experience/ 

3- “Customer Experience Management in the Insurance Industry.” Retrieved from https://academy.geomant.com/
academy/2019/02/01/customer-experience-management-in-the-insurance-industry 

4- “IoT Insurance Market by Type (P&C, Health, Life), Application (Automotive & Transportation, Home & 
Commercial Buildings, Life & Health, Business & Enterprise, Consumer Electronics, Travel, Agriculture), and 
Geography - Global Forecast to 2022.” Retrieved from https://www.marketsandmarkets.com/Market-Reports/iot-
insurance-market-113821652.html?gclid=Cj0KCQiAq97uBRCwARIsADTziyZXoQicyl852lPDlhaY2muVm12orkyc_
l1wWOQioAdizRc4Pl26RBgaAj4AEALw_wcB

5- “Insurance Analytics Market to Reach US$ 11.96 Billion Growing at CAGR 12.5% by 2023.” Retrieved from https://
www.prnewswire.com/in/news-releases/insurance-analytics-market-to-reach-us-11-96-billion-growing-at-cagr-12-5-
by-2023-824457212.html 

6- “RGA 2017 Global Claims Fraud Survey.” Retrieved from https://www.rgare.com/docs/default-source/knowledge-
center-articles/rga-2017-global-claims-fraud-survey-white-paper---final.pdf?sfvrsn=601a588_0

7- “How to Improve Customer Retention in the Insurance Industry.” Retrieved from https://www.reviewtrackers.com/
blog/customer-retention-insurance-industry/ 

Mailto: insurance@birlasoft.com
https://www.birlasoft.com/
https://www.linkedin.com/company/birlasoft/
https://www.facebook.com/Birlasoft
https://twitter.com/birlasoft
https://www.youtube.com/user/BirlasoftGlobal
https://www.birlasoft.com/resources

