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It is impossible to ignore the ROI implications of investing in customer
experience. No wonder, several industry incumbents are rejigging their
business models, pivoted around emerging digital technologies and their
value proposition in the context of experience. Leaders also recognize that
the experience of employees has a direct correlation with end-customer
convenience and satisfaction, making the internal transformation into a
digital-empowered workplace equally critical.
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The Road Ahead
While the benefits of embracing the power of digital for customer experience transformation in insurance might be
obvious, it should be noted that this isn’t a nice-to-have in today’s highly demanding, highly competitive climate.
Low responsiveness and a fragmented presence across digital channels will dramatically lower a customer’s trust in the
carrier. Surveys find that 49% of customers who don’t trust the company will switch to a rival provider. 30% would share
their negative experience with friends, family, and social media. Combining this with the fact that 80% of consumers would
happily purchase insurance from a new entrant, it is clear that superior experiences are central to churn reduction, brand
reputation, revenue improvement, and overall business sustainability in the insurance sector. 11
Carriers need to get into the skin of what matters to customers the most across their journey. This act requires them to
align their core strategy to key milestones of that journey. To all carriers, we recommend following a simple four-point
strategic roadmap to removing barriers to great customer experiences and thereby set themselves on the path to profitable
growth.

DIGITALIZE
Figure out potential use cases
where digital interventions will
result in meeting the benchmark
criteria. Start with pilots and
slowly scale up as per the priorities that you should figure out in
the “Define” stage.

DEMOCRATIZE
Ensure there’s a proper change
management process put in place,
which can help drive this change at a
large scale with appropriate
checkpoints and governance models
set in place to course correct.

DELVE
Associate vital metrics and operational
levers with the KRAs and set up the
benchmark to run a health check on how
well the company executes the
strategy?

DEFINE
Figure out tangible ways to assess
what superior customer
experience means. Call out what
does success means to the carrier
as an outcome of the customer
journey? How does it manifest
itself in terms of key result areas
(KRA)?
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