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Policyholders vs. customers
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Maturity of customer analytics
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Customer centricity in the 
insurance industry
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Why do we need to become more customer centric?
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Why is this hard in our industry?

Li it d di l
No single definition of a 
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Limited dialogue

Limited and inconsistent 
measures of customer value

g
‘customer’
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What can we learn from other 
industries
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Other industries are shifting the focus from 
product to customer
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Using data and analytics to determine the most 
relevant next best action
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Mobile number

Family size

Self-learning

Customer lifecycle management
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Credit scoring
Contact made by 
recuperations department

Sales backlog

Complaint with the 
installation

Installation 
backlog
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complaint
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Billing / Collections (8)
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Multichannel personalisation

Context Multichannel
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Strategic

Benefits of analytics
Improved Retention 

Te

Increased Revenues

Confirmation of 
installation visit 
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Shareholder

Value Zero time to market
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How can we apply these learnings 
to our industry?

13

Vision of a great customer experience

Ben gets a call offering a 20%  discount on 
his term assurance policy. He is pleased 

with the offer and accepts.

2
During the call Ben is reminded about 

GreenDot’s pension app. Shortly afterwards 
he downloads the app and is impressed with 

the way it lets him model his retirement 
needs. He updates his change of address.

31
Ben is 35  and has a term assurance 
and small pension pot with GreenDot. 

Ben receives an email from GreenDot 
congratulating him on his new home and 
offering him home insurance.  He never 

knew they offered home insurance – he lets  
them know when it’s up for renewal.

4
Ben is so impressed with GreenDot’s 
service and the app that he decides to 

consolidate all his assets with them. They 
send an advisor to see Ben at home to 

help him do this.

5
Following this, GreenDot ask Ben to 
complete a short satisfaction survey 
online. He rates his experience as 

excellent and recommends them to a 
friend.

6

14
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Customer 
t h i t

1 3 5 72 4 6 8

Ben is 35  and has a 
term assurance and Ben gets a call 

During the call the 
salesman reminds Ben 

Ben receives an email 
from GD congratulating 

hi hi h

Ben’s wants to 
consolidate his Be  ates GD’s se vice 

How does this work?

touch points

Communication 
channel

CRM  System

App

small pension pot with 
GreenDot.  The 

customer segmentation 
model shows that Ben 

is an affluent 
customer with potential 
to buy more from GD

offering a 20%  
discount on his term 
assurance as he’s a 
valuable customer.  

Ben is pleased with the 
offer and accepts.

about GD’s  pension app.  
Shortly afterwards Ben 
downloads the app and 
is impressed with the 
way it lets him model 
his retirement needs

him on his new home 
and offering him home 

insurance.  He never new 
GD offered home 

insurance – he lets  GD 
know it’s up for renewal 

on 14 Jan. 

consolidate his 
investments and 

savings to make them 
easier to manage.  He’s 
so impressed with GD’s 
service he consolidates 

all his assets with them

Ben rates GD’s service 
as excellent and 

recommends them to a 
friend

Emailemail app

Data captured 
from app & fed 

into CRM

Call centre

Contextual data, such 
as call reason captured 
in CRM system NBAs 

presented through CRM

Data captured 
from app & fed 

into CRM

NBA engine

Data & Analytics

Outbound prompts 
NBA 

recommendation

Propensity models and 
data inform decisioning 

to identify the most 
relevant NBA

Channel usage, 
transactional data and 

preferences inform 
recommendations

Service prioritised 
based on Ben’s 

needs  and value 

Contextual real time data 
informs real time decision 

engine which pushes 
recommendations to CRM

Ben’s preferences 
for online 

communications 
captured

Propensity models and 
data used to identify the 

most relevant NBA

Personalised web 
experience based 

on NBA 
recommendations
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Insights on customer 
profile and proposition 

to be offered
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Given the knowledge and skills that exist within 
the actuarial profession, this is an 
exciting time for the industry.

19

Questions?


