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Insurance leaders are redefining their business model, which
includes their distribution channel strategies.
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Overview
There is an obvious shift in the way insurance leaders are approaching the market.
With the digital disruption and evolving customer demands and expectations, the
insurance companies today are making the transition from being product centric to
customer centric. And in order to achieve this, the need of the hour is a robust
distribution solution.

The entire insurance industry is right at the cusp of disruption, being driven ahead
by a combination of start-ups that combine new data sources and advanced
technologies to meet the evolving customer expectations. The current generation
[include some from earlier ones as well] expects businesses to connect, engage
and enhance their overall experience by offering value-added services such as
hyper personalization across products and services. For that matter, customers
today seek multi channel access, which is proving to be quite the challenge for
insurers. Apart from this, there are new platforms emerging everywhere, which
needs to be studied and adopted when necessary.
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There is also a shift in overall approach from the traditional agent/broker channel
to the current digital based ones, which incorporates equipping the insurers with
required training and knowledge. Similarly, insurers are no longer restricted to
seeking out customers in their demography, they can reach out to people across
the globe.

One of the key challenges the insurance sector also faces is lack of brand loyalty,
therefore seamless service needs to be offered across touch-points to turn things
around. While human touch will continue to remain an important element, there is
the introduction of new distribution channels paving the way for a better and
bigger future. Businesses are therefore focusing on adopting new technologies
rapidly while identifying processes that could be automated to ensure overall
objectives are achieved.

Customers today have been
empowered by the evolving market and
have easy access to information that
was once with the agents/brokers only.
They come armed with information
before they make the insurance
coverage purchase and this is where
the insurance enterprises can set a
distribution solution to ensure they
gain an edge over the competition.

The transition from
product centric
value chain to one
that is customer-
centric is the way
forward as it brings
forth a new set of
opportunities for
insurers.



To meet the evolving expectations, insurers need to digitize
operations, and interactions with their customers, and
vendors. The stress on building new distribution channels
and working with existing partners to offer high levels of
customer experience is imperative
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Emerging trends in the digital era
With the increased competition and visible changes in customer’s preferences and
expectations, it has paved a way for transformation in the distribution channels like
never before. Quite a few of the channels evolved as the insurers’ were trying to
tide over the challenges and boost efficiency while optimizing operational cost and
adopting new technologies. These new distribution channels will help the insurers
achieve better sales, customer retention and new up-selling opportunities as well.

The newly deployed distribution solutions will ensure the customer journey from
path to purchase and beyond is streamlined, seamless and offers the finest
customer experience. It takes into account the new digital channels customers
consume for research and analysis purposes, the automation systems will ease
the entire process and curb frauds as well.



There are a few trends that are ensuring the transition happens rapidly and
benefits both the insurer and the customer. We have noticed there are three
emerging trends that stand out across the insurance space:

Today with the entire world carrying out day-to-day transactions online, the
business of insurance too has followed suit. It is a trend that is bound to be around
for years to come. With rising penetration of the internet, there has been a slow but
visible shift in customer’s preferences when it comes to buying insurance.

There is change in both behavior and attitude, more so among the current
generation. Customers can access any website or mobile app or an aggregator site
to study the available insurance options, obtain policy details, and make decisions.
Social media also plays a major role in this space, giving people access to
technology, and platforms for research and sharing feedback/reviews. It is all about
communication and engagement, apart from instant response to queries.

Increase in use of digital platforms

There is a constant rise in the distribution channels for sales and as newer
technologies emerge, insurers strive constantly to provide a consistent experience
to customers across available channels. SaaS-based solutions help increase speed
of deployment of any new technology adopted. This in turn will help insurance
businesses to combine the capabilities of SaaS with cloud and other technology to
leverage arising opportunities. In the future, insurance companies need to explore
options of bringing together Saas solutions with insurers to provide better
customer service.

SaaS based solutions incorporated into the distribution process
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Clear Benefits

Prioritization of
customer journeys
and operational
drivers for
improvement

Customer
satisfaction
comparison based on
actual experience vs.
perception

Benchmarking of
journey performance
and perception
against competitors

Quantification of
impact of customer
satisfaction
improvement on top
line/costs

Calculation of
business cases for
individual
improvement levers
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Insurance Distribution - Going forward
With changing times, there is a slight shift in these factors as well. Introduction of
digital distribution solutions has changed the way people approach insurance.
Insurers are looking at creating differentiating factors through which they reach out
to prospective customers and stay engaged with them till they complete the
purchase.

These are going to be the game changers that are reshaping the entire insurance
industry, mainly the relationship between insurers and customers. Customers of
today desire new options and channels of purchasing and managing their

Easy
accessibility

Connected
beyond sales

On demand
services

Data & analytics
driven personalization

Rise of Millenials

InsurTech

Customer Expectations

Digital

Agency M&A/Agent
Retirements

Emerging Tech

Distribution

Technology is constantly evolving, and is the one space where companies can
differentiate themselves from competition. The insurance companies need to
ensure they are adhering to regulation rules while automating processes. This will
alter their underwriting process completely, thereby boosting sales for the insurers.
There will be increased availability of information and insights into customer
behaviour, which will help serve them better.

Overall, when dealing with such a volatile market, insurers need to constantly
redefine their strategies and approach to stay on top of the game and offer better
service to customers. Automation, predictive analysis and connected wearables are
technology that is available and will become the new norm. Utilizing the digital
distribution solutions will be the first step towards better sales and business
growth.

Technology solutions to automate processes, starting with underwriting
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Source: Think with Google report [July 2018]

When you analyze human behaviour, you will find there are two main reasons when
and why a person goes looking for an insurance policy- when there is a major life
event [promotion, investing in a new home] or when there is an occurrence of an
incident [bad health, or accident]. People need a trigger or some kind of motivation
to push them to purchase insurance coverage. It is not something they factor into
their life plan, and one that is perceived to be complex and cumbersome.

With the ecommerce industry where it is today, insurance leaders would be wise to
offer customers an Amazon or Flipkart level of virtual experience that is both
personalised and transparent. This will lead to customer acquisition, retention and
more selling opportunities.

Another technology that is currently evolving is the extensive use of predictive
analytics in insurance distribution. Predictive analytics is not just data analysis, it
goes beyond, enabling insurers to convert the data gathered into insights on
customers and markets. When insurers apply this analytics to insurance
distribution, it helps them determine where the growth opportunities lie, which
customer they should focus on and how to serve the customer better.

The changing scenario has given rise to several sources from which an insurer
needs to gather data related to one customer. Utilising the IOT abilities and
studying customer behaviour & lifestyle patterns, insurers are developing
personalized products and risk profiles. This in turn helps them offer informed
suggestions to the customer.

The chart below shows the customer expectations today. Let us also further look
at how the distribution channels evolve in the years to come.

Leveraging new technologies

…wants to make a
faster decision

growth in searches for
“same-day shipping”

120%

…wants to have a
tailored experience

growth in “….. for me”
searches

60%

…wants to make an
informed decision

growth in searches for
product reviews

35%
Customer
today….
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The sole objective for insurance leaders across the globe is to offer their
customers a seamless journey and continuous engagement. Around 80% of CEOs
have in fact adopted Artificial Intelligence [AI] as an integral part of their business
model. Infact, IOT is turning things around quite rapidly, starting with real time data
availability that is altering the way customers buy insurance. There are several
other technological advancements that are changing the way customers approach
insurance products and services.

Insurers are also focussing on cutting down the pain points felt by customers by
adopting these new solutions. Use of connected devices to gather data about
customers to offer flexible premiums or using drones to capture images of a
property and identifying any issues associated with it. Similarly, using chatbots to
offer instant responses to customers is also one among the many.

Insurers are also thinking outside the box when it comes to strengthening the
distribution channels; they are looking to collaborate with Insurtech firms to boost
business agility. This also leads to rapid implementation of new technology
solutions, better integration and faster reach to the market.

Insurers are constantly looking to hone their capabilities:

01 Creating a better ecosystem

02 Agile integration to increase collaboration with insurtech, fintech and others
to bridge the gap

03 Periodical assessment of the collaborations made [to ensure efficiency and
profitability, plus business growth] and venues for new opportunities as well.

Adoption of InsurTech

It’s evident that insurers and InsurTechs view partnerships
as the driving force to success in this evolving ecosystem,
with customer experience at the center.
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New business models are arising constantly, such as digital insurance [includes
self service model] and peer-to-peer. Insurance companies are now focussed and
open to creating strategic partnerships and alliances to create a better ecosystem.

Fifty-five percent of insurance customers say they would consider peer-to-peer
coverage if it were available for life insurance, 38 percent would do the same for
auto insurance, and 32 percent for home insurance.

Better sales and customer service is what would be the likely outcome of these
changes, and it would strengthen the distribution channels used by the enterprise
as well.

Companies that have adopted digital solutions will be able to focus on creating
distribution channels that offer Multi Experience Development Platform (MXDP), or
omni-channel experience. With the emergence of new technologies, self service
format is also likely to become the most viable and preferred method for buying
insurance.

Customers of today are aware of what products are available; they reach out via
any of the digital channels, connect with the automated systems, and obtain
insights and subsequently make informed purchase related decisions. This
extends to claims as well, as the system processes the claims submitted,
authenticates, verifies the data and payment/settlement is processed without any
delays.

To start with, it would require the
management to redefine the business
model, strategies and reimagine the
distribution ecosystem. While the Peer-
to-peer (P2P) insurance model will bring
people with similar needs together, and
help them leverage on the technology/
solution available, it is a good way of
pooling in resources towards the same
objective.

New business models strengthening distribution
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We all know how fast the internet has grown over the years, and social media
along with it. These offer customers with several platforms to gather information
[details, reviews, news], share feedback and carry out transactions on.

Nearly every single person across the world carries a smartphone, if not more, and
also uses one or more connected wearable devices [Fitbit, smart watch, gear] and
they are transforming the digital distribution channels and their reach.
While all these do help optimize resources and reduce operational costs, the
benefits enjoyed by the insurer are:

Now that the insurers have understood digitization in the distribution space is a
core enabler, it is time to take the leap. Digital insurance distribution means three
essential things for insurers & insurance companies-

In a nutshell, there are three distinctive traits that sets these companies apart
from those who are yet to hop aboard the digital transformation journey …

Evolution of digital across Business Process Management

Better
engagement
with customers

Push
advertisements
& marketing
campaigns

Automated
services to
resolve queries

24/7
access

Risk
analysis

Personalized
products

Lesser effort,
better sales

It can help offer high levels of customer service and experience.

For the insurers, it will increase their efficiency and boost sales.

Further, with digitization happening across the board, it also helps optimise
resources and equip the insurers with capabilities to move forward with the
changes. Ultimately, it helps drive the capacity of the distribution channel as
well.

01

02

03

Secure
leadership, board
involvement

Align more closely
with business
strategy

Raise
cybersecurity’s
profile beyond IT
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The Neutrinos Distribution Suite
Today customers require a complete shift in the approach and focus. They want to
choose how, where and with what frequency they interact with insurers. And what
is fast filling that void today, are agile new digital entrants that have sprung up to
meet their demands.

The path to purchase journey is varied and often complex. Similarly, the entire
process of lead generation to onboarding customers is one that is plagued with
delays and missed opportunities, primarily because it involves multiple meetings
and extensive manual follow ups with no tracking mechanisms or real time help on
hand.

Neutrinos being at the forefront of digital transformation offers an end-to-end digital
distribution suite that addresses the key challenges, is tailored to cover all facets
of the agent lifecycle and provides a streamlined interface from marketing and
sales to customer service and retention, ensuring customer journey is transformed.

These new incumbents have been effective in challenging not only the traditional
distribution channels, but also in utilising the advantages of digital distribution
capabilities to enhance all aspects of the customer value proposition from
personalization to instant gratification. In a clear and irreversible shift, distribution
insurance is moving away from allowing customers to access and purchase
products in the most efficient way for the business, to offering customers
anywhere, anytime access to products in the way that is most convenient for the
customer.

The Neutrinos Distribution Suite is an end-to-end distribution solution that helps
insurers leverage best-in-class technologies to enable seamless policy purchase.
This distribution suite powers enterprise digital transformation and helps agents
enhance customer engagements and performance. With this solution, insurers can
increase operational efficiency, grow revenues and reduce customer churn, giving
them an upper hand over their competitors..

Digital access from
anywhere, anytime

Faster automated
processes

Assistance on
demand

Easy analysis &
reporting

Real-time
dashboards

Seamless customer
experience
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With the Neutrinos Digital Insurance Distribution Solution, insurers are able to meet
with their customers and prospects over a phone call or a video call to service their
existing policies or to discuss with them the nuances and suitability of currently
available policies and work out the best bespoke solutions for them. This anywhere-
anytime solution gives insurers the time defying agility to reach out to customers
who are located even great distances away, literally, in a matter of minutes.We, at
Neutrinos have been front runners in the entire digital transformation space and
have a few clients who have seen the visible transformation in their business with
our solutions.

The four modules in the Neutrinos Digital Insurance Distribution Suite are,

Success Stories

1) Intelligent Lead Management

One of the leading providers of insurance in Singapore wanted to revamp their
entire lead management process. The client worked with Neutrinos to digitize their
system to increase insurers’ efficiency.

Challenge & Solution:
The agents at the company were weighed down with the paper-based tools they
were currently using to gather data from customers which in turn reflected on their
services. The direct sales teams were unable to manage the various sales
channels apart from lack of transparency causing discord between different levels
of management

Digitizing the legacy paper-based process with a multipurpose application offered a
comprehensive lead management system on a single platform. The new system
featured Artificial intelligence [AI] technology, utilising the abilities of Big data &
analytics tools, with a built-in real-time dashboard gave a structure to the entire
process and increased insurers’ efficiency as well. The client experienced
optimization of time [by 80%] and it has since become easier to track and follow-up
on agent related activities, including their performance.

Benefits:
Optimization of time, Transparency, Efficient lead management

EFNA
Create EFNA &
submit a policy
Reuse EFNA &
show
recommended
products based
on needs

Roadshow
Create campaigns
/Check-in
Generate leads

Presales
Gamification/Policy
information
Capture prospects
& show policy
benefits

Lead
Management

Leads related
activities
Call, meetup,
policy status,
existing policies,
commission etc.
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2) Data driven eFNA to drive customer satisfaction

The multinational insurance company wanted to transform their financial needs
analysis. Neutrinos developed a platform to enable a data driven approach.

Challenge and Solution:
The client was using traditional methods for their financial needs analysis and had
no data driven process in place. Neutrinos implemented a robust, omnichannel
digital platform on the direct-to-consumer channel to help capture all the rules,
study the data gathered, offer informed product recommendation, handle
quotations and capture all the details of the client.

Benefit:
Increased sales, Quicker turnaround time for policies, Personalized product
recommendation, Enhanced customer satisfaction.

TALK TO US!

https://www.neutrinos.co/contact-us/
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Neutrinos is a Multi-experience Development company that offers a
platform to ideate, transform, and build complex enterprise
applications within days – or sometimes hours. Neutrinos is
headquartered in Singapore and has operations across South Africa,
South East Asia, India, and the USA.

comms@neutrinos.co

www.neutrinos.co

https://in.linkedin.com/company/neutrinosindsa
https://www.facebook.com/Neutrinos.co/
https://twitter.com/Neutrinos_co

