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Introduction
Covid-19 pandemic and the uncertainty surrounding the future of business has pushed the insurance
industry, among others to regroup and reprioritize their objectives and strategies. While the service
delivery is largely affected because of changing regulations, the economic impact is only now being
felt across the globe. Insurance companies that are planning ahead have made the most of this
pandemic situation, by revamping their business models and strategies to suit the evolving markets
and customer demands.
Many have understood the dilemma faced by the insurers and implemented automation into their
processes as a means to help them serve customers better, and manage the fluctuations in the
demand-supply. Remote Advice can be the new route to customers in Life Insurance. In the last
couple of years, financial institutions that have launched remote advice have been able to make
significant gains

Let us look at some of the primary challenges faced by insurers:
Customer engagement levels
A high-touch, bespoke, extended sales process inhibited by lack of customer engagement tools,
content assets, intelligent lead assignment and CRM fitment
Operational efficiency
Low operational efficiency and high turn-around-time owing to reliance on independent agents, high
cost/effort of product training and poor fitment of CRM tools to workflow needs

Data restraints
Data visibility on customer and prospects fogged by excel-based leads management & reporting.
Need for efficient data collection on customer financials/health

Compliance & regulations
Geo-specific laws and regulations govern sales processes. CRM applications are ill-suited to handle
compliance needs and don’t offer adequate traceability

But then, things will change with remote advice
coming into play. The various functions in the
business of insurance will change, for the better.
While remote operations were available across
organizations in select functions, today companies are
looking to incorporate it across their entire value
chain. The real difference today is the scale. From top
to bottom level, companies are going remote and
gearing up solutions that will be sustainable for years
to come.
The graph given here showcases how the future of
insurers will transform with remote insurance
solutions.
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In a survey done among customers, it is quite clear that the insurers who have taken to digital adoption
and have begun their digital transformation journey are the ones who are staying ahead of the game and
likely to survive in the long run.
Remote Advice Model Impact
Indexed to 100
Yearly Cost-to-Serve
Per Client

100

60
270

Frequency of Contact
Per Advisor

100

Customer Leads
Per Advisor

100

220

270
Sales Productivity number of products sold
per hour per RM

100

240
Customer Experience customers who rated
the experience 8 or 9 out of 10

100
Distributed
Advisor Force

Remote
Advisory Model

Insurance enterprises are looking for ways to
power their digital transformation journeys,
keep up with technology trends and meet
customer demands. For this, optimizing
internal processes and simplifying agent
journeys are crucial.
It has been a learning journey for insurance
leaders, with some teething issues that are
still being ironed out by insurance leaders.
Insurers have meanwhile understood the
value of serving their customers better, the
value of personalized service and need to
adapt to new technology. While remote
working is not a new concept, the whole
world has now been forced to change the
way they operate and conduct transactions,
of all kinds.
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Insurers & Remote Insurance, the way ahead

This survey conducted during April 2020 among
German insurance agents - about half of the
agents saw a more than 40 percent drop in new
businesses. A subsequent survey done in May
2020 among US agents found a similar outcome:
with almost 50 percent of agents facing the
challenge of building new customer relationships
during COVID-19.

Insurers have understood the need for shift,
and are looking at offering products and
services and creating the differentiating
element. Insurers will also need to rethink the
distribution suite across all the dimensions of
insurance business - sales force, customers,
and enablers (investing in data and digital
automation tools). Doing so will empower
them to prepare for the unpredictable.
Another survey done in January 2020 revealed
that 30% of the insurer/agents said the biggest
challenge they were battling with was lead
generation. Another 60% of insurers/agents
willing to pay between 0.5 - 2.0% of their gross
income for quality leads. Only 20% expressed
seeing a change, a positive impact thanks to
remote insurance. [with reference to leads.]

upskill and learn how to use new technology or
be left behind.
Connectivity: Round the clock support- With
automation and technology integrated with all
systems, there is high demand for support
centers to resolve queries from customers
Contact: Support in Front office areas –
Marketing campaigns, sales and distribution in
the new digital world, as the need of the hour is
rapid to the market.
Billing & payment disputes /delays
Better underwriting services: R isk profile
assessment using the new tools as a means to
gain new opportunities.

Infact, this number was consistent across age
groups and wealth as well. At the end of the
day, insurers are constantly taking stock of the
situation and here are a few strategic moves
that will enable them to race ahead.

Claims processing and settlement become
faster and less fraud.

Some of the key driving factors that have
pushed insurers towards remote insurance
are:

Collaboration: FinTech and InsurTech are the
next biggest thing to hit the insurance space. It
opens up conversations and makes it possible
for insurers to explore new opportunities that
did not exist earlier

Capability: Talent /workforce – the need to

Demand for higher levels of customer
experience and increased efficiency.
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Consumers are all set for the remote way of things,
and a survey McKinsey on consumer research has
shown more than 65% of the respondents shared they
were comfortable with the concept of remote service,
including some human based advice.

Apart from these, insurance companies
across the world are looking at
identifying gaps in the distribution
ecosystem including potential
partnerships that would offer avenues to
new customers, new products and new
geographies.
The digital transformation has
completely altered the way customers
make purchases and transactions, be it
insurance or other products. People have
become comfortable using their smart
devices to complete transactions online,
read reviews, gather insights and
information before making the final
decision. Therefore, they expect the
same from insurers as well. There is also
an increase in expectation with reference
to communication and digital channels
[including social media channels, instant

chat apps and other connected
wearables].
Over the next few years, digital tools
such as big data and data analytics
[predictive analytics]will enable insurers
to offer seamless processes, increase
their efficiency levels and optimise
overall business cost. The huge volume
of data is easily processed and analysed
to offer personalised products, better
services, improved & targeted marketing
campaigns, underwriting services and
high levels of customer retention.
Leading digital solution providers will
help integrate advanced technologies
into their solutions and systems which
increases interaction with consumers
and others in real-time omnichannel
environments.
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Insurers take charge
There are three main paths that the insurer has ahead of them to choose from. And the
decision can be taken based on their current business model, existing taskforce and
distribution channels, and then of course there is the appetite for disruption.
Strengthen customer relationships to increase
customer retention and engagement as well
Through remote insurance, the tools adopted could range
from IoT, AI, and ML capabilities and then there are
connected wearables, which has today become a new
trend. The data captured from the customers is analyzed
using big data & data analytics, predictive analytics to gain
insights and offer enhanced service to customers. There are
also the lead management tools that help insurers make
better sense of the leads captured, and manage them
better. Neutrinos offers an omni-channel experience which
enables insurers to stay connected with their customers
across platforms, offering seamless experience through the
journey.

Create a referral center to provide advisors with
expertise
With the assistance of product specialists in remote center
support, the field force was working towards conversion of
leads, and offering personalized products to the customers
as well. Today customers are very comfortable using
technology and smart phones/ smart gadgets including
video conferencing [FaceTime, Zoom, Skype, Google meet
and others] and automation based gadgets such as Siri or
Alexa and chatbots to help them resolve queries and
provide information before they close out a purchase.

Deliver direct-to-consumer advice/solutions
This approach includes insurers calling customers directly,
engaging with them through the digital channels. Insurance
companies can set up remote advice centers that allow the
insurer to establish control across the various stages –
research, information gathering, and policy issuance and
helps them make better-informed decisions and craft
compelling end-to-end customer experience.
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Neutrinos Digital Sales Distribution Suite:
A bespoke solution that covers all aspects of the agent lifecycle and provides unified Customer
Relationship Management; that’s what the Neutrinos Digital Sales Distribution Suite brings to you. Our
technical services solutions aided by our strong Multi-experience Development Platform [MXDP] are
enabling enterprises to spearhead their digital transformation journeys.
Neutrinos, a Gartner Recognized Multi-Experience Development Platform vendor with deep domain
expertise in Insurance have been ahead of the curve, and established solutions for remote insurance with
a robust distribution suite. Our solutions allow Insurers to easily engage prospects and customers
across their entire suite of insurance products.
Making the most of the very latest in technology and innovation to their advantage, forward thinking
insurers stand to benefit tremendously from being among the first-to-market with an insurance policy
purchase experience that meets the need for agents to reach prospects as well as customers in the
safety and comfort of their homes even in this era of social distancing.
Leveraging on the technical expertise and its deep understanding of the insurance business, the
Neutrinos solution is a robust, high impact solution – one that is effective, efficient and resonates with
the need of the hour. And, it is faster and easier to roll out, implement and manage, than you might think.

We bring value to the table,
Personalized Experiences
Deeper, personalized customer engagements
designed to build customer loyalty
Increased Agent Productivity
Seamless and easy-to-use application suite
with ready access to resources for greater
agility
Faster Turn Around Times
Integrated sales operations with automated
workflows for greater operational efficiency
Easy Reporting & Analytics
Real-time and automated tracking/reporting,
easy data management, secure and customized
dashboards
Anytime, Anywhere Availability
Responsive application suite that works on any
device with selective offline capabilities
100% Regulatory Compliance
Digital signatures to enable acknowledgements
and acceptance, customer data protection

8

With the Neutrinos Remote Insurance Sales Distribution Suite, 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. Not to mention
the abilities to efficiently and easily configure new product lines or even compute commissions/payouts.
Make the shift for the better and adapt to a new customer journey.

Talk to Us
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BUILD SOMETHING
POWERFUL
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.goneutrinos.com

