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After a tumultuous year, insurance carriers and others have a chance 
to accelerate their efficiencies and redraw their experience landscape 
led with a blend of empathy and efficiency. The industry is adapting to 
changing customer and employee expectations and a shift to digital-first 
experiences for both customers and employees. All parts of the customer 
experience (CX) journey can be reimagined to reduce costs and improve 
customer satisfaction. Here are 3 ways that insurance organizations can 
deliver amazing, digital-first experiences in 2021 and beyond.

1. Blend Human Intelligence with Automation
Insurance is a process-driven industry with lots of paperwork, 
underwriting, compliance, and other behind-the-scenes aspects of 
the customer journey that are ripe for automation. We predict that 
optimizing the handoff from automated tools and AI-powered bots to 
humans and vice versa will become table stakes as customers continue 
to demand fast support and insurance firms compete on delivering the 
best experience seamlessly across channels, often digital-first.

But there will always be need for human agents, onsite or remote. 
Insurance is an emotionally charged industry where human compassion, 
context, and communication are essential. Customer-facing positions 
like claims adjusters and customer service representatives will continue 
to play an important role in a successful organization, and new models 
like seasonal agents and shared remote workflows will add efficiencies 
to reduce costs.

2. Deliver effortless, omnichannel experiences
The insurance industry is scrambling to catch up to other industries 
in providing a cohesive, coordinated omnichannel CX model. As a 
low-frequency business, insurance players have limited opportunities 
to provide great customer experiences. A holistic set of channels 

Customer Centric 
Insurance Tech 
Innovations
Telematics to customize usage-based 
insurance and pay-as-you drive policies

Drones to simplify claims adjusting

Mobile phone-based digital user-generated 
claims data

Blockchain to streamline data sharing for 
reinsurers, new business onboarding, and 
claims processing

Cloud-based contact center technology 
to provide flexibility and scale during 
unanticipated volume surges

Chatbots and AI for customer and employee 
queries Predictive analytics & modeling to 
identify at-risk customers, triage claims & 
prevent fraud
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and alignment across the insurance ecosystem is critical to making 
interactions as effortless as possible. Legacy distribution models can 
be reimagined as flexible, cloud-based sets of services designed around 
the customer that include digital tools like text messaging, AI-enabled 
chatbots, and proactive notifications.

3. Differentiate with Simplicity & Personalization 
When consumers have little free time and are juggling multiple 
responsibilities, simplicity equates to customer centricity. Insurance 
products and services like usagebased insurance (UBI) and pay-as-
you-drive (PAYD) plans are becoming increasingly personalized and 
simplified to help the customer feel in control and provide peace of 
mind, driving loyalty and retention. For the business, they reduce claims 
costs, attract lowerrisk customers, and provide customer insight for 
growing share-of-wallet.

To get there, successful insurance carriers will differentiate with 
simplified products, personalized pricing and services, omnichannel self-
service options, streamlined back-office processes, and straightforward 
customer communications.

9 out of 10 
insurance companies identified
legacy software and infrastructure 
as barriers for digitalization.
Source: McKinsey

63% 
of young insurance agents 
believed that the industry has been 
too slow to adopt new technology.
Source: Insurance Journal

53%
Insurers using predictive analytics 
grew their direct written premiums 
by 53%, compared to the market 
average of 18% growth.

VoiceFoundry is here to help insurance brands capitalize on creating 
more meaningful & effective customer & employee experiences. Contact Us

https://voicefoundry.com/contact-us/

