
THE CORRECT SET OF CAPABILITIES FROM TECHNOLOGY PLATFORMS 
CAN ALLOW  INSURERS TO PUSH PAST THE INTERNAL BARRIERS

OF DX.

THE IMPROVEMENTS DRIVEN BY USING SUCH SOLUTIONS ARE
SUBSTANTIAL.

LOOKING FURTHER.

ONECONNECT SOLUTIONS

OneConnect is an associate company 
of Ping An Group - one of the world’s 
largest insurers. 
Boost agent productivity, generate new leads, 
grow  your revenue faster and simplify and speed 
up motor accident claims with our Digital 
Insurance Agent Solution and Smart Auto Claims 
Solution  to close more sales quickly, securely and 
seamlessly.

The insurer moves from a product-based mindset to a customer-centric mindset
enabled by digital technologies and driven by data.

DIGITAL TRANSFORMATION PRIMARY SEGMENTS FOR CONTEXTUAL AND VALUE-CENTRIC INSURANCE.
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Insurers with the right platform and
capabilities put themselves in the best 
position to break their DX deadlock and 
deliver new value  through innovative 
experiences and being adept with using 
data.
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P R E - T R A N S F O R M A T I O N   M E T R I C 

S O L U T I O N S   U S E D 

Use range of tools across 
DX primary  segments and 
provide the customer  with 

new relevant products 
which can drive customer 
stickiness, retention rates,  
customer satisfaction and 

sales.

Automation tools such as 
agent  apps, AI-driven
anti-fraud and eKYC to  

drive down the cost of each 
application  through digital 

channels and processes.

Digital acquisition tools and 
enhanced  tools within

underwriting, policy 
acceptance  and 

AI-enhanced anti-fraud to 
reduce  manual processes 

and lower time taken to  
process insurance 

applications.

eKYC and digital tools to
enhance  application

effectiveness through auto  
filling of essential data by 

advanced  capture
techniques which cut time  

substantially.

P O S T - T R A N S F O R M A T I O N   M E T R I C S 

Drive customer satisfaction 
scores by  as much as 4% 
and overall sales by 22%,

according to IDC research.

Bring down cost to service 
by  76%, turning internal 

policy cost per application 
to 25 USD ,according to IDC 

research.

Lower time for applications 
by 63% - leaving only 1 hour  
per day on form handling, 
according to IDC research.

78% 105 USD

Within
24 hours

2.8 hours
Average of

2 days to 1 Week

THE FUTURE FOR INSURERS AND THEIR KEY CAPABILITIES DEPENDS ON
OVERALL MASTERY AND INTERTWINING OF STRATEGIC

PRIORITIES AND TECHNIQUES.
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Preventative Insurance

Bundled Offerings Through Partnership 
Ecosystem

FRICTIONLESS
INSURANCE
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Breaking away from manual, agent intensive processes needed for insurance to establish its digital future.

The  need to seek further which can reduce effort, manpower and costs; while elevating the customer experience will be critical for the insurance 
industry to revitalize its value proposition to its customers and to stay competitive. Addressing the four strategic pillars of omni-experience engagement, 
usage and value-oriented offerings, frictionless insurance and building cognitive competencies prove to be key guidelines when assesing current 
capabilities against future demands and integrating these capabilities will require effective partners who understand the barriers and have a 
comprehensive understanding of how to break down those barriers with seamless technology solutions.

Customer needs and expectations changing: Product Innovation needs a paradigm shift.

Customer needs and expectations are more digitally rooted and insurance with legacy channels seeming highly outdated. Crafting new experiences which 
resonate  and fit in with the needs of new lifestyles for  e.g. micro insurance delivered instantly, tie-ups with ecommerce and sharing economy players 
and collaborations with  fitness services all point toward the wider direction that the insurer should move into in order to hold their market positions..

Seamlessly blending online and agent interactions will be the hallmark of high performing digital insurers.

The insurance industry within Southeast Asia remains an agent-based model. Insurers should look to platforms  which use technology to bridge the divide 
between agent and customer, allowing the agent to maintain close and sincere relationships with their customer bases via standardized platforms which 
allow for more data, consistent communication and superior efficiency in handling issues.

KEY FEATURES OF THE DIGITAL INSURANCE AGENT SOLUTION

FEATURES

DESCRIPTION

BENEFITS

Empowerment  Solutions Training  Solutions Recruitment  Solutions

Agent productivity tools automate 
administrative tasks

Agent optimization management tool 
allows managers to match leads  to 
agents and provide agents with timely 
guidance and support

360° customer profiling and needs 
analysis integrates data  and leads from 
multiple channels to provide a holistic 
view  of customer needs and preferences

Product recommendation engine guides 
agents on suitable products for 
customers and boosts sales effectiveness

Increase agent productivity  by 
streamlining the sales  and approval 
processes so  that the agents spend 

less  time on paperwork and  repetitive 
tasks.

Ramp-up the  performance  of new 
agents more quickly  to unlock their 
true potential  in the shortest time 

possible.

Invest in the right individuals
by  profiling candidates  to identify 

highly-motivated  agents who fit the 
organization.

Self-directed learning in a 
mobile-friendly interface accessible  
anytime, anywhere

Engaging AI-enabled delivery of 
courses through AI-partner  role-play 
scenarios

Robust multiple-scoring metrics that 
cover knowledge accuracy, delivery 
fluency and sentiment analysis
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Manager only needs to input candidate’s 
details to activate  application process

Chatbot powered by AI guides candidates 
through each step of the application

Biometric authentication and identity 
document (ID) verification incorporated 
as part of the application and screening 
process

Remote interview and cognitive support 
analysis enable  candidates to be 
assessed remotely with greater precision

KEY FEATURES OF THE SMART AUTO CLAIMS SOLUTION

FEATURES

DESCRIPTION

BENEFITS

Video-assisted 
claims

Anti-fraud Anti-leakage AI damage 
assessment

Client self-service app for
reporting accidents  with 

remote guidance from
seasoned surveyor.

Comprehensive check for 
risks of drivers,  locations, 
cars, phone numbers via 

various  databases, facial and 
voiceprint recognition  

technology.

AI-based model to detect
and flag leakage due

to suspicious repair logic
and damage logic.

Damage assessment by 
AI-trained machines to  

recognize the part name and 
severity of damage.

Reduce claim submission 
time to under 5 mins by 

eliminating the need for the 
surveyor to go onsite.

Reduce loss ratio by
minimizing  fraudulent claims.

Reduce loss ratio by
minimizing leakage during
car repairs and body injury

assessments.

Complete the claim handling 
cycle with zero  human 

intervention.

Source: An IDC InfoBrief: Creating Connections and New Value in Insurers - March 2021

CREATING CONNECTIONS
AND NEW VALUE IN INSURERS

THE INSURANCE INDUSTRY HAS BEEN JOLTED INTO
FURTHER TRANSFORMATION.

A RANGE OF ISSUES KEEP INSURERS IN THEIR DIGITAL 
TRANSFORMATION  STATUS QUO.

HAS HAD A DIRECT EFFECT ON INSURANCE PURCHASING
DECISIONS IN SOUTHEAST ASIA.

As the realities of the COVID-19 pandemic hit home, insurers are 
grappling with the changing needs of  customers from the types 
of insurance that they need and how they would like it to be 
delivered.

According to Allianz, regions in Southeast Asia such as 
Malaysia, Singapore and Thailand are expected  to report drops in 
life insurance and motor insurance sales. The traditional agent and 
human-led format is no  longer workable in the light of social 
distancing, leading insurers to seek ways to service their customers  
and increase engagement through purely 
digital channels. 

3 out of 5 consumers 
now have strong preferences for buying insurance digitally and 58% 
searched for new insurance policies due to the COVID situation
according to Swiss Researches:

Insurers will need to incorporate flexibility and scalability in their products and 
delivery  to meet changing expectations and needs.

Legacy landscapes and other issues, such as no analytical capabilities, lead to 
many organizations not being able to progress further than the early and middle 

stages of DX.

of insurers feel  that life insurance 
products can be  improved using 

technology

52%
of insurers expected  to automate

claims processes  technologies

50%
of insurers think  enterprisewide

AI-driven intelligence  will help in gaining  
market competitiveness

40%

THE COVID PANDEMIC 

LIFE INSURANCE

STATE OF DX IN INSURANCE

5.5 YEARS
increase in life expectancy globally. Some countries are
expected to reach 90 years  average expectancy by 2030 - 
according to WHO.

8% INCREASE
in healthcare costs globally from 2019 to 2020 - 
according to Aon.

AUTO INSURANCE

GEN Z
rising proportion of car owners as opposed to Gen Y  segment 
and older, highly different expectations of  car ownership and 
insurance.

DRIVERLESS CARS
in Singapore are set to become a reality with the  passing 
of the world’s leading legislation in 2017 to  regulate such 
vehicles.

85%
of organizations are stuck in 
the early and middle stages 
of DX

TOP REASONS FOR THE DX DEADLOCK

LEGACY
LANDSCAPE

Legacy systems
and manual
processes

STRATEGY
Lack of

enterpisewide  
strategy

ANALYTICS
Lack of analysis to 
draw meaningful

insights

CULTURE
Lack of innovation 

and
collaboration

DIGITAL TALENT
Shortage of skilled  

personnel

To find out how OneConnect can help you to stay 
ahead of the competition, visit www.ocft.com.sg/ 
or email us PUB_YZTMARKETING@ocft.com


