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About me

Bridging customer with 

technology in insurance
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Meet Hanna 

01 Digital savy

02 Expecting more

03 Empowered
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01 Hanna prefers to deal with Insurance online
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Deloitte, CATI survey February 2020 (n=1229).
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02 But she is not happy with experience she gets

Deloitte, CX Drivers CATI survey 2021 (n=17 518).

Customer satisfaction, Hungary, average score
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02 Especially, when she tries to decide, what to buy…

Insurance customer satisfaction, Hungary, average score
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03 Hanna just wants Insurance to become „her own” !

Simplicity

Transparency

Flexibility

Data privacy
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How will we win a battle for Hanna’s
heart and wallet ?

1

3

2

New Digital products 

and services

Real time interaction

management

Digital sales
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1. New digital products and services

Digital first 

Simplicity

Products and services outside of 

insurance

Ecosystems & new revenue models
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2. Real time interaction management

Tracking customer actions

Managing experience  in real 

time

Personalization, not 

segmentation

Proactive engagement model 
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3. Digital sales

Seamless omnichannel experience

Digital tools for agents

Use 360 customer data and advanced analytics

External data sources

Channel conflict management
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Legacy impedes innovation

Data
Management

1 2

Technology
Platforms

3

Talent

4

Culture

Technological debts
Integration

Product ownership  
CX management

Service design 

Waterfalls & silos 
Costly failures

Quality
Governance

Consents
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Partner with 
white label 
providers

Innovate 
outside
of legacy

Launch 
digital 
transformation

Focus on 
core 
capabilities

How do insurers approach digital opportunity 
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