Elevating the
Insurance customer _‘:
experience

Win hearts and minds
with data and Al

While insurers have begun to recognize the
importance of customer experience (CX)...

9 O % of insurers see

the need for a Chief Customer or
Chief Customer Experience Officer

B Have CCO/CCXO
B Plantoinstall CCO/CCXO
Don’t have CCO/CCXO

Q: Does your organization have a Chief Customer
or Chief Customer Experience Officer?

... they are vastly overestimating their CX progress.

Q: How do you rate your LoB’s CX compared to your competitors?

Below average About average

Renewal 12% 34%
Billing/payments 9% 37%
Claims 12% 35%

atendofcontractauraton RN
at end of contract duration e S

Offboarding: attrition 10% 45%

Shopping for insurance 9% 47%

50%
Insurers can overcome the trust barrier
and improve CX...
45

Q: What percentage e & a3
of consumers trust the 42 o . o\o\o ............................. gz
insurance industry? 39 39 :

2007 | 2008 | 2009 | 2010 | - | 2012 | 2013 | 2014 = - | - | - | - | - | 202

...by continuously improving their customer
understanding using Al.

Q: To what extent is 45
your LoB using customer

sentiment analysis? 40 43————-—'/

Not at all To a very significant extent

Considering the ongoing global pandemic, leading
Insurers need to rethink traditional CX approaches
to drive recovery in a “different normal.”

To learn more, visit ibm.co/insurance-cx

Learn more

IBM Institute for
Business Value
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