
Success With

Customer Experience
The Pursuit Of Transformative Simplicity



Luca Russignan

Deputy Head, Head of Insurance

Capgemini Research Institute for 
Financial Services

Matt Battersby

Global Head of Research & 

Development 

RGA

Todd Silverhart, Moderator

LIMRA and LOMA

Corporate Vice President & Director, 

Research Quality & Markets Research



Searching for Simplicity: A Behavioral Science Approach



Menu one

• Expensive restaurant

• Listed by color, country, 
region, and vintage



Menu two

• Mid-market restaurant 

• Listed by color, price, and 
grape

• Provides tasting notes



Menu three

• Pub/bar

• Two options – one red 
and one white



LOGO

Simplicity Is In The Eye Of The Beholder 
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Simplifying The Insurance Customer Journey 
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LOGO

Bringing Order To Complexity 

“True simplicity is derived from 

so much more than just the 

absence of clutter. It’s about 

bringing order to complexity”

-Jony Ive – Chief designer of the iMac, iPod, iPhone and iPad



LOGO

Bringing Order To Complexity 

Short isn’t always sweet

Friction isn’t always bad

Feeling is thinking

Time flies when you’re having fun 



LOGO

Increasing Comprehension Of Product Information 

This research, commissioned by the SOA and designed and tested by RGA, yielded findings statistically significant at the p < 0.05 level. It was based on two randomized control trials 
involving U.S.-based participants, who received a small incentive for completing the study.

Human-centered 
video content 

improves 
comprehension by 

15% 
when paired with 
other behavioral 

techniques.

Making content 
relevant by 

including tools (e.g., 
premium 

calculators) 
improves 

comprehension by 

28% & 59%.

Making info salient 
by using FAQs or 
visuals improves 

comprehension by 

21% & 40%

Simplifying LI info is 
not enough to 
improve 
comprehension. 
Must be combined 
with other 
behavioral 
techniques.

Beyond 
Simplifying

Enhanced
salience

Relevance is 
key

Video as a 
catalyst
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Increasing Quote Comprehension And Acceptance 
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Increasing Accuracy Of Disclosures

Please describe the duties of your occupation
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Increasing Accuracy Of Disclosures

Please describe the duties of your occupation
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LOGO

Increasing Accuracy Of Disclosures

In a typical workday how much of your time is spent on the following actions

None at all A little A moderate 

amount

A lot Most or all of 

the time 

Sustained sitting ○ ○ ○ ○ ○
Kneeling ○ ○ ○ ○ ○
Bending ○ ○ ○ ○ ○
Walking ○ ○ ○ ○ ○
Standing ○ ○ ○ ○ ○
Driving ○ ○ ○ ○ ○
Twisting ○ ○ ○ ○ ○
Reaching above shoulder height ○ ○ ○ ○ ○

Climbing stairs or ladders ○ ○ ○ ○ ○
Lifting or carrying heavy items ○ ○ ○ ○ ○

...12 more duties not pictured



LOGO

Increasing Accuracy Of Disclosures

In a typical workday how much of your time is spent on the following duties

None at all A little A moderate 

amount

A lot Most or all of 

the time 

Administrative /desk duties - sitting at 

a workstation without handling heavy 

objects. 
○ ○ ○ ○ ○

Supervisory in an office - planning 

and directing a team or business, or 

supervising other people
○ ○ ○ ○ ○

Supervisory in a non-office - planning 

and directing a team or business, or 

supervising other people
○ ○ ○ ○ ○

Executive duties - decision making, 

developing strategy or planning 

business activities
○ ○ ○ ○ ○

Travel - by car or other transport, 

excluding travelling to/from your place 

of work
○ ○ ○ ○ ○

Light manual - walking, standing, 

kneeling, climbing, negotiating stairs, 

ladders and uneven terrain
○ ○ ○ ○ ○

Heavy manual - lifting, pushing, 

pulling or carrying objects that weigh 

at least 4.5 kilograms/ 10 LBS
○ ○ ○ ○ ○



LOGO

Simple Checklists Generate Better Information 
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LOGO

Condensed Checklist Took A Little Longer To Answer
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LOGO

Checklists Are Easy To Answer Accurately
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Decoding Sentiment, Driving Customer-Centricity



Trust Without Value:
The Life Insurance Paradox

Life insurers have an opportunity to revamp their processes today to become truly customer-centric

Source: Capgemini Research Institute for Financial Services analysis, 2024

Customers’ sentiment toward life insurance - perceived benefits, %

Despite high trust, policyholders are skeptical about tangible valuePolicyholders are neutral towards life insurance

79%

16%

5%

Customers’ sentiment toward life insurance - overall, % Customers underwhelmed by their life insurance experience, %

The customer experience falls short across the value chain

55%

48%

51%

51%

Claims/surrenders

Service

Onboarding

Product featuresNegative

Positive

Neutral

17%

3%

90%

45%

95%

7%

38%

1%

3%

Convenience and
value delivered

Financial planning
and security

Emotional assurance
and trust

Positive Neutral Negative



GenAI can be life insurers' catalyst for intelligent processes and improved CX
Source: 1. Ark Invest Big Ideas 2024 Report Capgemini Research Institute for Financial Services analysis, 2024

Note: 1. AGI is the representation of generalized human cognitive abilities. The intention of an AGI system is to perform any task that a human being is capable of.

Overcome Internal Roadblocks
Through GenAI To Unlock Customer-centric Profitability

Expected years until launch of an artificial general intelligence (AGI) system1, Log scale

1

10

100

Post GPT-4 launch, 8 years

Open AI announces GPT-3, 50 years

Expected progress with 

current prediction

Pre-GPT-3, 80 years 

2019 20302022

Life insurers can embrace GenAI to enable customer-centric profitability

Life insurers acknowledge the need for process redesign but show limited progress

Life insurers recognizing 

a critical need to redesign, %

Level of redesign executed, %

Servicing 76%

Claims/ 

surrenders 73%

Onboarding 73%

Life insurers’ top challenges in delivering superior CX, %

45%
Regulatory and 

compliance 40%
Limited adoption 

of advanced tech52%
Legacy system 

dependency

Older technology hinders life insurers

65%

68%

71%

Level 1

Point automation of 

business processes

10%

7%

12%

Level 3

Ecosystem 

integration

26%

25%

17%

Level 2

Enterprise-wide 

process redesign



Our Blueprint
For An Efficient, Seamless, And Customer-centric Transformation

Orchestrate the transformation

Deploy advanced technology 

to modernize legacy systems,

streamline data management, and enable GenAI

Cultivate talent and forge partnerships 

to drive an efficient customer-centric culture

across the value chain

Reap the business benefits

Enhance

customer satisfaction 

Increase

operational efficiency

Improve

financial performance

Optimize onboarding

Enhance self-service

Empathetic and intelligent claims

Data-driven distribution and communication Swift risk assessment and instant policy issuance 

AI-driven self-service tools 
Intelligent platforms for agents/ brokers and 

customer service staff 

Faster claims processing with

ecosystem integration

Copilot-enabled empathy training,

sentiment analysis, and beneficiary engagement

1

2

3

Customer-centric culture Disciplined and efficient operations

Exceed customer 

expectations 

through an augmented 

human touch

Minimize costs and 

enhance speed 

for low value-added 

operations

Build a secure data management and processing model

Infuse intelligence into core processes

Drive engagement through positive friction to maximize customer lifetime value



Our Blueprint
For An Efficient, Seamless, And Customer-centric Transformation

Orchestrate the transformation

Reap the business benefits

Customer-centric culture Disciplined and efficient operations

Exceed customer 

expectations 

through an augmented 

human touch

Minimize costs and 

enhance speed 

for low value-added 

operations

Infuse intelligence into core processes

Drive engagement through positive friction to maximize customer lifetime value

Hallmarks of best-in-class life insurers

▪ Unified view of the customer

▪ Focus on customer lifetime value

▪ Personalized product offerings

▪ Data-driven distribution and engagement

▪ Intelligent platform for agents

▪ Advanced technology capabilities

Insurers’ CX maturity, %

5% 
Best-in-class 

life insurers

95% 
Mainstream 

life insurers

Source: Capgemini Research Institute for Financial Services analysis, 2024



Orchestrate the transformation

Reap the business benefits

Infuse intelligence into core processes

Optimize onboarding

Enhance self-service

Empathetic and intelligent claims

1

2

3

Optimize onboarding

Enhance self-service

Empathetic and intelligent claims

Automated underwriting Data-driven distribution

Self-service portals
Digital portal for

policy management for agents

Digital claims submission
AI assistance for

voice and sentiment analysis

78%

78%

67%

15%

13%

7%

78%

56%

56%

29%

21%

3%

Our Blueprint
For An Efficient, Seamless, And Customer-centric Transformation

Customer-centric culture Disciplined and efficient operations

Exceed customer 

expectations 

through an augmented 

human touch

Minimize costs and 

enhance speed 

for low value-added 

operations

Infuse intelligence into core processes

Drive engagement through positive friction to maximize customer lifetime value

Mainstream life insurersBest-in-class life insurers

Source: Capgemini Research Institute for Financial Services analysis, 2024



Orchestrate the transformation

Our Blueprint
For An Efficient, Seamless, And Customer-centric Transformation

Reap the business benefits

Customer-centric culture Disciplined and efficient operations

Exceed customer 

expectations 

through an augmented 

human touch

Minimize costs and 

enhance speed 

for low value-added 

operations

Infuse intelligence into core processes

Build a secure data management and processing model

Enhanced customer satisfaction 

2023

Increased operational efficiency 

2023 

Improved financial performance 

(last three years)

38% 11%
Higher growth than 

the industry

Higher Net Promoter 

Score (NPS ®) than 

mainstream insurers 

Lower expense ratio than 

mainstream insurers
7%

Deploy advanced technology Cultivate talent and forge partnerships

Insurers meeting or exceeding 

transformation goals
Insurers citing talent as

a top CX obstacle

Insurers forging effective ecosystem 

partnerships to improve CX
Insurers ready to adopt GenAI

41%

27%

34%

13%

Best-in-class insurers 

outperforming the 

industry,%

All life insurersBest-in-class life insurers

Source: Capgemini Research Institute for Financial Services analysis, 2024



Orchestrate the transformation

Our Blueprint
For An Efficient, Seamless, And Customer-centric Transformation

Reap the business benefits

Customer-centric culture Disciplined and efficient operations

Exceed customer 

expectations 

through an augmented 

human touch

Minimize costs and 

enhance speed 

for low value-added 

operations

Infuse intelligence into core processes

Build a secure data management and processing model

Enhanced customer satisfaction 

2023

Increased operational efficiency 

2023 

Improved financial performance 

(last three years)

38% 11%
Higher growth than 

the industry

Higher Net Promoter 

Score (NPS ®) than 

mainstream insurers 

Lower expense ratio than 

mainstream insurers
7%

Deploy advanced technology Cultivate talent and forge partnerships

Insurers meeting or exceeding 

transformation goals
Insurers citing talent as

a top CX obstacle

Insurers forging effective ecosystem 

partnerships to improve CX
Insurers ready to adopt GenAI

41%

27%

34%

13%

Best-in-class insurers 

outperforming the 

industry,%

All life insurersBest-in-class life insurers

Source: Capgemini Research Institute for Financial Services analysis, 2024



Optimize Onboarding 
To Address Lengthy Processes, Complex Language And Slow Policy Issuance

Source: Capgemini Research Institute for Financial Services analysis, 2024

35% 34% Unclear benefits and coverageComplex terms and conditions

25% Delayed underwriting

19%
Lack of communication 

on enrolment deadlines

Top three challenges faced, %

Retail customers Group customers 1

2

3

25% Limited add-on optionsComplicated and lengthy 

application process
27%

Onboarding value chain

Needs analysis and 

pre-boarding activity

Risk assessment

and proposal

Application submission 

and quote request

Payment and 

issuance



Optimize Onboarding
Through Intelligent, Data-driven Distribution And Rapid Risk Assessment 

Steps

43%
Deploy swift risk 

assessment and instant 

policy issuance

Offer GenAI-assisted application submission 

while reducing customer service interactions (retail)

Enable fast and automated policy issuance and payment

for low-risk cases using machine learning (retail)

Streamline group onboarding and offboarding

by integrating with HR communication, processes and systems 

(group)

Insurers' priority 

initiatives, %

Life insurers can grow revenue and optimize the CX through data and intelligent process automation

Benefits

Enhance customer 

satisfaction: 

▪ Minimize unnecessary 

customer touchpoints

▪ Better employer experience

Improve financial performance: 

▪ Enhanced conversion rate

▪ More effective cross-selling

Increase operational 

efficiency: 

▪ Improved data accuracy 

▪ Reduced underwriting costs

43%
Enable data-driven 

distribution and 

engagement

Deploy intelligent platforms to incentivize data sharing,

and deliver personalized financial wellness solutions (retail)

Integrate data to empower agents/brokers 

with AI-driven advice and recommendations (retail/group)

Leverage intelligent chatbots to enhance transparency and 

customer understanding of policy terms (retail/group)

Onboarding value chain

Needs analysis and 

pre-boarding activity

Risk assessment

and proposal

Application submission 

and quote request

Payment and 

issuance

Source: Capgemini Research Institute for Financial Services analysis, 2024
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Enhance Self-service
To Overcome Policy Access And Suboptimal Customer Support Challenges

22% 32%
Long wait times to speak with 

customer support

Long wait times to speak with 

customer support

21%
Slow processing for service and 

renewal

12% Unsatisfactory resolution

Top three challenges faced, %

Retail customers Group customers

28%
Inability to self-service policy 

changes
20%

Inability to self-service 

policy changes

Servicing value chain

Policy access

(through human agent 

or digital platforms)

Request processing 

and execution

Request and 

document submission

Closure and 

communication

Source: Capgemini Research Institute for Financial Services analysis, 2024

1
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3



Enhance Self-service
Through Ai-driven Tools And Intelligent Platforms

Deploy AI-augmented workbench and workforce 

copilot to (retail/group): 

• Enable agents to access information faster and spend 

less time on administrative tasks

• Assist staff during customer interactions and streamline

process workflows

Implement centralized CRM for a unified customer view 

to offer personalized recommendations (retail)

44%
Deploy intelligent agent 

and staff augmentation 

platforms

Insurers' priority 

initiatives, %
Steps

Redefine convenience, personalization and efficiency through GenAI enabled self-service

Benefits

Enhance customer 

satisfaction: 
▪ Increased renewals where 

applicable

▪ Higher product awareness

Increase operational 

efficiency: 
▪ Increased agent/staff 

productivity 

▪ Improved data accuracy and 

compliance 

▪ Reduced service costs

Deploy intelligent chatbots and avatars 

for faster extraction of policy details and communication (retail)

Build intuitive self-service portals and dedicated group 

support channels for member inquiries (retail/group)

Enable AI-powered personalized assistance and 

multi-channel capabilities for seamless service (retail/group)

34%
 Leverage AI-driven 

self-service tools

Servicing value chain

Policy access

(through human agent 

or digital platforms)

Request processing 

and execution

Request and 

document submission

Closure and 

communication

Source: Capgemini Research Institute for Financial Services analysis, 2024
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Provide Seamless Claims Experience
To Address Complicated Claim Processes, Lack Of Empathy And Limited Pay-out Options

Source: Capgemini Research Institute for Financial Services analysis, 2024

40% 34%
Challenging to access customer 

support
35%

Complicated claim application 

process

35% Limited pay-out flexibility

Top three challenges faced, %

Retail customers Group customers

27% Lack of empathy

Lack of clarity on claim status 

and requirements
35% 38%

Lack of clarity on claim status 

and requirements

Claims value chain

Claim initiation and  

submission

Communication and 

adjudication 

Verification and additional 

document collection

Resolution and pay-out

1

2

3



Provide Seamless Claims Experience
Through Copilot-enabled Intelligent Claims Process

38%
Deploy intelligent claims 

experience platforms

Launch digital claims portals 

for easy beneficiary access (retail/group)

Streamline processes

with automated claim intimation via HR system integration

(group)

Ensure seamless and informed transitions 

between AI and human agents (retail/group)

Customer-centric intelligent claims unlock business growth and profitability

Enhance customer 

satisfaction: 
▪ Improved employer 

experience

▪ Increased beneficiary 

retention

Increase operational 

efficiency: 

▪ Increased staff productivity 

▪ Improved data accuracy and 

fraud detection

26%
Offer empathetic, 

copilot-assisted service Augment claim assessors with AI/ML models 

for differentiated, accurate and faster resolutions (retail/group)

Train staff on emotional intelligence 

using AI-generated scenarios (retail/group)

Deploy GenAI copilot

to combine empathy with technical expertise (retail/group)

Steps
Insurers' priority 

initiatives, %
BenefitsClaims value chain

Claim initiation and  

submission

Communication and 

adjudication 

Verification and additional 

document collection

Resolution and payout

Source: Capgemini Research Institute for Financial Services analysis, 2024

1

2

3



Start Now
By Creating A Data-driven, Ai-first CX That Position Insurers As Customers’ Lifelong Partners

Evolve culture beyond traditional models
by harnessing experience as a differentiator to 

unlock growth and increase operational efficiency

Transform with a purpose 
by creating intelligent customer journeys that build trust 

through a demonstrated commitment to the customer's 

long-term wellbeing

Leverage GenAI and data 

to leverage unique expertise in longevity and risk assessment to offer personalized lifestyle solutions

Reimagine the CX 

through seamless and engaging journeys for customer acquisition, long-term relevancy and retention

Promote financial wellness

through comprehensive solutions to become more prominent in the customer’s life journey

Simplify and modernize the architecture

for flexible, fast, and scalable solutions that create unique customer journeys



Please Provide Your Feedback on the Conference App

OPTION 1 OPTION 2
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