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Redefining claims experience in Indian insurance 

Apart from a strong digital presence, the insurance industry must provide omni-channel access have 

empathy and touch elements through its physical presence and employee network on a people to 

people touch basis 

Tapan Singhel 

The insurance business is fundamentally about keeping promises and maintaining trust. It is a pledge 

to customers to honour the contract when they face an adversity. Hence, it is prerogative of the 

insurers, to ensure that the benefits promised to the customer are paid quickly with utmost 

transparency. 

The ‘litmus test’ for the insurer is at the time when the customer reaches out to them to make a claim. 

Given the lengthy checklist for claims management to weed out fraudulent transactions insurance is 

often perceived as archaic. This is also one of the reason for it being perceived as the least popular 

financial instrument despite being the most critical given its benefits. If the insurance industry wants 

to change this perception, they need to ensure that after the customer has faced a misfortune, he 

does not have to chase the insurer for settling the claim for which he has paid premiums. 

The Indian insurance industry is undergoing a fundamental transformation with a variety of 

technological breakthroughs enabling insurers to be agile and directly engage with their customers. It 

helps them provide convenience to customers at their fingertips and offer them tailored products 

which suit to their needs. Technological developments such as blockchain, artificial intelligence, 

telematics, cloud computing, the Internet of Things (IoT), advanced analytics, and smart contracts, are 

providing new ways to improve efficiency. It helps by cutting down on the need for physical 

documentation and enabling real time settlement of claims by providing new avenues to measure, 

control and price risks. 

The proliferation of smartphones, widespread data connectivity and new software development tools 

have further facilitated the emergence of innovative digital insurance platforms. These platforms 

provide an immense opportunity to insurers to provide deliver a seamless end to end offering- from 

purchasing an insurance policy to the claim settlement process. They are also enabling the creation of 

new customer centric services, products and business models. Technology today can essentially help 

insurers transform this moment of truth, namely the crucial area of claims experience proposition for 

the customers. 

In the case of motor insurance claims, advanced data analytics tools available today and connected 

devices like IOT are helping insurers get real time-data and feedback and immediately assess the 

damage. As the model evolves further, it will be the biggest enabling factor for ensuring customer 

satisfaction and happiness by enabling real time settlement of claims without the need for physical 

documentation. 

In a step in this direction, we have recently launched a facility where customers can self-inspect and 

settle their own motor insurance claims. By leveraging our expertise of 15 years in the insurance 

industry and settling more than 4.5 lakh motor insurance claimsin FY 16-17, we will use data analytics 

tool to recommend immediate liability to the customer and suggest repair workshop within 
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turnaround time of 20 minutes. After receiving customer consent, we will immediately approve the 

claims payment which will get credited within 30 minutes into the customer bank account. 

Interestingly, it would have been hard to predict that insurers could also use blockchain technology to 

provide customer service. Blockchain is typically associated with contracts or digital ledgers to record 

transactions. However, integration of Blockchain technology using smart contracts will help insurers 

change the entire outlook of the claims initiation process. For the first time, the claim settlement 

process starts even before the customer initiates it in an entirely automated process, without the need 

for insurance companies to spend resources on the verification and processing of their claims. 

Leveraging on this, we have recently launched an application which will enable us to proactively notify 

the customer on their pay out eligibility in case of overseas flight delay. All the customer has to do is 

click on the app notification to invoke the application and fill in the account details and the claim 

amount will be disbursed within minutes. In the near future, we plan to extrapolate this framework 

to other lines of insurance as well. 

While digitisation is a great tool to change perception about insurance, I believe that a pure digital 

play will not be the sole means to the end for insurers in India. Human intervention will continue to 

play a role in our country. If we if we look at behaviour of Indian consumers, they still need someone 

in times of loss which instils trust and faith, which on the other hand is a limitation to technology. 

Therefore, apart from a strong digital presence, the insurance industry must provide Omni-channel 

access have empathy and touch elements through its physical presence and employee network on a 

people to people touch basis. Insurers not only innovate digitally with a strong thrust to reach out to 

the maximum number of customers to offer risk management solutions for their everyday lives but 

will also in this process create jobs and a myriad of opportunities as we grow. 

Insurance in India has a very old history as early as 1800 yet the benefits of insurance are yet to reach 

the masses with retail penetration for non-life insurance standing at just 3 percent. While the 

privatisation of the insurance industry in 2000 and the entry of new private players and a series of 

regulatory efforts has spurred competition and innovation in products and distribution, a lot needs to 

be done to address this issue of low retail insurance penetration to take it to a level where customers 

throughout the country feel very secure and comfortable and get very good service at the same time. 

Digital interventions can help insurers reach out to the interiors in a cost-effective manner to rapidly 

fill this gap. 

An ideal combination of technology and physical presence will help insurers deliver on a truly 

delightful insurance experience to the customers and help take insurance to the last mile. 

The writer is MD and CEO, Bajaj Allianz General Insurance 
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