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MUMBAI:Paperwork and insurance
agents have long been the foundation
stonesfor your insurance policies.
However, insurers have used tech-
nology alongvarious stepsofthe
insurance services value chain: from
the application to claim-processing
stage. Artificial intelligence, weara-
ble devices, mobile applications, vir-
tual assistanceand video conferenc-
ing are replacing paperwork. Let’s
take a deeper look at the benefits of
these services and the challenges you
face.

Artificialintelligence: Artificial
intelligence (ADfirst entered insur-
ance through chat bots. Some insur-
ershavenowintegrateduseofAlon
WhatsApp. For instance, Reliance
General Insurance Co Ltd hasused
Al by introducing Reliance Interac-
tive Virtual Assistant (RIVA) which
generates policy quotation, accepts
claim intimation and provides policy
copy on WhatsApp and Facebook
Messenger. Itreplaceshumaninter-
ventionand reduces time taken for
claim processing. Through the use of
Al and technology, queuing theories
and smart analytics, HDFC Ergo
General Insurance Co Ltd claims to
havereduced the average timeto14
minutes from 3.8 hours.

Wearabledevices: [nsurers give
discountsininsurance policies by
trackinglifestyleactivities. For
example, ManipalCigna Health
Insurance’s Get ProActivisinte-
grated with their Healthy Rewards
Program allowing you to earn incen-
tives by tracking your activities
using select wearable devices. You
canalsodirectly enter non track-able
activities into the application.
Healthy reward pointsare then
earned on the basis of the quantum of
physical activity. The company uses
these reward points to give you some
discount on your premium, limited
toamaximum of 10% of your annual
premium.

Mobileapplications: Some insur-
ersallow you to upload your claim
documents for a certain amount digi-
tally. Bajaj Allianz General Insur-
ance hasafeature called Health—
Claims By Direct Click (CDC), which
allows you tosubmitdocuments
through the mobile application
‘Insurance wallet’ for assessment
and settlement. Through this you
canreceive claims ofup to320,000in
two working days for admissible
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Al, VIRTUAL ASSISTANCE AND
MOBILE APPLICATIONS ARE
SIGNIFICANTLY REDUCING
THE TIME TO PROCESS
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claims. Another health insurer’s
mobile app, Max Bupa Health App by
Max Bupa Health Insurance Com-
pany Ltd offers servicesavailable to
those who have purchased Max
Bupa’s GoActivepolicy. ‘GoActive
customers’ can access services pro-
vided by the plan on the app- cash-
less OPD, diagnostics, purchasing
medicines, personalised advice from
fitness experts, health checks,
behavioural assistance and second
medical opinion in case of critical ill-
nessesandmore. Aditya Birla Health
Insurance Company Ltd hasan
online cashless platform for OPD
claims. “Thereisa centrally located
team of experts whoreach out to cus-
tomerstoresolve their queriesand
assist them during the course of hos-
pitalisation,” said Mayank Bathwal,
CEOQ, ABHICL.

examples of thig service is Motor On
The Spot(Motor QTS)bv Bajaj Alli-
anz General Insurance Company.

Ltd. “Normally, the claimant has to
submitoriginal hardcopies followed
bvaphysical inspection of the vehi-
cle.” said Sasikumar Adidamu. chiel
technical officer. Bajaj Allianz Gen-

eral Insurance. Through Motor OTS,

youneed toupload the images of the
damaged vehiclealong with the reg-

uisite claim documents on the mobile
application. The company using data

analvtics tool will recommend imme-
diateliability to youand suggesta
repair workshop within turnaround
time ofaround 20 minutes. After

yourconsent, the company will
approve the claims payment which,
theinsurerclaims, will get credited
within 30 minutesinto the your bank

live video streaming facility.
“Through our live video streaming
feature for motor insurance claims,
our workshops/customers can easily
carry out self-inspections,” said San-
tosh Menon, executive vice president
and national head of claims personal
lines, auto, Tata AIG General Insur-
ance Co Litd.

WHAT THISMEANSFOR YOU
Expertsbelieve these initiatives
come asarelief. “From a customer
standpoint, the process of submitting
claims hasbecome easier,” said
Naval Goel, founder, PolicyX.com.
The usage of Al has fastened thingsin
all the three stages of the insurance
value chain: Distribution and pric-
ing, underwriting and policy issu-
ance,and claim servicing. “Al-pow-
ered chatbots helpin the application
stage, and algorithms used inunder-
writinghave brought down the time
take for policy issuance,” said Goel.
However, such Al-powered services
may faceaglitch.

“Anissue that youmay face with
Al-powered chat botsisifit may not
give the exact answer you were look-
ingand specificquestions may be
easier toconvey toa human. How-
ever, thisisstill an evolving feature,”
said Mahavir Chopra, director -
health, life and strategicinitiatives,
Coverfox.com.




