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Bots are welcomein
the insurance sector

The next time your insurance company responds in a flash, it is likely that you were
attended to by a bot. Some bots are also selling policies. So what else can they do?

BY SHAIKH ZOAIB SALEEM
zoaib.s@livemint.com

ike other areas of financial servi-

ces, the insurance sector too is

adopting technology to better

manage operations, including cus-

tomer services. Over the past few
months, some insurance companies in India
have rolled out chatbots and email bots, which
are powered by artificial intelligence and are
already live and functioning. Most recently, Bajaj
Allianz General Insurance Co. Ltd launched its
chatbot called ‘Boing’ to address customer que-
ries in motorand health insurance.

Atleast four other insurers—ICICI Lombard
General Insurance Ltd, Birla Sun Life Insurance
Co. Ltd, PNB MetLife India Insurance Co. Ltd
and HDFC Standard Life Insurance Co. Ltd—are
usingbots foreither customer support orsales.
Letustakea look insurers are using the bots.

WHAT CHATBOTS CAN DO...

A bot is short for robot and as the name suggests,
it is a robot that can chat with you and answer
your queries, instead ofa live person. Ajay Vij,
senior vice president and industry head-finan-
cial services, Infosys Ltd said, “Today, chatbots
orvirtual assistants, are the most visible form of
Al applications in the financial services space.
Thanks to the evolution of natural language
processing (NLP), chatbots are capable of
answering queries, responding to voice com-
mandsand making recommendations.”

Shridhar Marri, chief executive officer and
co-founder, Senseforth Technologies, an artifi-
cialintelligence company, said that the current
state of technology can automate several repeti-
tive but human intensive touch pointsto bring
about operational efficiencies with accuracies of
over 80%.

“Thisisasignificant stage but therearestilla
lot of puddles to cross,” he said. Marri is also
working with financial services companies,
including insurance companies, in India.

FASTERCUSTOMER SERVICE
Not just chat, some are using artificial intelli-
gence tools forautomated repliesto customer-
care emails as well. It is possible that next time
you write toyour insurer fora copy of your policy
document, you would get a fast response froman
email bot. Uzma Rushdi , vice president-hub
operations, HDFC Life said that soon HDFC
Life’s email bot, Spok would be able to email pol-
icy document to the customers. The insurer had
launched the email bot in May.

Boing, Bajaj Allianz General's chatbot, is

Bots help not just customers but the customer service executives too

already responding to customer queries on
health and motor insurance. The platform also
allows customersto register claims, get e-copies
of policies, check policy status and claim status,
and locate a branch, hospital or workshop.

“As insurance penetration picks up, thisisthe
most customer-friendly way of servicing cus-

tomers because customers get service without
any wait time when they login tochat. Even if the
query iscomplex, there is seamless transfertoa

‘human agent and the customer is agnostic to

that,” said K.V, Dipu, president- head operations
Bajaj Allianz General. Further expansion will use
chatbots for sales, he said.

ICICI Lombard isusing its chatbot for sale of
policiesas well. “In the 6 monthssince our chat-
bot platform MyRA was launched in December
2016, we have received encouraging response.
Over 60,000 customers have utilized the chat-
botofwhich about 10% have gone on togetting
aquote fromus. We have also issued about 850
policiesthrough the chatbot,” said Sanjeev Man-
tri, executive director, ICICI Lombard.

Traditionally, queries are handled by human
agentsand there wasalwaysasmall possibility of
manual errors.

“Spok helps to minimise these and ensure a
standardised and consistent service experience.
It also gives us ability to handle volume spikes
effectively, without impacting turmaround times
for customers,” Rushdi said.
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-« WHAT CHATBOTS CANNOT DO

Most of these bots are work on NLP and hence
keep learning as they interact with more cus-
tomers. It is also possible that a bot responds
froma pre-indexed database of questions. How-
ever, for now, insurers are largely making the
bots face a customer only for tasks that have an
objective response. For instance, Spok readsthe
emails and categorises them intoauto-response
categories, if they are simple and the bot can
respond by itself. For more complex queries, the
bot looks in to the company’s internal database—
like product manuals and existing data—and
then givessuggestionsto the agents on how best
toaddress the customers’ questions. So, the bot
also helps agents to commit fewer errors.

MyRA lets you buy and renew two-wheeler
insurance policies. It transfers claim-related
queries to human agents, asanswering them s
more complex. At the same time, the insurer has
also started using MyRA to sell some complex
products like fire and burglary insurance to
smalland medium enterprises.

However, thisisstillan emerging technology.
“Expectingit to fully match human-like qualities
ininteractionrightaway islike expectingaone
yearold to run oreven speak fluently. Right now,
thetechnology isevolvingat a fast rate and soon
bots (will) get better with machine learning and
deep-learning algorithms that can infuse
human-like learning capabilities,” Marri said.




