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Competitive advantage

What’s the right
balance between

technology and
the human touch?


https://www2.deloitte.com/content/campaigns/uk/insurancetrends/insurancetrends/a-different-roadmap-for-growth.html
https://www2.deloitte.com/content/campaigns/uk/insurancetrends/insurancetrends/a-different-roadmap-for-growth.html
http://business.att.com
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Intelligent, relevant CX

“100% of commercial
ines insurers and
97% of personal
ines insurers have
a strategic initiative
to enhance the

customer experience”

SMA Research, 2020 Insurance Strategies and Priorities, n=58



https://strategymeetsaction.com/our-research/
http://business.att.com
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Tech challenges

As the popularity of robot automation, virtual assistants,

and augmented reality has grown, so too has the pace

and complexity of keeping up with customer expectations.
Policyholders expect their insurance company tech to mirror,
or at least support, the latest consumer devices and apps. The
need to upgrade is persistent as new iterations and solutions
become available.

Historically, insurers have employed a range of technologies

to support front-line workers (like field agents and call center
agents) as they communicate with customers. Now, companies
are including Al inside innovative applications for underwriting,
claims, marketing, and fraud detection to address customer
needs from a contextual framework. It's now possible for
incoming documents, inquiries, and responses to be analyzed
and delivered without the aid of a human expert.


https://content.naic.org/cipr_topics/topic_artificial_intelligence.htm
http://business.att.com
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However, while Al provides opportunities for
traditional insurers to modernize themselves,
implementing Al is not straightforward.
Traditional insurers could face challenges
integrating Al into their existing technology
due to issues such as data quality, privacy, and
infrastructure compatibility.


https://content.naic.org/cipr_topics/topic_artificial_intelligence.htm
https://www.business.att.com/learn/tech-advice/how-5g-will-enhance-the-finance-industry.html
https://www.business.att.com/portfolios/internet-of-things.html
http://business.att.com
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Data deluge

100.  30.

“Twitter’s 270 million users produce about
100 GB of data per day. A single autonomous test
vehicle produces about 30 TB per day, which is
3,000 times the scope of Twitter’s daily data.”

Informa / Wards Auto, 2019



https://www.wardsauto.com/technology/storage-almost-full-driverless-cars-create-data-crunch
http://business.att.com

Balancing act

The potential for insurers to help
customers reduce risk and improve
safety are tremendous. But what role
will humans play?

Conversations about data and automation have led to
speculation how many insurance jobs will be replaced by Al

in the future. PwC predicted in a recent report that 30% of
existing financial and insurance sector jobs could be at risk
of automation by 2029. But according to the Los Angeles

Times, “...robots won't necessarily replace so many human
workers. The [PwC] report highlights several economic, legal
and regulatory hurdles that could prevent automation,
even in jobs where it would be technologically feasible” The
feasibility question is a big one for insurers. Should they
automate customer interactions just because they can?

As the workforce transitions to a new mix of needed skills
and physical interactions, more of the customer experience
will likely be handled by Al, including via chatbots. What will
determine the optimal balance of human vs. Al interactions
per company?
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Customer expectations will likely decide how many jobs are truly
automated, and how many are merely augmented by automation.
Michael Bruch, Head of Emerging Trends at Allianz Global Corporate
& Specialty, predicts the future will include less “boring” and more

meaningful company-to-client interactions:

“You can say then the future
underwriter will be replaced by a
machine, but | wouldn't see that
being the case. We need new
expertise. An underwriter in 10
years’ time will most likely need
different skillsets. We will free up
time from boring tasks, but we
can free up time then for more
client interaction.”

Michael Bruch



https://www.pwc.com/hu/hu/kiadvanyok/assets/pdf/impact_of_automation_on_jobs.pdf
https://www.latimes.com/business/la-fi-pwc-robotics-jobs-20170324-story.html
https://www.latimes.com/business/la-fi-pwc-robotics-jobs-20170324-story.html
https://www.insurancebusinessmag.com/us/news/breaking-news/ai-and-automation-can-be-a-pro-and-con-for-businesses--allianz-95721.aspx
http://business.att.com
https://www.insurancebusinessmag.com/us/news/breaking-news/ai-and-automation-can-be-a-pro-and-con-for-businesses--allianz-95721.aspx
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Listen and learn

“Importantly, it's not up to
companies to decide when to enable, imitate,
or replace human touch during the customer

experience. Instead, companies must learn from
their customers and determine when each is
relevant for their customers.”

Accion



https://content.accion.org/wp-content/uploads/2018/10/1122_TechTouch-RO6-Singles.pdf
http://business.att.com

Emotional intelligence

The winners in the new paradigm
will be those who listen to
customers to understand their
desired blend of tech and

human interaction.
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https://www.theverge.com/2019/7/25/8929793/emotion-recognition-analysis-ai-machine-learning-facial-expression-review
https://www.pega.com/about/news/press-releases/consumers-failing-embrace-ai-benefits-says-research
https://money.cnn.com/2018/05/25/pf/annuities-bad-reputation/index.html
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Future value

““Incumbents possess great power
and responsibility with their
unprecedented access to large amounts
of consumer and business data.
Technology will enable them to carry more
empathy, underwrite better risk, and
unravel new ways to prevent it,
all while delivering value to ‘buyers’ in
yet-to-be-created business models.”’

Matthew Berkowitz, Capco
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https://www.capco.com/-/media/CapcoMedia/PDFs/Empathy-as-a-Northstar_Blog_FINAL.ashx

Taking action
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Significant differences across industry segments and the needs of those segment customers will require each insurer to
deploy a strategic set of transformational technologies — either for full automation or for augmentation of human experts,
depending on the situation. It's important to consider both business complexity and the need for human-to-human empathy.
A customer relationship strategy that uses tech to scale the value your brand is already known for can be a major accelerator.

Use technology to extend your unique empathy,
experience, and expertise to every customer.

Gain a deeper understanding of your
customers and their current CX journey. @

Identify the ideal use cases and customer )
journeys for each specific line of business {’&‘3 %
and business area.

Evaluate technology that provides
@ automated interaction, like chatbots, virtual
assistants, and augmented reality (AR).

Build awareness and expertise across your
teams in Al, machine learning, and other
automation technologies.

Discern what your customer engagement
data is telling you about adding more tech
or human empathy.

Engage with a trusted advisor who can help
you connect the value of emerging tech to the
customer experience.

Crafting an effective blend of people and technology is a journey itself, full of unknowns. For insurers willing to ask, listen, and

adapt, it can also be a path filled with opportunity and reward.
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AT&T Business is a trusted advisor to insurance professionals and a leading
provider of Edge-to-Edge™ solutions for , with more than
on the AT&T network.

companies have achieved with
our help? Check out our latest
customer success stories.

Want to learn more about q
the measurable results that )

. g


https://www.business.att.com/industries/finance.html
https://www.business.att.com/categories/design-develop-and-expand.html
https://www.business.att.com/industries/finance.html#kLA9OXyau8S5p595kC
https://www.business.att.com/industries/finance.html#kLA9OXyau8S5p595kC

