twimbit

Ultimate chatbot
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The information in this report is provided on an as-is basis. This

document is produced by Twimbit per date of research and writing

(September 2024) and is subject to change. The benchmark is prepared

solely for information purposes over a limited period to provide a
perspective on the market. All the data is derived and estimated by
Twimbit analysts via primary interviews and publicly available

information.
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Twimbit research
methodology

CX benchmark of healthinsurance BOTs @



Shortlisting Health
Insurance service
providers:

Shortlisted 10 domestic (Indian)
including 1 Indian aggregator and 3
international (Asian) insurance
service providers on basis of IRDAI
registered Indian General insurance
companies

Out of 10 Indian players only 7 are
evaluated as they have both types
of BOTs available

3 international players are not
included in benchmarking score
because of journey limitation and
BOT capabilities but best practices
areincluded

Comparative
analysis:

Performing 6 health
insurance journeys through
public website chatbot and
WhatsApp bot under 3
categories:

1. Customer onboarding

* Acquire a new customer

Issuance of policy

Conduct KYC
2. Customer transactions

* Renew a policy

Policy claims

3. Customer services

Policy servicing

&
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Framework creation:

Defining broad 8 key success
metrics

» Discoverability

* Pre-purchase experience
* Onboarding experience

+ KYC experience

* Ease of policy renewal

+ Ease of filing claim

* Policy servicing efficiency

* Overall BOT experience

— Twimbit approach — Benchmarking criteria and objective

°Ls

Scoring and evaluation:
Each factor will be evaluated
ona scale of 1-5, measuring
responsiveness of

. Availability

* Completion of journey

* Time taken

* Visual design

\wr

Benchmarking:

Weighted scores will be given to
identify the best BOT experience

Identified 32 CX innovation
opportunities to ace chatbot

journey
Provided independent

recommendations and analyst
opinion for improvement

twimbit



BOTs experience

1. Discoverability

o Ease of locating chatbot icon on Public website

o Easeoflocating WA bot iconon PW

2. Pre-purchase experience

o Number of health insurance types
o Benefits & features

o Inclusions/Exclusions

o Valueadded services/ Add-ons

o Insurance paymentsummary

3. Onboarding experience

o Allow to buy insurance policy and complete
journey

4. KYC experience
o Direct CTA to do CKYC/KYC
o Stepstodo CKYC/KYC

o Optionto perform KYC

5. Ease of policy renewal

o CTA to renew policy

6. Ease of filing claim

o Easeoflocating health insurance CLAIM CTA
o Information about claim procedure

o Defined steps/How to file claim

o Optionto track claim status

o Requirement of document upload

Note: These parameters willbe divided into certain sub-parameters and evaluating metrics

— A diagnostic framework to evaluate top insurance providers with

7. Policy servicing efficiency

o Direct CTA to download policy documents

o Download brochure
o Policy wording

o Proposal form

o Claimform

o Prospectus

o Download policy copy

8. Overall Bot experience

o Language selection option

o Option edit/update personal info.
o Customer feedback

o Menu bar

o Voice assistance

o Design and interface

twimbit



Leading 7 General
Insurance providers to ace
chatbot experience




— Top 7 general iInsurance players to ace chatbot experience in India

01 G W
02 e
03 e
04 e
05 e
06  reuance (EENEGD
07 G

Note: Other 3 Indian players included in benchmarking are Policy Bazaar, Digit insurance and TATA AIG.And 3 international playersinclude AXA, FWD and Shinhan Life. Only best practices of these 6 playersareincludedinthisreport. t i bit



32 CX Innovation
opportunities to ace
chatbot journey




Acquire a new customer

— 1. Humanize chatbot or create Al generated avatar

Discoverability Bajaj Allianz m Shinhan Life ICICI Lombard HDFC Ergo

Chat with us
CTA/labelon the
home screen
with no name for
BOT and
icon/image

Ease of locating chatbot
icon on Public website

Innovation opportunities

Remi with
Avatar and
animation

« Improve chatbot icon on Public Website (PW)

by either humanizing chatbot or creating an Al

generated avatar
» Display chatbot name

» Option to close chatbot icon

* Display ‘Hi, I am BOT, your virtual assistant’ or

a short message

Faith with Virtual RIA with Avatar DIA with
Avatar influencer - Avatar
Rozy Oh
[, ® Top Pick
(®)
(\_\9// Virtual Assistant
Reque‘s‘l’(‘;ll back
Hi, I'm Remi from AXA, can | help
you find something?
g s el
| can check your symptoms and
connect you to care.
Bajaj Allianz

Type response here

9@‘

ome insurance

Hi tharet I'm Faith,
Can | halp you?

FWD

Insurance ka
ho sawaal,
toh,

Femy

Uve Chat

HDFC Ergo

¥

ASK RIA

LIVE CHAT

ICICI Lombard
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Acquire a new customer

— 2. Improve main menu bar by providing more direct
options/CTAs with clear icons and labelling

Overall Bot experience Bajaj Allianz SBI General IcIcl HDFC Ergo
Lombard

<) Chat with SAKHI VA

5 BOING E s
" Customer Support Chatbot
Oungly g

Securing smiles for 10 Crore Indians. Discover the ruthR|

about us here

[ _

‘z Hi, 1am Sakhi. How may | help you?

choice to proceed further.

Menu bar Provides only 4 Provide 12 Provide 8 clear = Provide 12 =—
. . . Iam & and | can help you = ] =
main categories = clear CTAs CTAs with use clear CTAs o yourrrnce e usrs &g B % B
with no icons. with use of of different with use of rseinen) S ) | owe ] (e
different and icons different icons & A G =
large icons and e o e e
clear labels X
@:'_;ﬁ rsel
Tyr no
Innovation opportunities "=
Bajaj Allianz ~gErT——— O -)

Ask RIA [©) SBI G_e)l(’lel’al

To purchase new policy or service existing ones. DIA

* Improve main menu bar by providing more

detailed understanding of your

Hi, | am DIA, your Digitl Insurance Assistant from HOFG ERG(‘
will be very happy 10 belp you today

direct options/CTAs with clearicons and e o et
. g January 2024.
label.l.lng. Mon 12:04 AM

B3 Change language

2 © 10

How may i help you 7 )

- By Now Palicy Cog o
@ Buy new policy (Live chat) T Buy Now @) Policy Copy [:= N

¥ Poiicy Services | | & Policy Renewsl | | 3= Claims

@ Already a customer

» Eg: direct CTAs for buy policy, renewal, TR yem——
B4 Get Soft Copy #+) Port Heatth Poiicy | (B8] Become an Agent HDFC Ergo

claim, download documents, claim status, " Compite kv p—
KYC, FAQs, chat with expert etc

Renew Policy Locate us

Know our products

Type your message ...

ICICI Lombard twimbit



Acquire a new customer

—— 3. Introduce more language options on PW bot and provide a fixed
language icon

Overall Bot experience Bajaj Allianz Kotak Life IcIcl HDFC Ergo
Lombard

Language selection option

Provide only 5
language
choices

Only 2
language
options,
English &
Hindi

Innovation opportunities

Provide more language options based on
usage and customer demographic

An icon for languages can provided on
side of bot window or along side ‘Type
bar’ area

Only 2
language
options,
English &
Hindi

Provide 9
language
choices witha
stable ‘Aa’
icon side of
bot window

Kotak Life

= BONG g —e
2% Customer Support Chatbot
Ovngly yoer

[ 1
e —1 -

A very Good Evening to you from
Bajaj Allianz General Insurance &
Please select the language of your

fsun 913 PM

@ choice to proceed further
T

Bajaj Allianz

Kindly choose an option from the

menu below

Menu

@ My Policy(s) Information
B Request Statements
B Policy Document - Soft Copy

"8, View Fund & Bonus/Accumulation Value

& claims

Type here.

LG

0 oa

Hi, 1 am DIA, your Digital Insurance Assistant from
1 will be very happy to help you today.

(1]

How may | help you ? 1)

C ERGO Assistant

™ BuyNow | ([T Policy Copy ) | B e-KYC
£+ Policy Services £ Policy Renewal = Clajns

0 FAQ - Mobile App ) | & Download Forms | | @ Ldeald

+ Port Health Policy Become an Agent

[E5) Payment Status

\!_) Click on the microphone to speak 4

A

[rype your message

»

Ask RIA
To purchase new policy or service existing ones.

comprehensive breakdown of your
specific policy coverages. Do refer to
your CIS, included in your policy copy,
you can also access it on WhatsApp
and on our website for a detailed
understanding of your benefits!
Applicable for Health and Travel
Policies issued on/after 1st January

v 2024 ICI CI
o Lombard

® Change language

Fri 2:00 PM
Can you choose which language you
wish to proceed with?

2:00 PM

English &t (Beta)

. » twimbit



Acquire a new customer

— 4. Provide customer an option and ask whether to connect to agent
Instead of directly connecting on WA bot

Overall Bot experience Bajaj Allianz Reliance General ICICI Lombard

< 19 @ ICICI Lombard &

Help me understand what type of
policy you are looking for:

Allianz General Insura... &

t the Insurance type

Connects to Agent

Connects to executive
instantly without

asking customers for it

Ask to type 1 to
connect to live agent

Provide 3 options:
chat with advisor,
talk to advisor & call
back option and ask
first instead of
directly connecting
toagent

Health Insurance
Thank you for your time @ Let me

connect you to our customer care
executive. One moment please

Your ticket has been assigned to
our executive now.

no

vhat type of policy

#8 Health

Choose any one from the options
below:

don’t connect

no

< 118 Z=" Reliance General Insurance &

4. Health Greetings of the day. Thanks for

showing interest in Bajaj Allianz

Innovation opportunities

General Insurance Company. My Just checking, not to rush.Are we

Name is Ashish Zodage (E.Code
206156) assigned as your
RELATIONSHIP MANAGER at Bajaj
Allianz General Insurance
Company. How may | help you
today ?

—+

Reliance General Insurance

*  Provide and Ask customer whether to:

LEENG]

GCreat, let's get started!

1. Chat with advisor
2. Talk to advisor
3. And other options like, call me back e

Please provide your email

Please help me with your name

Bajaj Allianz ICICI Lombard

Let me transfer you to our
representative to assist you
1. Connect to Live Agent

Reliance General twimbit



Acquire a new customer

—— 5. Provide and display various types of health insurance options
either in form of drop-down list or bullet selection via PW bot

Pre-purchase experience Bajaj Allianz HDFC Ergo SBI General

Provide total of 8

Number of health insurance
types

Innovation opportunities

* Provide various health insurance types
and categories for customers to choose
from while taking purchase decision

Provide 3 types
of health
insurance plans

» Offer customize policy recommendations

according to customer needs

Provide around

9-10 health types of health

insurance insurance to

options choose from
with a drop-
down list

<) Chat with SAKHI V

Here's our lst of Products for you to
choose from
OOcD

Health

11:41AM

Great choicel Now, select aProduct
Name:

Choose fromthe following ¥

Search

Arogya Plus

Arogya Sanjeevan Policy

A Typeyourquestionhere

SBI General

DIA

RGO. |

=] lﬂ. Fe 3

=
=
=

HDFC
Ergo

Hi, | Uv L);ll\
E

How may i help you ?

ce Assistant from HOFC

n , 24 Jun , 1:37 PM &

don , 24 Jun , 1:37 PM &

Here are the options for Health Insurance plans

% Top-Up Insurance

% Health Optima Restore &

S.:A Click on the microphone to speal

(Choose from the following v\

Search..

ATOYyd Fius Folcy

Arogya Premier Policy

Arogya Top Up Policy

Critical lliness

Group Health Insurance

So Rashika, have your made up your mind
9 about the product?

Please select the product name from the

Q list below.
vikd 6:20 PM

Reassure Reassure 2.0 Aspire
GoActive HeartBeat

Health Recharge Health Pulse
Accidentcare Criticare

Money Saver Top Up

& [ype your message

Niva Bupa

@

twimbit




Acquire a new customer

— Provide and display various types of health insurance options

either in form of drop-down list or bullet selection via WA bot

< 16 Q PolicyBazaar @ < 16 e PolicyBazaar @ < 16 Q PolicyBazaar @ < 118 HDFC ERGO General Insura... @ < 118 IRES HDFC ERGO General Insura... @

AgIe die Ui Wwp o pians .
us, let us know which type of If you wish to buy directly from

profile, please click the link & insurance you would like to buy? us, let us kne vhich type of
ort h fort otk insurance you would like to buy?

J .ype Aicnaraciorioseloct an To Go Back to Main Menu press #
option

To Go Back to Main Menu press #
« to Go back to the previous step
Please select your gender # to Go back to main menu
Insurer: Care Health NMore Product
Plan Name: Care Supreme - Value | g : ;
Vore Product

Cover:  5,00,000.00 ‘ RIS
Please wait while we are fetching Premium: ¥ 687.00/month
the plans matching your profile

I PolicyBazaar

Female

Ne thank you for choosing HDF(

Here are the top 3 plans nsurance need

xisting customer and have

3 Health Suraksha

Bupa, . Health
nivo il

Insurer: Star Health Select Product Type Optima Restore
Plan Name: Star Comprehensive
Insurer: Niva Bupa (formerly Cover: % 5,00,000.00
Insurer: Care Health | Premium: ¥ 974.00/month
| known as Max Bupa) . . Topup
s = To Go Back to Main Menu Press #.
Plan Name: Care Supreme - Value | Plan Name: Aspire Gold+ (Direct)
Cover: ? 5,00,000.00 | Cover: 2 5.00.000.00
Premium: ¥ 687.00/month Premium: ¥ 807.00/month

Kindly select from below options :

Critical lliness

go to main menu

I C @9

Policy Bazaar — Provided 3 health insurance types with clear information about cover HDFC Ergo — Provides 4 type of health insurance
and premium

twimbit

Note - Number of health insurance types not available for Bajaj, HDFC, ICICI, Niva Bupa, digit, Reliance, TATA, Kotak .



Acquire a new customer

—— 6. Allow BOT to provide benefits & teatures of health insurance
types with icons and CTA to “read more” instead of connecting to

llve agent
® Top Pick

Benefits & features N/A Clear benefits and
features with icons ﬂ DIA - x ! 0 on -
are by provided by & Your HOFC ERGO Assis Sy Yot HDEE ERGQAsStt
BOT itself with |

Inpatient Hospitalization a

option to read more. Self =
,4 Pays for hospitalization expenses like nursing, bed
charges, ICU, doctor fees, Opertaion theatre charges etc
Sum Insured Read More
15 lacs v
Pre & Post Hospitalisation
A
ge Pre and Post Hospitalization''Complete coverage 60
23 days prior & 180 days post your hospitalization. This
Read More
Innovation opportunities et
455001 Double Sum Insured at no additional cost
Mobile Number 2X Double Sum Insured at no additional cost','Our policy
. . provides upto 100% No claim bonus; 50% per claim free
» Allow BOT to provide comprehensive raTea0442 o
details about policy type, its features, Email
. P We've got you covered, always!!!
gg@gmail.com
b en eflts é Our policy comes along with a restoration benefit. Which
m means, even if you use the full sum insured, we will
Read More
* Provide link or CTA to read more 0
X While | get the defails, here are some important product Tax Benefits
offering Q By the way, all health policies are eligible for tax benefits
° Use of Icons and In |tut|ve d e$|gn under Section 80 D of IT Act. Upto Rs. 25,000 sr F:r;ny
ead More
B Double Sum Insured at no additional cost 8
@ Click on the microphone to speak 4 /ﬁ‘ \_.g Click on the microphone to speak 4 /ﬁ‘

HDFC Ergo

twimbit



Acquire a new customer

— /. Provide direct CTAto go back to main menu on WA bot in case
of unsuitable options or after every response

Overall Bot experience Bajaj Allianz HDFC Ergo ICICI Lombard

To go back to main

No direct CTA available
to go to main menu for
new customers. Direct
CTA available to go to
menu, only available for
the existing customers

Menu bar

Innovation opportunities

* Allow new customers also to go back to
main menu

* Or CTA to exit/Refresh chat

menu press #

< 16 ICICILombard@

¥ Check Claim Status

I am unable to locate any policy
linked to

Let's get started, choose one of
the option below:

Just checking, not to rush.Are we
connected? To Continue click
below:

Looks like you are otherwise
occupied. If you require
assistance, you can always
connect with me.

+

ICICI Lombard

< 16 ° Bajaj Allianz General Insura... @
number in the format : OG-XX-
XXXXXXXX-XXXXKXKKK | XX O Sy et

go to main menu

4

X Policy Services

Direct CTA available
to go back to main
menu

Email Policy PDF

Modify Existing Policy

Policy Summary

Securing smiles for 10
Crore Indians. Discover

8 4
the truth about us here: 80D Copy

< 118 RS HDFC ERGO General Insura... @

Submit KYC
Claim Services

Kindly select from below options Raise a complaint

Go to Main Menu

For existing
customers only

To Go Back to Main Menu Press #

Bajaj Allianz

Claim Status

It seems you are not messaging
from your registered mobile
number. If you are existing
customer, please provide us with
your 10 digit registered mobile
number to address your query
quickly.

To Go Back to Main Menu Press #

HDFC Ergo o
twimbit



Acquire a new customer

—— 8. Provide direct link or a OR code that redirects to WA bot chat
Instead of just displaying number on PW

. s _ . . " = IladourAp_p Yet?
Overall Bot experience Bajaj Allianz m Policy Bazaar SBI General e Ca e

Ease of locating WA bot icon Only number, does WhatsApp no. WhatsApp icon Clear WhatsApp
on PW not redirect to available on available on icon available on
WhatsApp chat public website public website PW, that redirects
with a direct link that connects to WhatsApp chat K=
to WhatsApp chat Whatsapp chat WATCHOUR SURAKSHA AUR
directly o ‘ SBI General
CustomizeYour Plan
Innovation opportunities & Get QuoteWithin
Seconds
Begin your journey to a secure future!

Become an Agent Resources v/ English v ‘ Support A

» Provide QR code and redirect customers o
directly to WhatsApp chat instead of just Q i B & o

nce Term pl icies

.9 0
providing number on website $ ownload Polcy e
@373
£ * Download Digit App
o Viewpl (2] Gethelp
© Pending Actions
Manage communication
&J
=) | B (& 7 Eapolicy @ reterences
cial  Travel Home More +  Check Policy Status 2. verity your advisor
— eR—
Mobile Number ‘ © '! b 2} ()
1800-258-5956
+91 © ® NS
‘ment Plans Car Insurance 2 Wheeler Insuran ce
T hello@godigit.com Connecton tores Requesta
@ p— Wnataasn —yo  ouled
‘ ©® 7026061234 ﬁ M ~ 5
Our WhatsApp number cannot be
sed for calls. This is a chat only MeedRewm  Child Savings Plans Retrementplan 07 Senice:1900258.5970 L5
Plans -
m) Claims: 1800-258-5881
( View ol products
k) an

twimbit



Acquire a new customer

— 9. Provide voice assistance feature by enabling audio/verbal
ability and option to turn it oft

Overall Bot experience Bajaj Allianz _ SBI General ! TOp Pick

Voice assistance Has voice assistance, Bot provides voice

Bot ask if customers assistance at opening ONTACTLS t e

want to continue with  screenitself l
audio o

RMCOVER WELLBEING MEMBERS LOGIN
it
(o3
&
w
. ez e le!

Innovation opportunities &

» Provide voice assistance in various
languages

» Use of speaker icon and,

» Ask question ‘whether to continue with
audio’

&

o . l’f\; A .

L] .
Note: HDFC Ergo BOT also provides voice assistance but it’sa heavy voice SBI Ge neral. tl.lllm blt




Acquire a new customer

10. Enhance purchase journey design with use of icons, different
colour schemes tor option selection or information display

Overall BOT experience Bajaj Allianz SBI General ICICI Lombard HDFC Ergo

Design and interface

BOING
9
&) Cimtomer Support Chatbot

=
Cuingly gours

Securing smiles for 10 Crore Indians. Discover the tuthA

about us here

Sun 9:36 PM v

lam BOING & and | can help you
with your insurance related queries.
@ How may | assist you today? ss

un 9:36 PM

Type yoflumessag

Bajaj Allianz

Use of iconography not

done for option

selection or information

display

Ask RIA [©)
To purchase new policy or service existing ones.

detailed understanding of your

benefits! Applicable for Heaith and

Travel Policies issued on/after 1st
g January 2024

& Change language
& Buy new policy (Live chat)
& Already a customer
M Get Soft Copy

=] Complete KYC

B Renew Policy

Locate us

Know our products

2

ICICI Lombard

Proper use of
iconography done for
option selection or
information display

L D) Chat with SAKHI v X

a Hi,1am Sakhi, How may | help you?

]

= DALY
d B B B
i ® © @
Dt
s )| ot B g | |
45 =B
= & S i
s=
s 0 =1
Ve
oo | | e | | wosiraan | | cusisunatin
=7
s
— e | B e
Roee i
i

10

M Typeyourquestionhere

SBI General

Proper use of
iconography done for
option selection or
information display

Proper use of
iconography done for
option selection or
information display

! Top Pick
ﬂ DIA - X

Q Hi, | am DIA, your Digital Insurance Assistant f HD:GERGO ;Q]
i, 1 am DIA, your Digita Insurance Assistant from

QD]A - X

Pays for hospialzation expenses like nursing, bed

1 will be very happy 10 help you today
charges, ICU, doctor fees, Opertaion theaire charges elc
Q Road More
How may | help you ?
¥ | help ) o
Pra & Post Hospitalisation
Pre and Past Hospitalzabon "Complete coverage 60
W By Now Policy Copy | ( B8 e-k¥C days prior & 180 days post your hospitalization. This
Read More
3 Policy Services | ( & Policy Renewal | ( = Claims

Double Sum Insured at no additional cost

0 FAQ - wobleApp | {  Download Forms ) ( @ Locate Us 2)( Double Sum Insured al no additional cost,'Our policy
provides upto 100% No claim bonus; 50% per claim free
#) Port Health Policy ) ( 2 Become an Agent Read More

B3 Payment Status .
g We've got you covered, always!!!
Qur policy comes along with & restoration beneft. Which

means, even ff you use the full sum insured, we wil
Read More

Tax Benefits
Q By the way, all health policies are eligible for tax benefts
under Section 80 D of IT Act. Upto Rs. 25,000 for Family
Read More

LC N

»

@ Click on the microphone to speak 4

HDFC Ergo

g DIA

0 Oh cooll Just give me & few detaits lo create a pian best suited
-

foryou

e an’
o ¥

Self Family

nd 4 children

elect Adult Members
0 seif
|0 Husband O wite
|0 Father O Mother
elect Children

|0 Daugtner1 O Daugther2
0 son1 O son2

y Famil - Our policy covers 6 members, max. 2 adults

\!) Click on the microphone fo speak

4

Aa

@A

twimbit



Conversion to policy issuance

— 171. Eliminate asking customer question about how can an agent help

after chat being redirected to agent

. . . e nrs @ Abdul M .
Onboarding experience Bajaj Allianz N N e

Securing smiles for 10 Crore Indians. Discover the truti

Connects to Agent Chat with us CTA/label on the home screen about us here
with no name for BOT and icon/image Cllck here DOWNLOAD
Company. How may | help you )
@ Please select the Insurance type. today ?

Sun 9:39 PM
@ How may | help you today ?

Sun 9:39 PM
Sun 9:39PM v
| want buy a health insurance
Thank you for your time & Let me
connect you to our customer care Sun 9:41PM v
. o e executive. One moment please
Innovation opportunities , _ s
Your ticket has been assigned to
executive now. May | know Age Of Insured
. . Persons, Pin Code & City Name
» Auto-fetch chat history and continue to — !
solve query instead of starting chat _
1 Type your message
again == ’ 24, 208027 Kanpur 4
Bajaj Allianz

twimbit



Conversion to policy issuance

— 12. Use of more iconography while displaying insurance types for

WhatsApp Bot

Overall BOT experience Bajaj Allianz _ ICICI Lombard Policy Bazaar

Design and interface Proper use of Proper/clear use of
iconography notdone iconography done
while displaying while displaying
insurance types insurance types

Insurance Options

Select Option

Term | 9 Car Insurance
Insurance Type erm Insurance

Health Insurance <8

Bike Insurance
Health Insurance

Car Insurance <%

Home Insurance Commercial Vehicle Ins

Two-wheeler Insurance s
Motor Insurance
Health Insurance

A

Investments 3%

Travel Insurance

International Travel

Others I

Home Insurance

Bajaj Allianz Policy Bazaar Digit

Proper/clear use of
iconography done
while displaying
insurance types

Proper/clear use of
iconography done
while displaying
insurance types

< 15 ﬂ ICICI Lombard @

Options

<% Motor/ 4 wheeler

=== Bike/ 2 wheeler

@8 Health

# Overseas Travel

M Home

3 Personal accident

ICICI Lombard

twimbit



Conversion to policy issuance

— 13. Provide list of ditfferent suitable health insurance plans with info.

about policy sum insured and premium on WhatsApp itself

Pre-purchase experience Bajaj Allianz Policy Bazaar

Number of health insurance No information aboutinsurance plans List of different suitable health insurance plans with info. about

types on WA bot policy sum insured, cover and premium provided — call back,
chat with advisor option provided — for detailed product
information click the link

<17 @ policysazaar® <117 @ policysazaar@
Innovation opportunities =
* Provide list of different suitable == —
health insurance plans with info. - - e —
about po[|cy sum insured and :zti;?:;::::;izﬁ::ertocV::g pan o il :‘a‘:\wr\:‘ana::e,:ﬂ::p?;pzloldd-(Direct)
premium on WhatsApp itself ol i e

Care Health
Care Supreme Direct

option
,00,000.00 Click for detailed product 2

LUK 610.00/month information and to proceed further * to Go back to the previous step

Select Plan

care » Polic
ALTH IN p R To view all plans matching your
x 2 profile, please click the link &
nsu
a

Or type a character to select an

# to Go back to main menu

Policy Bazaar

twimbit



Conversion to policy issuance

— 14. Allow customer to buy policy via PW bot instead of connecting

to agent so early

Onboarding experience Bajaj Allianz HDFC Ergo

Option to purchase policy After selecting ‘buy new policy’— BOT ask for

personal details like name/phone number—
selectinsurance type — and chat gets
transferred to agentinstantly

Innovation opportunities

* Allow customer to buy policy via PW bot
instead of connecting to agent so early

@) Abdul Maaz g e
Support Agent
Gy

Securing smiles for 10 Crore Indians. Discover the trutht

about us here

@ Please select the Insurance type.

Sun 9:39 PM

Health Insurance

Thank you for your time & Let me
connect you to our customer care
executive. One moment please

Your ticket has been assigned to

@ our executive now.

Sun 939 PM

Bajaj Allianz

BOT allows to customer to buyinsurance

Direct CTA to buy now — policy category — health policy type — policy benefits
with CTA to read more- — Bot then ask to provide information about members
covered and few other details like email mobile no./OTP — provide quote for
various policies with clear information about premium and CTA to buy now and
call back — then generates interaction number

] .
CLAM v L]
0 o - x 0 on - x A
- - i _ a DIA - X
o w Hi, 1am DIA, your Digital Insurance Assistant from HDFC | - Assistant N
Hi, | am DIA, your Digital Insurance Assistant from HDFC EHGO " ERGO. 1 will bo very happy to help you today. - ‘-ﬂ_ :
1wl be very happy to help you foday ue, 29-4un , 323 ‘“‘ﬂ
9 y 9 ﬂ Here are the opbons for Health Insurance plans
How may i help you ? ) - il o

e’ How may i help you ? )
W may i el y
W Health Optima Restore

o Palicy Copy 2KYC =
W suyNow ) | D) Policy Copy | (I e Tue, 25, 323FM o

Mon , 24 Jun , 1:37 PM &

(b
-
@
£

i, Good Afternoon, | am Dia and | can help you buy a Health

a Hiwhat would you ke o secure?
- Insurance policy

¥ Folicy Senices | | & Policy Renewal | [ 2 Claims

0 FAQ-Mobile App | | ok Download Forms | | 9 Locate Us

+/ Port Health Policy | | (85 Becoms an Agent By the way, can also recommend the most suited plan for you
@ Tyt nowt

at Status Mon , 24 Jun , 1:37 PM &

Q Here are the options for Health Insurance plans How would you like to be called?
-"

S0G, 'd ke to know how would you like to proceed?

# Health Optima Restore | | g Oplima Secure

@ 1 need help to decide the plan
A% Top-Up Insurance -

A
Q give me more options K

»
»

@) Click on the miczophone to speak 4 @ Click on the microphone to speak 4

HDFC Ergo . .
twimbit



Conversion to policy issuance

—— Allow customer to buy policy

agent so early — HDFC Ergo

@ Top Pick

A Inpatient Hospitalization
=
A Pays for hospitalization expenses like nursing, bed
charges, ICU, docior fees, Opertaion theatre charges etc
Read More

Pre & Post Hospitalisation
Pre and Post Hospitalizabion”, Complete coverage 60
days prior & 180 days post your hospitalization. This
Read More

Double Sum Insured at no additional cost
X Double Sum Insured at no additional cost"Our policy
provides upto 100% Mo claim bonus; 50% per claim free
Read More

We've got you covered, always!!!
Qur policy comes along with a restoration benefit Which

means, even if you use the full sum insured, we wi
Read More

Tax Benefits
Q By the way, all health policies are eligble for tax benefits

kel Secion 0.0 g T A cio B 02 0

Read More

44

Click on the microphone to speak

=

Oh cooll Just give me a few defails to create a plan best suited
for you

8 %

Self Family

My Family - Our policy oovers 6 members, max. 2 adults
and 4 children

Seect Anult Members
O seif

O Husband 0O wite

O Father O Mother
Select Children

O Daugthert O Daugther2
O sont O 'son2

a4

@ Ciick on the microphone to speak

via PW bot instead of connecting to

details fo get going!

Sum Insured
5lacs

BAge
2

Pincode
455001

Mobile Number

T470320442

Email
go@gmail com

!) give me more options

Oh cool G this makes it very easy to help you | need just a few

Family

m
4

@

Family Income:

Upto 5 lacs v
Pincode

208027
Mobile Number

8604867381
Email

asdigh@gmail com
o

OTP has been sent to your mobile number 86:0000000¢

Please enter 6-Digit OTP

You can resend OTP in 02:58

Q Click on the microphone to speak 4

A

[C ]

Simply choose the plan you like, make payment and get your

policy instantly* (*Non PPC case)

Optima Restore
When it comes fo our family, we are often protective for
their health, happiness,... Know

Coverage - § lakh Cover

Highlights
100% Restore Benefit

0]
2X Multiplier Benefit @
®

0 No sub-limit on room rent

$14,185
Annual Premium ingiusive GST
Avall EMI aptions from your card issuing Bank

You pay just T 39 per day to secure yourself and your

family's health __All this and more at the cost of a L]

Buy Now Call Back

Ciick on the microphone to speak

»

o

Avail EM options from your card issuing Bank
You pay just T 39 per day 1o secure yourself and your

family's health Al this and more at the cost of a L

We have taken your request. Your interaction number for this
transactions is 86868589 We will process your request shortiy

Do you want to centinue?

o

Tue, 11Jun, 1248 AM &

o

How would you rate the quality of resolution provided by me?
IBanEnanonn

B Poor Average W Good

@ Click on the microphone to speak 4 ﬁ‘\

twimbit



Conversion to policy issuance

— 15. Allow PW bot to provide comprehensive information about

policy types with it’s benefits and features

Pre-purchase experience Bajaj Allianz HDFC Ergo ! Top Pick

Benefits & features Bot does not provide any information Direct CTA to buy now — policy
about policy types and benefits/ category — health policy type — policy 0 o -
features benefits with CTA to read more — = - -
benefits provided by the BOT itself Inpatient Hosptalization

=
== Pays for hospitalzation expenses like nursing, bed
charges, ICU, doctor fees, Opertaion theatre charges etc
Read More

Pre & Post Hospitalisation

Doﬂ Pre and Post Hospitalization',Complete coverage 60
days prior & 180 days post your hospitalization This
Read More

Double Sum Insured at no additional cost

ZX Double Sum Insured at no additional cost,'Our policy

Innovation opportunities i 5, 1 e

» Allow PW bot to provide comprehensive f) We've got you covered, ahways!!
. . . . Our policy comes along with a restoration benefit. Which
Info rmatl o n about pol ICy types Wlth means, even if you use the full sum insured, wa:;: o
benefits and features .

Q By the way, all health policies are eligible for tax benefits
under Section 80 D of IT Act. Upto Rs. 25,000 for Family
Read More

\!J Click on the microphone to speak 4 ﬁ

HDFC Ergo

twimbit



Conversion to policy issuance

16. Allow BOT to provide information about sum insured and

premium details include tax and discount it any

Onboarding experience Bajaj Allianz HDFC Ergo

Insurance payment summary Payment summary details is

provided by support agent not
BOT

Innovation opportunities

* Allow BOT to provide information about
sum insured and premium details
including tax and discount if any

In-detail information about
policy and payment summary is
provided by BOT with no agent g"""
intervention with CTA to buy - %
now and call back SOy oL ARR

S  Abdul Maaz
= Support Agent

pownoAD )

0 B®

* kN

17.Family Visit
18.Consumable Expenses

| Initial Waiting period 30 days
Pre-Existing Diseases 36 months
Specified disease 24 months
Maternity Expenses

36 months

Hello

5L SUM insured = 12,778 INR Cost

12778

abdul. maaz01@bajajallianz.co.in

rTy[)e your message

L

Bajaj Allianz

Simply choose the pian you like, make payment and get your a
olicy instantly” (*Non PPC case)

3

_Recnmmmled
Optima Restore

When it comes fo our family, we are often protective for
their health, happiness,... Know More

& over- 8.8

Coverage - 5 lakh Cover *.‘

Highlights

100% Restore Benefit ®
| 2X Multiplier Benefit Q)] =<
') (5]
& Nosub-imit on room rent 0

14,185
Annual Premium inciusive GST
Avail EMI optons from your card issuing Bank

You pay just 39 per day to secure yourself and your

family's health Al this and more at the costofa @

Buy Now )\ Call Back

»

Q Click on the microphone to speak 4

HDFC Ergo

twimbit



Conversion to policy issuance

— 17. Provide clear CTA to buy now or get a call back after all the

Information is provided WhatsApp bot
| Onboarding experience | BajajAllanz | Digh | ICICI Lombard |

< 116 @ ICICI Lombard @

Chat with agent No clear CTA for Noclear CTA for = After selecting
chat with agent or chat with agent policy type —
get a call back or get acallback = provides options
provided by WA provided by WA like chat with
bot bot advisor, talk to Ehooss any.ore fromitho.optioris

. below:
advisor, call me

back

Innovation opportunities

» Provide clear CTA to buy now or get
a call back after all the information is
provided WhatsApp bot

ICICI Lombard

< 4t Digit Insurance @
you.1ap on insurance vpuons o
proceed

Health Insurance
Stay safe with Digit! &

I'm glad to know that you want to
insure the most important asset-
your health! | will arrange a
callback from one of our expert
consultants to assist you in buying
health insurance. Also, our hours
of operation are from 10 AM to 7
PM. In the meanwhile, you can also
visit us on

for more details.

Always at your service, Aria

Digit

twimbit



KYC (Know Your Customer) Process

—— 18. Provide direct CTA to do KYC/CKYC

KYC experience Bajaj Allianz SBI General ICICI Lombard HDFC Ergo

KYC/CKYC experience No direct CTA available for Provides clear CTA for Direct option to complete Provides clear CTAon
KYC. Need to click ‘Service CKYC with icon Provides KYC bot opening screen to
assistance’ — Submit KYC clear CTA for CKYC with do KYC/e- KYC

icon

BOING
Customer Support Chatbot

DIA T

5 BOING E —
€ Customer Support Chatbot
Cuingly yr

Securing smiles for 10 Crore Indlans. Discover the ruthA

Ask RIA e) Chat with SAKHI
To purchase new policy or service existing ones.

Ciow may lessictyou a2 53 Hi.| am DIA, your Digial Insurance Assistant from HDFC ERGO Kigg

o oo

detailed understanding of your
about us here 1 will be very happy to help you today. benefits! Applicable for Health and a Hi,1am Sakhi. How may | help you?
Tue 1225 A 11:22AM
© L Travel Policies issued on/after Ist :
Service Assistance How may i help you ? ) g January 2024 _ _
] [' BUY =
9 Mon 12:04 AM @:; ©), b 9) @
choice to proceed further. Tue 1226 AM v /=] ===
Dowrioad
Please select the Service ' BuyNow ) () Policy Copy ) (B8 ekYC EB Change language Dowrioad Policy Documents Buy Policy Renew Policy

Iam BOING < and | can help you @

Assistance %
with your insurance related queries. tYpe

£ Policy Services ) { & Policy Renewal | ( = Claims

: Buy new policy (Live chat) i =
@ How may | assist you today? ** Tue 1226 AM @ Bwy poliey{ = §L:_I & e=
0 FAQ - Mobile App ) ( & Download Forms | (@ Locate Us L o=t
Fri 220 PM Q9 ® Already a customer Vehicle
= Inspection LocateUs ProductFAQs | Claimintimation
#) Port Health Poiicy | ( @3 Become an Agent
gr M Get Soft Copy
&3 payment Status N —
CB Submit KYC ) [5] Complete KYC % @ E:_':ﬂ
Check Claim
@ Renew Policy Locate us o UnkEA bl
g Know our products

Chatwithan

Type your message

Type your message

Q Click on the microphone to speak 4 A Typeyourquestionhere ) °

»
@
2

Bajaj Allianz HDFC Ergo ICICI Lombard SBI General
twimbit



KYC (Know Your Customer) Process

— 19. After fetching policy details, provide a box to input fields like
PAN and DOB and tick box tor agreeing to T&C to reduce prompts

and drive engagement g~ .. -

Qo ;
H e _ . . g ‘i:\‘u\t‘Jhlgvi‘w\és!»\ide\a5Iacwa!&duanbes\su\ed Q I‘D;::::aﬂgi\‘;:"‘:*fwvweasrmlw‘nvnu\we-ﬂ\usmw ﬂ
KYC experience Bajaj Allianz HDFC Ergo "
L IR gu [ ] 3 n.e

KYC/CKYC experience Enter PAN no. - DOB - Tick box provided for [ - G g el

agree to T&C - digital KYC selecting family members : =

. . My Familly - Our policy covers & members, max. 2 adults s
details validated St o 3 ‘ HDFC Ergo

Innovation opportunities

» Instead of asking individual response D M D oom D g-—.
many time, BOT can provide a box and . Lo
ask customer to input various details and
submit once just like DIA does.

Securing smses for 10 Crore Indians. Discover the wuthR
bout us here

Please provide me your Date of

@ Binh (Formet DOMMYYYY) Bajaj Allianz

12-6403-0000019862-11
Thud12PM
MY
24/081977
e help me with your PAN
@ N mbev TudsM v
Thu 412 PM . A
N . N )
' @ -
pk0992 4 %
Tha 413PM

twimbit



KYC (Know Your Customer) Process

— 20. Provide step-by-step instructions for pertorming KYC or link to
website that provide information about ‘how to do KYC’

KYC experience Bajaj Allianz HDFC Ergo

KYC/CKYC experience

No information provided on

'how to do KYC’

Innovation opportunities

* Provide step-by-step instructions for
performing KYC or link to website that

provide information about ‘how to do
KYC

Direct CTA for e-KYC - Link
to ‘to know KYC process’
detail - step-by-step
instructions on how to do
KYC available

4 DIA -

oWy e you ¢

Tue, 11Jun, 12:49AM

As per recently issued IRDAI guidelines, KYC is mandated for
all existing and new insurance customers. For a hassle-free Step 2

policy sel ience, we request you to complete the Rprepom seYts K osfer by ke by
KYC pro policy. Please Click Here for eKYC
process details. catus will be displayed a5 below
&2
the proposer’

For eKYC FAQs

Note: Proposer of the policy is the person, who pays the
premium for the policy & is required fo carry out the e-KYC

@J Click on the microphone to speak 4

»

HDFC Ergo

twimbit



KYC (Know Your Customer) Process

—— 271. Provide separate FAQ section for KYC

KYC experience Bajaj Allianz HDFC Ergo 9. o O - -

e - EKYC FAQs
Aa search here
. . .
KYC/CKYC experience No FAQ section for KYC Direct CTA for eKYC FAQs
eKYC What is KYC? Vi
available
Tue, 11 Jun, 12:49 AM & Is KYC mandatory for all customers? v
As per recently issued IRDAI guidelines, KYC is mandated for Is it required at ‘Insured’ level or ‘Proposer’ level? v
all existing and new insurance customers. For a hassle-free
policy servicing experience, we request you to complete the When does KYC apply? L2
KYC process for your policy. Please Click Here for eKYC
process details. What will happen if someone does not provide the required KYC Vv
information / documents?
For e-KYC FAQs What is effective date of guidelines? v
Where to submit the documents for verification of KYC? v
Note: Proposer of the policy is the person, who pays the
premium for the policy & is required to carry out the e-KYC Nead to any.new app o HVce b
. e 0 process.
I n n ovat I o n o o rt u n It I es What are all the documents / information required for KYC b g
verification?
. . a What is a unique reference number provided to customer after
? completion of ‘KYC'?
* Provide separate FAQ section for KYC DX ORI A
== == How can one find out his ‘Pehchaan ID' from ‘Pehchaan’? N

U eries w/Yes ) \'No 3
q )(ro

»

Q Click on the microphone to speak 4

HDFC Ergo

twimbit



KYC (Know Your Customer) Process

—— 22. It Botis unable to perform KYC, then provide link that redirects
to website for completing KYC

KYC experience Bajaj Allianz | SBIGeneral | ICICILombard

Hi,1am Sakhi. mm.ylmywr

KYC/CKYC experience Bot can perform

KYC with PAN
card and DOB
details

Innovation opportunities

» If Botis unable to perform KYC, then
BOT can provide link that redirects to
website for completing KYC

Redirects to
website for
KYC

Provides a link
and redirect to (%;%‘ (e
website where g} | e
various methods
todo KYC online

L%Hs

are available :
£)
nO

0 Ask RIA

«J Topurchase new policy or service existing ones.

detailed understanding of your
benefits! Applicable for Health and
Travel Policles issued on/after 1st

ﬁ January 2024
Mon 1204 AM
[ Change language
& Buy new policy (Live chat)

® Already a customer

KYC verification

(FAQ
Poastracs

=

& &
it e

B Complete KYC

AM v

Let's get started, choose one of the

M Get Soft Copy g option below:
% Complete KYC Mo Z0RAM

Policy Number | | Mobile Number
Renew Policy L %

2

ICICI Lombard

Vehicle Number

»

Ask RIA

SBI General

To purchase new policy or service existing on

KYC, now at your fingertips!

-
a7 B L
R - ||

Got it! you just need to update your =
KYC by using below link

Make sure you comy

plete your KYC
successfully. Thank you!

Is there anything else | can assist you
with?

Yes No

2

¥

twimbit



KYC (Know Your Customer) Process

— 23. KYC experience (WhatsApp bot): Use of more iconography

KYC experience Bajaj Allianz ICICI Lombard SBI General

KYC/CKYC experience

Lacks
iconography on
WA bot

Innovation opportunities

Proper use of
iconography

* Use of more iconography on WhatsApp
bot for KYC experience

Proper use of
iconography

Explore Options

Locate Us!

Policy Services

Submit KYC

Claim Assistance

Renew Policy

Buy New Policy

Travel Extension

Other Query

Bajaj Allianz

Service Menu

Get Soft Copy ﬁ

All About Claims &

Update policy detail N\

Request Status @

Complete KYC |l

Renew policy @&

Locateus T

App Related Services

Know our products [l

+

ICICI Lombard

Select Option

Download Policy
e

Claim Assistance
2

Make a Change in Policy
=

Renew Policy

Cyber Policy
-

Locate Us

Submit KYC
v

Check Free Credit Score

SBI General

twimbit



Policy Claims Process

— 24.Shorten text on CTA while selecting policy type category for
registering claim and use of icons to dittferentiate

Claim journey Bajaj Allianz SBI General

Ease of locating health Lacks Provide clear and — _.
insurance CLAIM CTA iconography on short CTA for Customer Support Chatbot
WA bOt Cl.aim regiStratio n Securing smiles for 10 Crore Indians. Discover the truthAR

about us here
S &

Mon 11:50 AM v

with symbolic
representation &
smaller text

| provide claim services for following
categories. Please choose one.

Mon 11:50 AM

Innovation opportunities

<€) Chat with SAKHI v X Chat with SAKHI v X

Chat with an
expert

Claim Intimation

Check Claim Status
12:49PM

( ) llibe gladto assist you, please select the
3 / product from below.

-\ .
\g ) Il be glad to assist you, please select the

/' product from below.

Personal

* Shorten text on CTA while selecting policy
type category for registering claim and use
of icons to differentiate

Type your message

Bajaj Allianz

( )| Please enteryour policy number:
4 11:44 AM

n I'I'ype your question here O “

SBI General

twimbit



Policy Claims Process

— 25. Improve claim status journey by providing status update

Top Pick

Information with use of either policy number/claim number
Poley numbe]

Bot ask for policy
no. and claim no.
both to check
claim status

Option to track claim status

Innovation opportunities

* Improve claim status journey by
providing status update
information with use of policy
number itself, instead of asking
claim number as second field
again

Claims

Claims CTA - Claim
status - Input

details-policy no. or
Mobile no 1239 P

Direct CTA Claims
- Track aclaim —
enter policy
no./claim no.

Sure, I can help you with that! Tap from
the below options to choose *

File a Claim j Update a Claim
Track a Claim (New)

=
Menu ~
Cuingly g

Securing smiles for 10 Crore Indiens. Discover the wuthR
sbout us here

<5 BOING
7 Customer Support Chatbot

o) BOING
~ Customer Support Chatbot

Cotegly gt

Caringly Yours App Type here... @a

B @ DOWNLOAD

LR B B

sure, I can help you with that! Tap from
the below options to choose

12-6403-0000019862-11

Premium Personal Guard

@ 12-6403-0000019862-11

Thu 408 PM

Thu403PM v

1 will help you find the status of your Track a Claim

claim. i

Now track a claim in easy steps. Please
choose a method from the below
mentioned options.

12-6403-0000019862-1 Please provide claim number in the
D\? < T format OC-XX-XXXX-XXXX-
e @ XHXKXXHK | XXXKXKXXKP

| Thu 409 PM L\\? l

Claim Number

4 Policy Number

Type your message 3:22 PM

Tune here a

Bajaj Allianz - Direct CTA claim status — enter Kotak Life

policy no. — enter claim no.

@ How may i help you ?
- )
Claims

Tue, 11Jun, 12:51 AM &

Q Here are the claim options
-

| £+ Claim Registration | | &4 Claim Status |

e
[ @ Claim Process | I
\ J

»

Click on the microphone to speak 4

How may i help you ? :)

o |-

Mon , 24 Jun , 1:00 PM &

Mon , 24 Jun , 1:00 PM &

Here are the claim options

o

We will require your authentication to avail our services.

Please share your Policy no Or Mobile no / Email id registered
with us

(ko T = ]

»

'>.J [Click on the microphone to speak A

HDFC Ergo

twimbit



Policy Claims Process

—— 26. Provide other CTAs under ‘Claim assistance’ category

Claim journey Bajaj Allianz HDFC Ergo

Other Claim related CTAs No CTAs under — Claim Services — <SHEREPIE o s s @
claim assistance Provides various
other CTAs like —
digital claim form,
pending claim
document

Claim Assistance

Upload Claim Documents

< 117 88 HDFC ERGO General Insura... @ < 117 % HDFC ERGO General Insura

Innovation opportunities

Raise a complaint

Go to Main Menu

* Other CTAs that can be included under PW
Bot and WA Bots ‘Claim assistance’
category include - Digijtal claim form, o L
pending claim documents Bajaj Allianz e e

your 10 digit registered mobile

Renew Policy

Claim Registration

Claim Status

number to address your query
quickly.

Pending Claim Documents

To Go Back to Main Menu Press #

Digital Claim Form

Claim Process

Emergency Assistance
Claim Services

HDFC Ergo

twimbit



Policy Claims Process

2"7. Provide adirect CTA for claim assistance in main menu

Claim journey Bajaj Allianz ICICI Lombard HDFC Ergo

Ease of locating health insurance

CLAIM CTA

= BONG E —o
= Customer Support Chatbot
Ouigly gt

Securing smiles for 10 Crore Indians. Discover the TuthR|

about us here

Sun 9:36 PM v

1am BOING & and | can help you
with your insurance related queries.
@ How may | assist you today? ss

Sun 9:36 PM

Type your message

Bajaj Allianz

BOING

Tue 12:25 AM

No direct CTA for claim

registration —

Service assistance —

claim assistance

ﬂ O
Customer Support Chatbot
Ceigly yoms

How may | assist you today? ss

Service Assistance

Tue 1226 AM v

Please select the Service

@ Assistance type.

Tue 12:26 AM

Submit KYC )

[Type your message

<)

a Hi, 1 am Sakhi. How may | help you?
11:22AM

Q=
Download Poly
=l

)3

Vehicle
Inspection

Chack Claim
Status

nO

Chatwith an
expert

Service assistance-

Know claim

procedure- Claim
procedure type

Chat with SAKHI

Documents

SN

Locate Us

Link EIA

@)
O

Buy Policy

fN Type your question here

SBI general

v X

oaa |
Y

Ciaim Intimation

cKve

Various claim related CTA for
CTAsalsovarious
other CTAs related to ocess
claims —claim

videos, how to claim,

register a claim,

claim process guide

etc.

DIA - X

Hi, | am DIA, your Digital Insurance Assistant from HDFC ERGO
1 will be very happy to help you loday.

2 @1

How may | help you ? )

™ Buy Now Policy Copy B8 exvC

¥ Policy Services | & Policy Renewal | ( &= Claims
0 FAQ - Mobile App & Download Forms Q Locate Us
+ Port Health Policy [® Become an Agent

registration/Status/Pr

QDIA - X
-—

Your HDFC ERGO Assistant

low may i help you ? :)

[®5] Payment Status

a Here are the claim options
-—

4 ey N\ /] ~N
&+ Claim Registration ) [ & Claim Status | ( @ Claim Process |
\| /N

HDFC Ergo

twimbit



Policy Claims Process

explanation of the process

Information about claim procedure

No information provided

on how to file claim

Entered ‘Claim
procedure’ manually-Bot
unable to understand

Innovation opportunities

Provide in detail information about
how to file a claim, including the
step-by-step guide with proper use
of icons

Provide tutorial videos and website
links for a more detailed
explanation of the process

Know claim
procedure-Claim

procedure type-Video

tutorial link and
website link

BOING

Customer Support Chatbot
related services.
Mon 2:16 PM

Claim procedure

Mon 2:16 PM v

Service assistance-

TorTetofroTT

out what you are looking for exactly.

Mon 2:16 PM
Claim process
Mon 2:16 PM v

Apologies ! I'm not able to figure

out what you are looking for exactly.

Mon 2:16 PM

Type your message

Bajaj Allianz

Provides a clear and
in detail information
on how to file aclaim,
including the step-
by-step guide with
proper use of icons
on public chatbot as
well as WhatsApp bot

Cia - Health Insurance Par...
Your Digital Service Assistant

Tue 1:14 AM

Service Assistance

Tue 1:14 AM

Sure Naina, select the option you'd like
to know more about:

Tue 1:14 AM
Claim Status Application Status
Policy Documents
Hospital Network
Know Claim Procedure
Submit Claim Document
Update Policy Details Go Back
A Type your message @

Niva Bupa

Claim process -
Provide video to
guide you through
claim process

Cia - Health Insurance Par...
Your Digital Service Assistant

Know Claim Procedure

Alright, please provide which Claim
o) Procedure are you looking for.

Man 12:42 PM

28. Provide tutorial videos and website links for a more detailed

Digit Insurance @

ap on - Claim Services to

Claim Process &

Steps to file a claim

Here is a short video to guide you
through the claim process.

Always at your service, Aria

Hope we were able to help you
with your request

Do you have a vehicle you would
like to insure with us?

Cashless

Please visit the below Video
link to watch the tutorial for

Niva Bupa Cashless Claim @

Procedure Youtube tutorial

P .o

2 Is there anything else may | help you with?
fon 2o}

. Cashless 'Claim Procedure' .

Yes No

L.} [rype your message
Power

@

twimbit



Policy Claims Process

— Provide in detail information about how to file a claim, including

the step-by-step guide with proper use of icons

@ Top Pick

Ask RIA
To purchase new policy or service existing ones.

INQIVIAUarramiy neaitn

Let's get going. Please select your

n option
2 How to Claim

MV

? Now simplify Health Insurance
Claims! Let's select from the options

ﬁ below:

Cashless & Anywhere Cashless
Re-imbursement & x
3

Ask RIA

To purchase new policy or service existing ones.

No invoices, just wellness - welcome
to the world of cashless healthcare
Lets begin.

Step 1:

Choose a Partner Hospital @

Step 2:

Submit documents *:
-Insured HeTm Card
-ID Proof

-Medical Documents

Ask RIA

To purchase new policy or service existing ones.

-Medical Documents
Step 3:
You will receive an approval within 1

hr
Want to see how it works? Watch our

Claims Process video

—

You will receive an approval within 1

Guess what? You can now track your
claim on WhatsApp/ILTC App or our
website ‘4

Just making sure you've 4 updated
your WhatsApp number and email ID
to relelve all policy related updates!

Tue 5:44 PM

< 17 (B ICICI Lombard &

How to Claim

Claims! Let's select from the
options below:

Cashless ¥

(No upfront payment, just care in

our partner hospitals!)

No invoices, just wellness —
welcome to the world of cashless
healthcare. Lets begin:

~

Health Insurance Claim:

Check Your Medical Clai...

< 17 @ ICICI Lombard

healthcare. Lets begin:

Check Your Medical Clai...

Step 1:

Choose a Partner Hospital [

Step 2:

Submit documents [l:
-Insured Health Card
-ID Proof

-Medical Documents

Step 3:

You will receive an approval within
1hr. @@

Want to see how it works? Watch
our Claims Process video

< 17 ICICI Lombard &

Want to see how it works? Watch
our Claims Process video

Guess what? You can now track
your claim on WhatsApp/ILTC App
or our website ®

Just making sure you've
updated your WhatsApp number
and email ID to receive all policy
related updates!

et's get going. Please

Let's get started, choose one of
the option below:

ICICI Lombard — Provides a clear and in detail information on how to file a claim, including the step-by-step guide with proper use of icons on public
chatbot as well as WhatsApp bot

twimbit



Policy Renewal Process

— 29 Provide other direct renewal related CTAs under renewal

assistance option

Ease of policy renewal Bajaj Allianz

CTA to renew policy Direct CTA for renewal assistance

Innovation opportunities

* Provide other direct renewal related CTAs
under renewal assistance like get renewal
notice, how to renew policy procedure,
connect to agent, go back to main menu,
website link to renew policy, or YouTube
video link to know renewal process

Direct CTA for Policy
renewal-Renew my policy-
provides link to renew,
simple and straight journey

@ iy g
2 Customer Support Chatbot [2ery)
Crinply yomr

Securing smiles for 10 Crore Indians. Discover the wuthA|
about us here

lam BOING & and | can help you
with your insurance related queries.
@ How may | assist you today? ss

936 PM

Type your message

Bajaj Allianz

® Cia - Health Insurance Par...
Vour Dig ¢ Assistant

Please select from the given options

o below:
Tue 1

137 AM

Sure, select the option you'd like to know
o more about:

Please visit the below link to
Renew your Policy

o Renew My Policy [y
@  !sthereanything else may I help you with?
Am
Yes No
L :

arance rerated que
| assist you today? **

Mon 5:40 PM

Renewal Assistance

Mon 5:43 PM v

Sure, | will help you in availing our
services. But first, | need you to log in
using one of the options provided
below. Please choose one

Mon 5:43 PM

[rype your message

e

Sure, select the option you'd like to know
more about:

Tue 11:37 AM

Renew my Policy Get Renewal Notice

Go Back

Renew policy in2 minutes

Niva Bupa

twimbit



Policy servicing process

—— 30. Provide direct CTA or an option under service assistance to
download policy documents (1/2)

Policy servicing efficiency Bajaj Allianz ICICI Lombard SBI General

Chatbot functionality No direct CTA available to Direct CTA available to get Direct CTA available to
download policy copy, Select policy copy — enter policy download documents —
‘Service assistance’ — policy no. — policy copy selected option — policy
status - email policy PDF downloaded wording, product brochure,

proposal form

5 BOING E Ry
7 Customer Support Chatbot
Cungly g

=5 BOING g —
- Customer Support Chatbot
Cuinly gt

&5 BONG g —
Customer Support Chatbot
Cuingly gous

In novation opportu nities m:g;v::es for 10 Crore Indians. Discover the truthA @ How maylaswtyou tda7- - n"‘:;‘:“"’"oc’“m““ Discover the ruthR
o o Tue 12:25 AM °
» Provide direct CTA or an option under ' SNAS“V
service assistance to download policy 5 S N
documents like policy copy with help of pm— < ey—— @ resencewee
policy/claim/registered mobile no. @ romsismmyntome i
Sun 9:36 PM g
=
@ Submit KYC )
&
8 v
| Type your message

[Type your message
Type your message

Baiaj Al .
jaj Atlanz twimbit



Policy servicing process

— Provide direct CTA or an option under service assistance to

download policy documents (2/2)

“Important Notice #Remal Cyclone: HDFC ERGO cusix who are impac

- X

How may i help you ? )

-—
—
™ Buy Now (D) Policy Copy B ekvC
ﬁ Policy Services fs] Policy Renewal = Claims
0 FAQ - Mobile App

& Download Forms @ Locate Us

1/ Port Health Policy E Become an Agent

Payment Status

HDFC Ergo

Q Here are the download form option
-

Tue, 25 Jun | 11:51 AM (&

( Claim Form | ( E Policy Wording | | @ Proposal Form |

' ~
( & More Download |
\ y,

@! Click on the microphone to speak

Chat with SAKHI

Hi, lam Sakhi. How may | help you?

12:33PM

g

-

LocateUs

ES

Status Link EIA

Chatwithan
expert

n Type your question here

@)
O

Buy Policy

Claim Intimation

X

SBI general

Download Documents ! )
12:24PM |

Please select any one option from below
12:24PM

& = 2R
= AL

Product
Policy Wording KYC Form Brochure

ZRg

NG
Proposal Form Claim Form Prospectus

ﬁ Type your question here

v X

'O

IQ]‘

Chat with SAKHI

Policy Wording
1:55PM

Please select a product category:
1:55 PM

Individual Health
1:55 PM

Please select a product name:
1:55PM

<Choose from the following v>

Type your question here

-
o

twimbit



Policy servicing process

—— 371. Under policy documents, provide direct CTA to download
documents like brochure, policy wordings, proposal from,
prospectus (1/2)

Ease of downloading documents No direct CTA available to download Direct CTA available to Direct CTA available to download
policy documents like policy download forms - documents — select document type
wordings/brochure/claim redirects to website page = policy wording, product brochure,
form/proposal form/prospectus etc. from where all types of proposal form — option to
documents can be download/receive email or SMS
downloaded
Innovation opportunities | Hutamsas oyt
..p.n Policy Wording
* Under policy documents, provide @ R BB
direct CTA to download documents || (N
like brochure, policy wordings, = :
proposal from, prospectus L A =y
* Provide various modes of getting B = r——
policy copy like on email, SMS etc. O & |
- - e ! a Pleaseselectaproductnfamgi.
* Provide option to download policy ﬁo (croose romtheaowing v ) l
brochure for new customer o
> e your question here \.,‘ ’/;:“
[ Type your question here \. 'jw\w ﬁ Type your question here \!} (/h A Type your q Yy &
SBI General

twimbit



Policy servicing process

Under policy documents, provide direct CTA to download documents
like brochure, policy wordings, proposal from, prospectus (2/2)

HDFC Ergo

"Important Notice #Remal Cycdlone: HDFC ERGO customers who are impac
DIA -

qu» Your HDFC ERGO Assistant

S LIGUL T WIN U VeI Happy WU TTI yud uay.

X
0
How may i help you ?
Yy Py )

Download Forms

Tue , 25 Jun , 12:00 PM &

Here are the download form option

1)

Download Forms

Tue, 25 Jun, 11:51 AM

More Download

e , 25 Jun , 12:00 PM \&

‘We are processing your request please wait._

(™ Buy Now | ( Policy Copy |

4 N

(B ekYC

e ;
| 1] Claim Form |
\ /

N ~

E Policy Wording L

(ke Jre

Do you want to continue?

& Policy Services | [

.

- ~ /7 B
i Policy Renewal | [ ¥ Claims )
4 7
( & More Download |

(ves ) (w0 )
Yes S\ )

N

9 Locate Us \

& Download Forms I

(0 FAQ - Mobile App

| &3 Become an Agent )

( @3 Payment Status ) \!) Click on the microphone to speak

Download Brochure

BROCHURE PROSPECTUS CLAIM FORMS PROPOSAL FORMS cis POLICY WORDINGS OTHERS

HEALTH CAR

Health Insurance

2 WHEELER TRAVEL HOME COMMERCIAL OTHERS

my: Optima Secure Global

my: Optima Secure Global Plus

my:health Koti Suraksha

Tue , 25 Jun , 12:00 PM

A
»

S.:' Click on the microphone to speak

2

Downloads

Looking for the latest instruction manuals and downloads? You can find everything you need below.

Download Policy Wordings ]

twimbit



Policy servicing process

—— 32. Provide CTA for policy cancellation or atleast accept
cancellation application

Policy servicing efficiency Bajaj Allianz ICICI Lombard

Policy cancellation No direct CTA for cancellation of policy Entered manually ‘cancel
-manually entered cancellation of my policy’ — Provide CTA to
policy — for further process connects to = cancel before expiry
live agent
etc.

O TNe PoIICy Trom tne oner insurance

Innovation opportunities i Gl

o
Q To purchase new policy or service existing ones.

Q Did you mean?
Tue 5:38 PM

Cancel My Icici Lombard Policy

* Provide CTA for policy cancellation Cancel my policy
or allow BOT to atleast accept ;
cancellation application

Before The Expiry Date

Did you mean?

< <

Your policy with ICICI Lombard could
be canceled due to
misrepresentation, fraud, non-
disclosure of matefial facts, or non-
B " cooperation. A written notice will be
Cancel My Icici Lombard Policy Before ey

The Exp\yDate 15-day notice period before

g cancellation. - ©
Tue 5:38 PM

] I ————
ICICI Lombard

twimbit
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