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Abstract

The COVID-19 pandemichas hitus hard and the world isreeling underits direct and indirect impact.
In the insurance industry, life, health insurance,and pension providers are scrambling to minimize the
impactand ensure service continuity and keep their promiseto customers.

As we move from the crisis phase to the transition phase,
it's time for insurers to learn from the crisis and relook at
their business, operations, application models,

supply chain, and the work force.

This white paper analyzes theimpact of the

pandemic on life, health insurance, and

pension providers across the four stages -

crisis, transition, post COVID, and future-

proofing — of the pandemic.The paperalso
suggests measures that life, health, and 9

pension players can implementto contain the e
impact, drive growth, and emerge as value |_@_'|
leadersin the post COVID world. — —I
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The Impact on the Life, Health Insurance and Pensions Industry

The COVID-19 crisis has caused unprecedented

disruptionto the life, healthinsurance, and
pensionsindustry. Life and healthinsurers are
grappling with a series of challenges as their
top and bottom lines are adversely impacted
by the huge number of deaths and surge in
medical and life insurance claims, withdrawals,
surrenders, and loans resulting in increased
cash outflows. At the same time, extension of
grace period for premium payment granted by
governments, coupled with reduced sales and
investmentreturns, has ledto a shortage in
cash inflows. The need to modify taxation rules
and withdrawal limits for retirementand
pension pots has further exacerbated the
situation by adversely impacting cash outflow.

Risk assessment has been compromised as
most virus infected individuals are
asymptomaticduring the initial days and this
might have led to selection of bad risks. Social
distancing and remote working have posed
challengesin ensuring data privacy and
cybersecurity besidesincreasing the
turnaround time to service, especially for
insurers that have lagged behindin adopting
digital technologies.

The pandemic has triggered stock and bond
market downturns and volatility, spike in fund
value enquiries, huge volume of withdrawals
and loans. Increased cash outflows are
impacting policy cash values and the actuarial
assumptions made while

pricing defined and guaranteed products.
Temporary changes to existing withdrawals
and taxation rules by governmentsand
regulatorsto benefit consumers are
affecting retirement, pension, and annuity

players.




In our view, the crisis will traverse four phases -
crisis, transition, post COVID, and future-
proofing - but these phases are likely to
overlap. Actionstaken by insurers in the initial
phases will prolong into the latter phases, and
could well emerge as permanent featuresin the
new, post-COVID reality. We believe that life,
healthinsurance, and pension providers can
lead in the post COVID world by implementing
purpose-driven growth strategies and infusing
resilience and agility into their business models
to adapt to evolving scenarios in each of the four
stages. Given that growth will be minimal during
the early stages of the pandemic, organizations
must define strategiesaimed at building
resilience, accelerating growth, and delivering
value to customersin the latter phases of the
pandemic (see Figure 1).
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Business continuity

* Enable secure remote workplace
for 100% business continuity
and compliance

* Enable push messagesto
reduce load on contact centers

* Undertake capacity planning
for enquiries and pay-outs

Digital push
Shift
workloads to
digital

Customerfocus
* Implementinnovative quickfixes
* Complywith extended grace
period
* Ensure prompt
pay-outs

Opportunity
* Drive sales of life and health policies

Defend and contain: Take steps to
control cybercrime

Reimagine the workplace
Reframe underwriting, withdrawal
and taxation guidelines

Make it mainstream

* Adopt digital operating strategy for
all stakeholders

* Enable work benchfor agile
operations

It may happen again!

 Buildinfallible resiliencewith
alacrity

* Keeprecalibrating

T —

Customer centricity

* Encourage loan versus withdrawals

* Enable digital for new businessand
services

* Re-imagine stakeholder journeys

Refocus

* Explore analytics and artificial
intelligence (Al) backed automation
for customer enquiries

* Integrate with the ecosystem for
underwriting and claims
decision-ing

* Adopt digital modes of
communication

Stabilize and optimize

* Leverage ecosystem play for new
business and pay-outs

* Implementinnovative sales channels
and products

Align to the new reality

* Explore new revenue streams:
markets, products, services

* Seek mergerand acquisition (M&A)
opportunitiesand revisit closed
blocks

* Partner, location strategy for focused
growth

* Recalibrate organization strategy,
policies

* Reapportion provisions and
investments toward growth

Make it thenew DNA
* Realize eXtreme digital
* Optimize new ways of working

Accelerate

* Operationalize new revenue
streams: markets, products and
services

* Transform for long term cost
optimization, agilityin product roll
out, innovation in marketing
strategy, and growth

Figure 1: COVID-19 - Business Implications for Life, Health Insurance, and Pension Providers
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In the initial crisis phase, life, healthinsurance
and pension providers must focus on building
resilience to endure the shocks of the
pandemicand ensure uninterrupted service
delivery and superior customer experience.
Firms must install bots to address customers’
initial queries on products and procedural
changes as well as to dissuade them from
surrendering or withdrawing. Customers must
be guided toward otheravenuessuch as
loans. Digital channels must be deployedto
obtain signatures and documentsfor
underwriting, servicing, and claims
processing. Similarly, assisted self-service
channels should be enabled for premium
collection and claims settlement while video
and otherinnovative tools must be used to
facilitate face-to-face sales consultations.
Resilience and agility must be at the core of

the response strategy, which in turn will help
adapt to and survive future shocks like the
COVID crisis.

The transition phase will see governments
across the globe relaxinglockdowns, travel, and
business restrictions. However, social distancing
and other precautionary measureswill likely
continue as the relaxation may resultin a spike
in COVID cases. Based on the lessons learnt
from the crisis phase, life and healthinsurers
should continue to focus on building resilience.
In addition, firms must take purpose-driven
actions like creating ecosystemsto unlock value
from the compound effect in areas like medical
underwriting, claims settlement, and
alternative sales channels. For instance, one of
our clients nurtured a diverse ecosystem
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comprisinginsurers, investment firms, health
and wellness playersand retailersto help
memberstrack their health and fitness with
rewards for achieving predetermined goals as
wellas monitorthe performance of their
investments. Creating the ecosystem not only
helpedtheinsurer to deliver superior, digital
customer experience and quickly establish a
leadership positionin the market well ahead
of the nearest competitor, but also enabled
other playersin the ecosystem by creating a
new source of revenue.

Life, health insurers, and pension providers
must analyze crisis management capabilities,
relook at theirtechnology and business
operations model, and identify deficiencies, if
any, in the post COVID-19 phase. Strategies
must be implemented to upgrade or replace



technology infrastructure and business
models, as appropriate,to close the gaps.
Product strategiesshould be tweaked to
leverage customeranalyticsand
introduce configurable usage-based
products. Based on customer analytics,
firms must identify new needs and design
products and create innovative
distribution channelsto expand customer
reach. In addition, firms must move
toward resilient policy administration and
touchless claims payout systemsto help
comply with social distancing normes.
Group life insurance and pension
providers must adopt digital processesin
areas such as forms, data management,
and analyticsto enhance data
transparency, and schema governance for
their sponsors and members.

In the future-proofing phase, life, health
insurers and pension providers should
focus on future-proofing theiroperations
to weather unexpected catastrophes such
as the COVID-19 pandemic. Given the scale
of the pandemicand widespread impact
on life as we have known it, new consumer
behaviorsand patternswill emerge.
Defining strategies that are underpinned
by such new behaviour patternsand the
underlying purpose driving customers will
help life, health and pension playersto
delivervalue and drive growth in the post
COVID era.To achieve this, firms will need
to revisit the enterprise transformation
strateqgy, recalibrate core modernization
programs, and continue with regulatory
programs leveraging agile methodologies.
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Updating the technology stack, migrating to the
cloud, and integrating with the ecosystemin
addition to enhancing digital solutions to
enable ‘fluidless’'underwriting and touchless
claims processing, and automating repeated
processes must also be prioritized. Adapting to
the new reality defined by the pandemicand
flourishing in the post COVID era will require
firms to enter new geographies, caterto new
customer segments, introduce personalized
usage-based products, and design new offerings
to suit individual customers.
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Getting Down to Brass Tacks

From an implementation perspective, insurers will have multiple ongoing enhancement
and transformation projects at any pointin time.These projects will span the entire policy
value chain and a multitude of stakeholders, and information technology and infrastructure
services must be enhancedaccordingly to accommodate expectations.

While defining their strategy, life, health insurers and pension providers should evaluate the
enterprise-wide impact of the pandemic across infrastructure, applications, employees,
customers, distributors, products, and business processes across the policy value chain.
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Specific actions to drive recovery and growth can be classified into the

following key themes:

Products for a new beginning

Need, usage-based, configurable customer-centric
products embedded with analytics framework to derive
insights and craft customized offerings

Socially distanced customer experience

Virtual connect with customers, distributors, agents,
underwriters and internal executivesfor sales and
service; robotics for automation at first point of contact

during customer service

Remote underwriting

Fluidless’underwriting and medical underwriting
authenticated through digital medical reportsin the
health ecosystem

Touchless claims

Agile claims initiation, validation of cause of death
through authorized patient tracking applicationsand
detection of previous health insurance or government
benefits, faster and more accurate claims settlement
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@ Resilient policy administration

@"" P dri t
urpose-ariven eCOsys ems

Resilientand agile systems and processes to enable Diverse ecosystem comprising insurers, investment firms,
seamless integration with end customer applicationson healthand wellness players and retailers to move from
mobile and other channels including social platforms protectionto prevention and deliver exceptional

customer experience

Adaptable agency and distribution

Distribution applicationsadaptable for both online and
advisory based channels covering aspects like co-
browsing, video integration, digital marketing and
remote sales




Looking Ahead

Life, health insurance and pension providers must gauge the rapidly
changing socio-economic environment and adjust their strategy and
response in an agile manner to remain competitive.To ride out the
disruptive impact of crises like the COVID-19 pandemicand come out
stronger and thrive in the post crisis world will require firms to build
purpose-driven ecosystems. Rigorous digital transformation across the life,
health, and pensions value chain, resilient infrastructure and adaptable
business models will be critical to this transformation. Firms that act fast will
steal a march overthe competition and become market leaders.
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