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CHAIRMAN’S MESSAGE 

We are thr i l led to present to you the Anniversary Edi t ion of  our Non-Li fe Insurance
Newslet ter !  The onl ine version of  b imonthly Newslet ter  was launched on 15th August
2022, the 75th Anniversary of  country ’s independence. I t 's  been an incredible journey
of knowledge shar ing,  insights,  and industry updates,  and we are del ighted to
commemorate th is special  occasion wi th you.
 In th is special  edi t ion,  you wi l l  f ind insight fu l  ar t ic les on digi ta l  solut ions,  c l imate
issues, inclusive coverage, evolut ion of  insurance operat ions,  a ta lk wi th Secretary
General ,  and many more exci t ing news and developments in the non- l i fe industry that
highl ight  the groundbreaking in i t iat ives propel l ing the non- l i fe insurance landscape
forward.  As we ref lect  on our journey so far ,  we extend our heart fe l t  grat i tude to al l  our
readers and partners for  their  unwaver ing support .
 Wishing you al l  a very Happy Independence Day

Tapan Singhel  MD & CEO
Bajaj  Al l ianz General  Insurance Company Ltd.
Chairman, GI Counci l
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EDITOR'S CONNECT

The first edition of our online
newsletter was launched on 15th August
last year on the occasion of the 'Aazadi
ka Amrit Mahotsav' .  It  was a new
initiative for developing awareness and
further improving the penetration of
the insurance sector.  We are happy that
the newsletter has received an excellent
response in the last one year from the
readers.  I  thank all  our members for
providing inputs and valuable feedback
for constantly improving the content
quality and the reach of our newsletter.  
It  has been our endeavor to cover topics
of common interest related to non-l ife
insurance and convey in a simple
language for the benefit  of the common
people.  In this edition also,  we have
included original articles and views
from our members on a wide range of
current topics.  We hope you wil l  l ike the
content and wil l  appreciate to have
your constructive suggestions.  It  is  your
support and feedback which makes the
newsletter relevant.     

 Wish all  the readers Happy
Independence Day!! !

Inderjeet Singh
Secretary General
General Insurance Council
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The premium growth at  the end of  July 2023 is 16.5% dr iven by heal th and motor
segments.  The high-growth segments cont inue to be Engineer ing,  Motor,  and Heal th.
The Stand-Alone Heal th Insurance (SAHI) companies cont inue to improve the growth
rate in heal th segment.  The growth percentage in f i re and marine and l iabi l i ty  has
dipped wi th marine cargo and l iabi l i ty  segments register ing negat ive growth rate.  The
total  premium of the non- l i fe industry upto July month th is year stands at  Rs 90766
crores,  as opposed to the previous year 's total  up to the month of  Rs 77888 crores.
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INSURANCE IN NEWS
FIRST OF ITS KIND GENERAL INSURANCE FESTIVAL ORGANISED IN INDIA

Pune (Maharashtra) [ India] ,  July 5:  Bajaj  Al l ianz General  Insurance, one of  the leading
pr ivate general  insurers of  India,  hosted the f i rst-ever General  Insurance Fest ival  of  India
(GIFI)  on the 3rd of  July 2023 in Pune which of f ic ia l ly  set  a new Guinness World Records
achievement for  the Largest  at tendance for  an insurance conference. There was a record
turnout of  5235 at tendees who contr ibuted to creat ing history wor ldwide in the insurance
industry.  This record-breaking achievement was announced at  the main event of  GIFI .

The Company had ear l ier  announced the GIFI Awards where they invi ted nominat ions which
recognized the top-ranked heal th and general  insurance advisors across the insurance
industry.  Subsequent ly,  advisors submit ted their  nominat ions for  the GIFI Awards resul t ing in
an overwhelming response of  more than 2000 entr ies across the f ive announced categor ies.
Basis a str ingent assessment process conducted by an independent process reviewer and a
third-party panel  of  judges, the company announced and honoured winners and runners-up
for each category at  the General  Insurance Fest ival  of  India.

The event was graced by Sanj iv Bajaj ,  Chairman and Managing Director,  Bajaj  Finserv;  wi th
other eminent industry representat ives l ike Charu Kaushal  -  CEO, Al l ianz Partners India;
Matthew Stalgis -  APAC Regional  Leader -  Broker & Cl ient  Relat ions,  Internat ional  Heal th;
Dr.  Arokiaswamy Velumani,  Founder,  Chairman and MD of Thyrocare Technologies Ltd. ;
Ganesh Mohan, CEO, Bajaj  Finserv Asset Management Ltd. ;  Vi jendra Kat iyar,  Country Head-
Trend Micro India & SAARC; Vishal  Gondal-  Inf luencer,  Founder & CEO at GOQii ;  Nisha 
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Best Heal th Insurance Advisor in India -
Winner Mayank Chander Kothar i  f rom
Ahmedabad; Runner-Up Shakeel  Ahmed
from Mumbai
Best Motor Insurance Advisor in India-
Winner Shiv Kumar Gupta f rom Varanasi ;
Runner-Up Gaurav Sharma from Delhi
Best Property Insurance Advisor in India -
Winner Pr iyadarshini  Sheshadr i  f rom
Bengaluru;  Runner-Up Bipin Kumar Patel
f rom Mehsana
Best Mult i l ine Insurance Advisor in India -
Winner Prashant Shah from Mumbai;
Runner-Up Charu Bhart i  f rom Delhi
Best Woman Insurance Advisor in India-
Winner Pr i t i  Sameer Shah from Mumbai;
Runner-Up Kar ishma Chhabra f rom Delhi

Narayanan -  COO & Director,  RED FM & Magic
FM; Steve Watkins-CEO Greater South East
Asia;  L ieutenant General  Sat ish Dua -  PVSM,
UYSM, SM, VSM; and Devang Mody, CEO -
Bajaj  Finserv Heal th amongst others.
The fo l lowing were the winners and the
runners-up of  the GIFI awards for  each of  the
categor ies.

Speaking on the occasion,  Tapan Singhel ,  MD
& CEO, Bajaj  Al l ianz General  Insurance, said,
" Insurance br ings immense posi t ive impact to
society but  does not get  i ts  due recogni t ion.  

Fest ivals open the window to come together
for  d iscussions and we fel t  that  a fest ival  l ike
GIFI would open a forum to del iberate on
important  topics l ike what more the industry
can do to take insurance to the last  mi le,  br ing
more people under insurance protect ion and
showcase what is  new in the insurance space.
With th is in mind, we took the in i t iat ive and
launched GIFI.  

Here we had industry experts come and ta lk
about insurance products,  services,  and a
range of  topics.  We are elated that  wi th GIFI,  

we set  a new Guinness World Records Ti t le for
the Largest  At tendance for  an Insurance
Conference. BAGIC has been set t ing
benchmarks not only in India but  across the
globe, and we wi l l  cont inue th is journey of   
introducing industry- f i rst  in i t iat ives whi le
making a di f ference in society.

GIFI star ted wi th the idea of  creat ing a
plat form that  br ings together the best  in the
general  insurance industry and celebrates the
industry 's contr ibut ion towards society 's wel l -
being.  The inaugural  edi t ion of  GIFI was a
spectacular success;  r ight  f rom the onset,  GIFI
received an overwhelming response. The
energy and enthusiasm of  the speakers,
performing art is ts,  audiences and winners
were outstanding.  We are sure th is is  just  the
start ;  GIFI  wi l l  only get  b igger wi th t ime. Let  us
come together as an industry to cont inue to
add value to the l ives of  people and create a
last ing impact in society and our country."

WWW.GICOUNCIL.IN

FIRST OF ITS KIND GENERAL INSURANCE FESTIVAL ORGANISED IN INDIA
(CONTINUED)
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INSURANCE IN NEWS
THE SECRETARY GENERAL OF GI COUNCIL SHARES HIS VIEWS ON

ISSUES FACING NON-LIFE INDUSTRY

Q. It  has been three months since you took
charge of the General Insurance Council  as
Secretary-General.  What are your views on
the challenges facing the non-l i fe industry in
India,  and what is being done to address
these issues? What,  according to you, should
be the council 's priority?
Low insurance penetrat ion and inadequate
awareness,  especial ly  in rural  areas and
unorganized sectors,  are the main chal lenges.
The mission " Insurance for  Al l  by 2047" cal ls for
not only awareness  but  availabil i ty  and
affordabil i ty  a lso of  insurance products to cover
al l  c i t izens of  India adequately.  Leveraging the
widespread use of  mobi le phones, awareness
campaigns can promote pol ic ies to the masses.
Member companies are developing long-term

plans to extend insurance coverage to rural  sect ions,  including ta i lored products.  With low-
cost ,  easi ly understandable onl ine and of f l ine pol ic ies,  insurance penetrat ion is l ikely to
increase. The counci l 's  pr ior i ty  is  to enhance the credibi l i ty  and trustworthiness of  the non- l i fe
insurance industry through ef fect ive regulat ion,  promot ing best  pract ices,  and ensur ing
consumer protect ion.  Furthermore,  the counci l  a ims to foster innovat ion and digi ta l izat ion to
improve customer exper ience and dr ive industry growth.

Q. With you as the new Secretary-General and Mr.  Tapan Singhel as Chairman of the
council ,  the council  is now seen as a strong voice for non-l i fe insurance, and the level of
activit ies has increased manifold.  How do you envision the role of the council  as an
effective Self-Regulatory Organization (SRO) going forward, and what are the main
challenges the council  needs to address in the short term and long term?
The General  Insurance Counci l  p lays a crucial  ro le as an ef fect ive Sel f -Regulatory
Organizat ion (SRO) for  the non- l i fe insurance sector.  Moving forward,  we aim to strengthen th is
role by proact ively engaging wi th stakeholders,  advocat ing for  industry interests,  and
addressing emerging chal lenges. In the short  term, the counci l  needs to focus on promot ing
insurance awareness,  enhancing customer educat ion,  and streaml in ing c la ims set t lement
processes. In the long term, we must adapt to evolv ing market dynamics,  leverage technology
for ef f ic ient  operat ions,  and promote sustainable growth.

Q. What new projects are being undertaken by the council?
The General  Insurance Counci l  is  act ively involved in var ious new projects to enhance the non-
l i fe insurance industry in India.  These in i t iat ives include promot ing digi ta l izat ion,  improving
customer exper ience, strengthening r isk management pract ices,  and foster ing industry
col laborat ion.  The counci l  is  a lso working on developing industry standards,  guidel ines,  and 
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THE SECRETARY GENERAL OF GI COUNCIL SHARES HIS VIEWS ON

ISSUES FACING NON-LIFE INDUSTRY (CONTINUED)

codes of  conduct for  uni formity and consistency.  Speci f ical ly ,  the counci l  is  engaged in
projects such as br inging al l  hospi ta ls into cashless stream and standardized rates,
Col laborat ion wi th NHA for developing products for  missing middle and senior c i t izens,  Pan-
India Awareness Campaign, Reinsurance account ing plat form, Jan Suraksha Automat ion,  and
regulator- led in i t iat ives l ike Bima Sugam, Bima Vahak, and Bima Vistar.

Q. The recent f loods in northern India once again exposed the lack of coverage and
vulnerabil i ty against natural  calamities.  What is the industry's view on promoting
parametric insurance in l ight of natural  calamities and the large protection gap in rural
areas?
The industry v iews parametr ic insurance as a promising solut ion to address the protect ion gap
in rural  areas and mit igate the impact of  natural  calamit ies.  Parametr ic insurance of fers swif t
and t ransparent c la im set t lements based on predef ined t r iggers,  e l iminat ing the need for
complex assessments.  The counci l  supports the promot ion of  parametr ic insurance and
encourages insurers to develop innovat ive products and solut ions ta i lored to the speci f ic  needs
of rural  areas.

Q. As an industry representative body, what are the main asks from the regulator and the
government to make non-l i fe underwrit ing profitable?
The General  Insurance Counci l ,  as an industry representat ive body, seeks support  f rom the
regulator and the government to enhance the prof i tabi l i ty  of  non- l i fe underwri t ing.  Key requests
include regulatory reforms that  enable r isk-based pr ic ing,  ef fect ive r isk management
frameworks,  reduced compl iance burdens, and a conducive business environment.  Addi t ional ly,
the counci l  seeks col laborat ion wi th the government to address chal lenges related to f raud and
claim set t lement processes.

Q. Health and Motor insurance cover about 70% of the non-l i fe market in India.  Is the
Indian market overly focused on bulk premiums from these two segments, potential ly
leading to less interest,  a talent deficit ,  and indiscipl ine in underwrit ing other l ines of
business?
While Heal th and Motor insurance current ly dominate the non- l i fe insurance market in India due
to their  large customer base and mandatory nature,  the industry recognizes the need for
diversi f icat ion.  The counci l  encourages insurers to explore and develop niche markets,
innovat ive products,  and underwri t ing expert ise in other l ines of  business (LOBs) to ensure a
balanced port fo l io and sustainable industry growth.

Q.Shouldn’t  the industry enforce l ine-of-business-wise profitabil i ty to ensure each
segment stands on its own, and underwrit ing doesn't  cross subsidize other l ines of
business?
Implement ing l ine-of-business-wise prof i tabi l i ty  is  a v iable approach to ensure sel f -suf f ic iency
within each segment and prevent cross-subsidizat ion.  This approach would enhance r isk
management pract ices,  encourage prof i tabi l i ty  in each l ine of  business,  and provide a c learer 
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ISSUES FACING NON-LIFE INDUSTRY (CONTINUED)

assessment of  insurers '  f inancial  strength in di f ferent  segments.

Q. The council  is a member of UNEP PSI (Principles for Sustainable Insurance),  a
f inancial  init iat ive of the UN. What can the council  do to promote sustainabil i ty in
insurance among industry members?
As a member of  UNEP PSI,  the General  Insurance Counci l  act ively promotes sustainabi l i ty
wi th in the insurance industry.  The counci l  encourages i ts members to adopt sustainable
pract ices,  incorporate environmental ,  social ,  and governance (ESG) considerat ions into their
operat ions,  and support .

Q. Finally,  with the intensive activit ies the council  is involved in,  does it  leave any room
for you to pursue your hobbies and other interests?
While the counci l 's  act iv i t ies demand signi f icant at tent ion,  I  bel ieve in maintain ing a balance
between professional  responsibi l i t ies and personal  interests.  Finding t ime for  hobbies and
other pursui ts is  important  for  overal l  wel l -being and ef fect iveness in my role and so I  take out
t ime to pursue my interests.
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SEVERE THUNDERSTORMS ACCOUNT FOR UP TO 70% OF ALL INSURED

NAT CAT LOSSES (CONTINUED)

Global  insured losses f rom natural
catastrophes at  USD 50 bi l l ion (H1 2022:
48),  second highest s ince 2011
US thunderstorms main dr iver of  g lobal
insured losses f rom natural  catastrophes,
wel l  above ten-year average
February earthquake in Turkey and Syr ia
single cost l iest  d isaster both in terms of
economic and insured losses

Zur ich,  9 August 2023 – A ser ies of
widespread thunderstorms (severe convect ive
storms) hi t  the US and account for  68% of
global  insured natural  catastrophe losses in
the f i rst  hal f  of  2023, h ighl ight ing the
increasing loss impacts of  secondary per i ls .

Mart in Bertogg, Head of  Catastrophe Per i ls  at
Swiss Re, said:  "With severe thunderstorms as
the main dr iver for  above-average insured
losses in the f i rst  hal f  of  2023, th is secondary
per i l  becomes one of  the dominant g lobal
dr ivers of  insured losses.  The above ‑average
losses reaf f i rm a 5 – 7% annual  growth t rend
in insured losses,  dr iven by a warming c l imate
but even more so,  by rapidly growing economic
values in urbanized set t ings,  g lobal ly.  The
cyclone and f lood events in New Zealand in
the f i rst  quarter  of  2023 are test imonies of  the
r isk to today's large urban centres,  cont inuing
patterns observed in 2021 in the Germany
f looding,  and in 2022 in Austral ia and South
Afr ica."

Severe convect ive storms – storms associated
with thunder,  l ightning,  heavy rain,  hai l ,  s t rong
winds and sudden temperature changes –
caused USD 35 bi l l ion (near ly 70%) in insured
losses wor ldwide in the f i rst  hal f  of  2023. This
means that  insured losses are almost twice as
high in a s ix-month per iod as the annual
average of  the last  ten years (USD 18.4
bi l l ion).

In the US, a ser ies of  severe thunderstorms
prompted insured losses of  USD 34 bi l l ion in
the f i rst  hal f  of  2023, the highest ever insured
losses in a s ix-month per iod.  Ten events
caused losses of  USD 1 bi l l ion and above
each, compared to an annual  average of  s ix
events for  the previous ten years.  The most
af fected state was Texas.

New Zealand was hi t  by two severe weather
events just  two weeks apart  in ear ly 2023,
highl ight ing the growing r isk of  weather-related
per i ls  h i t t ing large urban centres.  In part icular ,
the North Is land of  New Zealand was hi t  in
quick succession in the f i rst  quarter  wi th
severe f looding in Auckland, the country 's
largest  c i ty,  and the remnants of  Cyclone
Gabrie l le.  Both became the two cost l iest
weather-related insured loss events in New
Zealand since 1970, wi th combined insured
losses est imated to be USD 2.3 bi l l ion.

The ef fects of  c l imate change are evident in
increasingly extreme weather events.  Jérôme
Jean Haegel i ,  Swiss Re's Group Chief
Economist ,  said:  "The ef fects of  c l imate
change can already be seen in certa in per i ls
l ike heatwaves, droughts,  f loods and extreme
precipi tat ion.  Besides the impact of  c l imate
change, land use planning in more exposed
coastal  and r iver ine areas,  and urban sprawl
into the wi lderness,  generate a hard-to-revert
combinat ion of  h igh value exposure in higher
r isk environments.  Protect ive measures need
to be taken for  insurance products to remain
economical  for  such propert ies at  h igh r isk.  I t
is  h igh t ime to invest  in more c l imate
adapt ion."

Heavy rainfal ls  in northern I ta ly 's Emi l ia-
Romagna region in mid-May led to extensive
f looding and expected insured losses over
USD 0.6 bi l l ion,  the cost l iest  weather-related
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SEVERE THUNDERSTORMS ACCOUNT FOR UP TO 70% OF ALL INSURED

NAT CAT LOSSES (CONTINUED)

event in the country s ince 1970. Est imated economic losses were USD 10 bi l l ion.  With 94% of
losses being uninsured in I ta ly,  the important  ro le of  insurance as a means to c lose the
protect ion gap and help households strengthen their  f inancial  resi l ience against  natural
catastrophes becomes obvious.  Northern I ta ly has exper ienced drought condi t ions over the last
two years.  With the heavy precipi tat ion,  the ground rapidly became saturated,  leading to
increased run-of f  and f looding.  The overal l  t rend shows a s igni f icant increase in drought in
southern Europe. However,  changes in seasonal i ty may lead to less f requent but  more intense
heavy rain events.

Since ear ly July,  the US, north-western China and southern Europe have become heatwave
hotspots th is year.  In southern Europe, dry weather condi t ions and strong winds aggravated
wi ldf i res (most l ikely induced by human act iv i ty)  on many Greek is lands, as wel l  as in I ta ly and
Alger ia,  a l though i t  is  st i l l  too ear ly to est imate the damages regarding both the economic and
insured losses.

Earthquakes st i l l  cause some of  the most severe humanitar ian and f inancial  consequences. The
single cost l iest  d isaster both in terms of  economic and insured losses was the earthquake in
Turkey and Syr ia causing mater ia l  damage and af fect ing the l ivel ihood of  mi l l ions of  people
across the region.  According to Swiss Re, insured losses are est imated at  USD 5.3 bi l l ion,
whereas the prel iminary economic losses are at  USD 34 bi l l ion,  est imates the World Bank.

In the f i rst  hal f  of  2023, the overal l  economic losses f rom natural  catastrophes amounted to USD
120 bi l l ion,  compared to USD 123 bi l l ion the pr ior-year per iod,  46% above the ten-year average.

H1 2023 H1 2022
H1 previous

10-y avg

% change vs 10-y
avg

Economic losses 125 129 89 41%

Natural catastrophes 120 123 82 46%

Man-made catastrophes 5 6 7 –23%

Insured losses 54 52 38 42%

Natural catastrophes 50 48 32 54%

Man-made catastrophes 4 5 6 –28%

Total economic and insured losses in H1 2023 and H1 2022
(USD bi l l ion in 2023 pr ices)

Note:  H1 10-yr average refers to the
average f i rst-hal f  losses between 2013
and 2022. Prel iminary and, due to
rounding, some totals may not
correspond wi th the sum of the separate
f igures.  Source:  Swiss Re Inst i tute.

Discla imer:
Al though al l  the informat ion discussed
herein was taken from rel iable sources,
Swiss Re does not accept any
responsibi l i ty  for  the accuracy or
comprehensiveness of  the informat ion
given or forward- looking statements
made. The informat ion provided and
forward- looking statements made are for
informat ional  purposes only and in no
way const i tute or should be taken to
ref lect  Swiss Re ʼs posi t ion,  in part icular
in re lat ion to any ongoing or future
dispute.  In no event shal l  Swiss Re be
l iable for  any f inancial  or  consequent ia l
loss or damage ar is ing in connect ion
with the use of  th is informat ion and
readers are caut ioned not to place
undue rel iance on forward- looking
statements.  Swiss Re undertakes no
obl igat ion to publ ic ly revise or update
any forward- looking statements,  whether
as a resul t  of  new informat ion,  future
events or otherwise.
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UNVEILING THE ENIGMA: THE EVOLUTION OF OPERATIONS IN

INSURANCE

Mr.K V Dipu -  Senior President & Head -
Operat ions & Customer Service,  Bajaj  Al l ianz
General  Insurance Co. Ltd.

journey as we explore the capt ivat ing evolut ion of  operat ions in the realm of  insurance.

Back in the day,  insurance operat ions was compl icated.  Every pol icy,  c la im, and customer detai l
was met iculously recorded in count less ledgers.  With vast  paperwork,  insurance agents navigated
this labyr inth wi th di l igence and precis ion.

As the wor ld advanced into the digi ta l  age, the insurance industry embraced technology wi th open
arms. Computers revolut ionised the landscape, replacing dusty ledgers wi th s leek electronic
databases. Insurance operat ions became faster,  more ef f ic ient ,  and much more accessible.  In the
vast wor ld of  insurance, where r isk meets protect ion,  a profound transformat ion has been
underway -  the evolut ion of  operat ions.

The Technological Symphony

As technology swept across the stage, the insurance industry embraced the power of  innovat ion.
With the advent of  computers and digi ta l  databases, insurance operat ions underwent a
transformat ive shi f t .  Tedious tasks were automated, reducing errors and processing t imes. With
data becoming the new currency,  insurance operat ions embarked on a new journey.  According to a
report  by PwC, 72% of insurers have ident i f ied dig i ta l  t ransformat ion as a cr i t ical  dr iver of  growth
and ef f ic iency.

Integrat ing big data and advanced analyt ics brought for th a weal th of  insights into customer
behaviour,  r isks,  and market t rends. This newfound intel l igence empowered insurers to craf t
personal ised pol ic ies and enhance underwri t ing accuracy.  A McKinsey survey showed that
companies using advanced analyt ics in their  underwri t ing processes exper ienced a 30% reduct ion
in loss rat io.

Imagine a t ime when insurance pol ic ies were
wri t ten on c lay tablets and stored in dusty
archives.  The insurance industry has come a
long way since those ancient  days.  Today, we
embark on a thr i l l ing journey through t ime,
explor ing the fascinat ing evolut ion of
operat ions as a funct ion in insurance. From
archaic pract ices to cut t ing-edge technologies,
the ta le of  insurance operat ions is nothing
short  of  capt ivat ing.  L ike a symphony that
unfolds over t ime, the insurance industry 's
operat ional  funct ions have cont inuously
adapted and innovated to harmonise wi th the
changing needs of  customers and the dynamic
landscape of  r isk.  Join us on th is melodious 
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Robot ic Process Automat ion (RPA) has
emerged as a t ransformat ive technology in the
insurance sector.  Automat ing repet i t ive and
rule-based tasks,  RPA enables insurers to
streaml ine their  operat ions,  enhance
eff ic iency,  and improve service.  Addi t ional ly,
RPA faci l i tates seamless integrat ion between
disparate systems, enabl ing faster data
retr ieval  and analysis,  u l t imately leading to
better  decis ion-making and r isk assessment.
Furthermore,  by automat ing rout ine tasks,
insurance professionals can focus on more
strategic and value-added act iv i t ies,  foster ing
innovat ion and growth wi th in the industry.  As
RPA cont inues to evolve,  i t  is  expected to play
a crucial  ro le in dr iv ing digi ta l  t ransformat ion
across the insurance landscape in India,
providing a compet i t ive edge to those
embracing th is technology.

The audience demanded more personal ised
exper iences and super ior  service.  In response,
insurance operat ions adopted a customer-
centr ic approach. The stage was set  wi th 24/7
customer support ,  mobi le apps, and sel f -
service portals.  Customers took centre stage,
and their  voices were heard l ike never before.
A study by EY revealed that  87% of insurers

 bel ieve customer exper ience wi l l  be the
pr imary di f ferent iator  by 2025.
As technology cont inued to evolve,  a new set
of  performers took the spot l ight  -  automat ion
and art i f ic ia l  inte l l igence. Insurance operat ions
exper ienced a revolut ion as smart  machines
enabled seamless c la ims processing,  pol icy
renewals,  and even chatbot-dr iven customer
service.  According to a Deloi t te survey,  76% of
insurers have already implemented some form
of AI  in their  operat ions,  wi th more planning to
do so in the near future.

From ancient  or ig ins to cut t ing-edge
technologies,  the evolut ion of  operat ions in
insurance has come ful l  c i rc le.  Yet,  as the
world cont inues to change, the symphony of
operat ions wi l l  remain t imeless,  a lways ready
to adapt to the next  act  of  the insurance saga.
An anonymous quote says "As the enigma of
insurance unravels,  operat ions emerge as the
archi tects of  dreams, turning uncertaint ies into
certaint ies."  In th is grand tapestry of  evolut ion,
let  us remember that  once an enigma,
insurance operat ions have now become the
beacon of  protect ion and promise of  a secure
future for  us al l .
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INSURANCE LAWS & POLICIES
GUIDELINES ON REMUNERATION OF DIRECTORS AND KEY

MANAGERIAL PERSONS OF INSURERS

In a move to fur ther enhance corporate governance wi th in the insurance sector,  the Insurance
Regulatory and Development Author i ty of  India ( IRDAI) has introduced revised guidel ines on
the remunerat ion of  d i rectors and key manager ia l  persons (KMPs) of  pr ivate sector insurers.
These guidel ines,  ef fect ive f rom the f iscal  year 2023-24, a im to ensure responsible
compensat ion pract ices,  a l ign remunerat ion wi th r isk management,  and uphold the interests of
pol icyholders and stakeholders.

Background and Evolution:

The journey toward comprehensive remunerat ion guidel ines began in 2016 when the IRDAI
in i t ia l ly  issued guidel ines for  the remunerat ion of  non-execut ive directors and key execut ives of
insurers.  These guidel ines,  set  for th in Circular  Ref:  IRDA/F&A/GDL/LSTD/155/08/2016, were
in l ine wi th pr incip les establ ished by the Financial  Stabi l i ty  Board (FSB),  Internat ional
Associat ion of  Insurance Supervisors ( IAIS),  G-20 Nat ions Forum, and Basel  Commit tee on
Banking Supervis ion (BCBS).  Their  focus was on creat ing a f ramework that  prevented
excessive r isk- taking and promoted sound governance.
Over the ensuing s ix years,  these guidel ines played a crucial  ro le in shaping remunerat ion
pract ices in the insurance industry.  Based on lessons learned from their  implementat ion and
compl iance by insurers,  the IRDAI recognized the need to extend their  scope.

Expanding the Horizon:

One notable development is  the inclusion of  remunerat ion for  Key Manager ia l  Persons (KMPs)
beyond the CEO. This expansion recognizes the impact that  indiv iduals in key roles can have
on an insurer 's r isk prof i le and overal l  performance.
The revised guidel ines also br ing greater c lar i ty to the var iable pay component of
remunerat ion.  They introduce concepts such as Var iable Pay Deferral ,  Malus,  and Clawback
provis ions,  which provide mechanisms to al ign incent ives wi th long-term performance and
prevent the reward of  short- term r isk- taking.

Guiding Principles:

These guidel ines are f i rmly rooted in the pr incip les of  responsible corporate governance.
Rather than prescr ib ing r ig id remunerat ion structures,  they encourage insurers to adopt
remunerat ion pol ic ies that  ref lect  the long-term interests of  the company. The ul t imate goal  is
to ensure that  compensat ion pract ices do not promote excessive r isk- taking and instead
support  prudent r isk management.
A s igni f icant focus of  the guidel ines is on the al ignment of  remunerat ion pol ic ies wi th the
insurer 's corporate cul ture,  object ives,  and r isk appet i te.  The insurer 's board is tasked wi th
overseeing the implementat ion of  a wr i t ten remunerat ion pol icy that  avoids conf l ic ts of  interest
and promotes the interests of  pol icyholders and stakeholders.



Strengthen governance of  compensat ion pract ices.
Al ign remunerat ion wi th responsible r isk- taking.
Enhance supervisory oversight  and stakeholder engagement.
Safeguard the interests of  pol icyholders and other stakeholders.

Key Objectives:

The overarching object ives of  these guidel ines are mult i - fo ld.  They seek to:

1.
2.
3.
4.

Furthermore,  these guidel ines grant the Chairperson of  the Author i ty the power to issue
clar i f icat ions as needed to ensure a c lear and consistent  interpretat ion of  the provis ions.

I t 's  important  to note that  these guidel ines do not apply to Foreign Reinsurance Branches
(FRBs) operat ing in India.  The newly introduced guidel ines replace and supersede the previous
guidel ines issued in 2016, marking a s igni f icant step toward strengthening governance and r isk
management pract ices in the pr ivate sector insurance industry.

In conclusion,  IRDAI’s revamped remunerat ion guidel ines ref lect  a forward- looking approach to
compensat ion pract ices wi th in the insurance sector.  By al igning remunerat ion wi th long-term
object ives and responsible r isk management,  these guidel ines contr ibute to a more stable and
customer-centr ic insurance industry in India.

More detai ls  at  ht tps: / / i rdai .gov. in/web/guest/document-detai l?documentId=3562210 
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INSURANCE LAWS & POLICIES
SECURITIZATION IN INSURANCE

Secur i t izat ion in the banking industry is  the
process of  turning an asset—especial ly  an
i l l iquid asset—into marketable secur i t ies.  In
the context  of  the insurance sector,
secur i t izat ion would imply the conversion of
underwri t ing cash f lows into t radable f inancial
secur i t ies and the t ransfer of  underwri t ing
r isks to the capi ta l  markets through the t rading
of such secur i t ies.

By moving the r isk to the capi ta l  market
through f inancial  instruments or der ivat ives,
secur i t izat ion would increase an insurer 's
capaci ty for  underwri t ing.  The insurer can use
secur i t izat ion as an al ternat ive to reinsurance,
where the r isk is t ransferred v ia the capi ta l
market to a larger group of  investors who are
ready to accept the r isk rather than to the
reinsurer.  Through capi ta l  markets
instruments,  very high r isks can be converted
to several  smal l  instruments making
investment af fordable for  a l l  s ize of  investors.

With the aid of  investment banking,  insurance
companies can also set  up a Special  Purpose
Vehic le (SPV) to speed up the secur i t izat ion
process.  The cost  of  insurance wi l l  decrease
because of  the r isk being t ransferred f rom the
insurance f i rm to the capi ta l  market,  where i t  is
now distr ibuted among a much greater number
of  investors as compared to the reinsurance.
Lower cost  of  insurance wi l l  make insurance
more af fordable and help increasing the
insurance penetrat ion and densi ty which in
turn wi l l  make insurance more af fordable.

Nonetheless,  the secur i t izat ion process needs
to be careful ly  supervised by the insurance
regulator as wel l  as the capi ta l  market
regulator due to the scenar ios dur ing the
2007–2009 cr is is.  In order for  investors to
comprehend and select  the r isk proper ly,
insurance companies can publ ic ly d isclose the
r isk prof i le,  rat ing,  c la im history,  and other 

Insurance secur i t izat ion:  the development
of  a new asset c lass.  Richard W. Gorvett ,
FCAS, MAAA, ARM, Ph.D

crucial  detai ls .  Whi le deciding between
secur i t izat ion and reinsurance, the cost  of  the
investment as wel l  as the return to the
investors must be considered.

As there hasn' t  been as much work done on
secur i t izat ion in the insurance sector as there
has been in the banking sector,  insurance
businesses can benef i t  f rom case studies and
expert ise f rom the banking industry before
beginning a fu l l - f ledged secur i t izat ion in the
insurance sector.

References:

ht tps: / /www.casact.org/s i tes/defaul t / f i les/2021-
02/pubs_dpp_dpp99_99dpp133.pdf

Image by <a href="ht tps: / /www.freepik.com/free-vector/ indian-rupee-money-
bag_3565059.htm#query=money%20bag&posi t ion=0&from_view=search&track=ais">Freepik</a>

https://www.casact.org/sites/default/files/2021-02/pubs_dpp_dpp99_99dpp133.pdf


GI COUNCIL NEWSLETTER

ISSUE  715 AUGUST, 2023

WWW.GICOUNCIL.IN

INSURANCE LAWS & POLICIES
THE GI COUNCIL SUPPORTS MEMBER INSURANCE COMPANIES TO

REVERSE 2017 RULING

Special  Leave Pet i t ions were f i led by Bajaj
Al l ianz,  Or iental  Insurance Co.,  HDFC Ergo
and others in the matter  of  Bajaj  Al l ianz Vs.
Rambha Devi  before the Const i tut ion Bench of
the hon’ble SC. The matter  came up for
hear ing on 18th July 2023. The basic issue
involved in the SLPs is “whether a person
holding a dr iv ing l icence in respect of  L ight
motor vehic le could on the strength of  that
l icence, be ent i t led to dr ive a t ransport  vehic le
of  l ight  motor vehic le c lass.”
Br ief  h istory of  the issue is that  ear l ier  in 2017
a three Judge Bench of  the SC, in the matter
of  Mukund Dewangan Vs. Or iental  Insurance
Co. Ltd. ,  had ruled that  i f  a dr iver is  holding
l icence to dr ive a l ight  motor vehic le,  he can
dr ive t ransport  vehic le of  such c lass ( those
having GVW less than 7500 Kgs) wi thout any
need for  a t ransport  vehic le l icence or an
endorsement to that  ef fect .

Subsequent ly,  when a s imi lar  matter  was
referred to another three Judge Bench of  SC,
in v iew of  the ear l ier  judgement in Mukund
Dewangan case (which had also been decided
by a three Judge Bench),  in their  order on 8th
of  March 2023, they deemed i t  appropr iate to
refer the issue to the Const i tut ion Bench of  SC
for a f inal  decis ion.  
Mukund Dewangan Vs. Or iental  Insurance Co.
Ltd.  judgement in 2017 had gone against  the
interest  of  the Insurance Companies as af ter
th is ru l ing they could not  deny l iabi l i ty  on the
grounds of  the dr iver not  having t ransport
vehic le l icence in case of  LMV transport
vehic les.  Therefore,  many af fected insurance
companies jo ined in f i l ing SLPs before the
Const i tut ion Bench. More than 75 s imi lar  cases
were t ied wi th Bajaj  Al l ianz Vs. Rambha Devi
matter  when i t  came up for  hear ing before the
Const i tut ion Bench of  SC on 18th July 2023.
The GI Counci l  extended i ts fu l l  support  and
guidance to the member insurance companies

in f i l ing the SLPs as the issue involved was
important  and af fected the ent i re general
insurance industry.  The Counci l  decided to
take Ld. Sol ic i tor  General ,  Mr Tushar Mehta on
board as the designated Counsel  for  the
insurers.  He was given fu l l  br ief  on the case.

The Const i tut ion Bench of  SC heard the matter
on 18th,  19th and 20th of  July 2023. The
senior advocates of  the insurance companies
made strong arguments in favour of  the
insurers stat ing that  the parameters for
issuance of  a t ransport  vehic le l icence is much
more str ingent than that  for  LMV l icense. Both
the el ig ib i l i ty  age and the no of  hours required
for t ra in ing are higher for  issue of  a t ransport
vehic le l icense than that  for  LMV l icence. LMV
l icense can be obtained at  18 years whi le
minimum age to apply for  a t ransport  vehic le
l icence is 20 years.  Also to apply for  a
transport  vehic le l icense a person must have
held an LMV l icence for  at  least  one year.
Ld.  Sol ic i tor  General  p leaded for  set t ing aside
the 2017 judgement,  which permit ted l icence
holders of  l ight  motor vehic le (LMV) to dr ive
transport  vehic les.  I t  was beyond logic and
reason that  as per th is ru l ing even an
autor ickshaw dr iver could be considered
author ized to dr ive a bus,  a goods carr iage or
even a road-rol ler  as long as i ts GVW did not
exceed 7500 kg.  Such a s i tuat ion could be l i fe
threat ing for  thousands of  people.
The senior counsels represent ing the
respondent put  up counter arguments to just i fy
the posi t ion held in Mukund Dewangan Vs.OIC
Judgement.  They contended that  GVW has
always been the basic cr i ter ia on which the
l icensing regime is based.
The hon’ble SC requested the Ld. At torney
General ,  Mr R Venkataramani to obtain opinion
of the Central  Government on th is issue. The
next date of  hear ing is 13th Sep 2023.
 -  Mr. Humayun Khan, Consul tant ,  General
Insurance Counci l



GI COUNCIL NEWSLETTER

ISSUE  715 AUGUST, 2023

WWW.GICOUNCIL.IN

INSURANCE LAWS & POLICIES
GOING THE ESG WAY

Mr. Rishin,  Chief  Risk Off icer of  Universal
Sompo General  Insurance Company Limited

ESG, as a concept is  now wel l  known across
the Globe. For Insurance Companies,  going
the ESG way has more benef i ts than some
other sectors.  The Insurance companies are
exposed to wide array of  ESG factors both
direct ly and indirect ly.  L ike most companies,
the direct  ESG factors considers the way in
which the Company impacts the environment,
and social  fabr ic and the Governance pract ices
that impacts the sustainabi l i ty  of  operat ions
and stabi l i ty  of  f inancial  markets.

The indirect  factors impact ing the insurance
sector are accumulat ion of  ESG factors faced
by the Companies that  are insured by the
Insurance Companies.  Some speci f ic  examples
of how ESG can impact insurance companies
more than other sectors are as under:

Climate change:  Insurance companies are
speci f ical ly  exposed to the f inancial  r isks
ar is ing out of  c l imate change. These include
cost of  c la ims from natural  d isasters and
extreme weather events,  such as draught and
f loods that  are poised to become more
signi f icant in the future as c l imate change
progresses.

Social  unrest:  Insurance companies are
exposed to the f inancial  r isks of  social  unrest .
The social  unrest  leads to higher destruct ion of
publ ic and pr ivate property increasing the cost
of  c la ims from thef t ,  r iots and loot ing.

Governance risks:  Insurance companies are
exposed to the f inancial  r isks of  governance
fai lures,  such as corrupt ion and fraud. These
could increase the l iabi l i ty  losses and other
speci f ic  f rauds.

Insurance sector provides cover to other
companies to cover losses f rom ESG factors.
As underwri ters of  such r isks,  Insurance
Companies are wel l  p laced to pr ice the ESG
factors in a manner that  promote enhanced
ESG pract ices across sectors.  This
accumulat ion of  ESG factors,  p laces Insurance
Companies in a sweet spot where they can
create f rameworks and benchmarks for  ESG.
As awareness on ESG factors is spreading,  the
Insurance Companies can enhance the
underwri t ing to become more sensi t ive to ESG
factors.  This can help other companies that
are seeking insurance cover to enhance their
ESG pract ices for  bet ter  insurance terms.

Further,  as the Insurance companies enhance
the art iculat ion of  their  exposure to ESG
factors,  they can be better  prepared to ei ther
treat ,  terminate,  or  t ransfer such r isks.  This
wi l l  increase the sustainabi l i ty  and resi l ience
of Insurance Companies.
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INSURANCE LAWS & POLICIES
A CASE STUDY ON USING FORGED DOCUMENTS FOR HEALTH

INSURANCE CLAIMS

Frauds in Insurance: Fake Documents for
Annual Health Checkup (AHC) claim and
Rebating

Case Summary:

Agents and diagnost ic centers (herein af ter
referred to as “Labs”)  were found involved in
making f raudulent heal th insurance cla ims
under one of  the product of fered by the
Company by submit t ing forged heal th checkup
reports.  Customer actual ly d id not  avai led the
heal th checkup faci l i ty  and the amount of
heal th checkup cla im was indirect ly passed
back to the customer as a rebate on the pol icy,
the f raudulent AHC claims were f i led by agents
against  pol ic ies being sourced and customers
in most of  the cases were not even aware of
such cla ims.
 This was highl ighted to f raud invest igat ion
team and the team reviewed the lab reports for
Pan India locat ions.  They fur ther did f ie ld
invest igat ion wherein they v is i ted and
interv iewed the Labs and the Lab
Owners/Managers,  interv iewed employees and
Agents of  the Company. Lot  of  documents,
emai ls and watsapp chats were recovered f rom
such employees, agents and lab managers.

Invest igat ion Findings:

The Invest igat ion team post doing data study &
document reviews found out that  the lab
reports shared were forged or were created
with the help of  Labs in l ieu of  some f inancial
benef i ts.  Dur ing invest igat ion,  i t   was not iced
that same ID, same report / resul t ,  same t ime
stamp or same remarks were used in di f ferent
lab reports submit ted by agents.
 Invest igat ion team further went to these
locat ions and checked wi th Labs and
customers,  where anomal ies observed. The
team even met the agents under whom these 

fake reports were uploaded and found that
sof tcopy of  the lab reports were avai lable wi th
the agents and they were shar ing forged path
lab reports to f i le a heal th checkup cla im from
the Company.
 In few cases i t  was also seen that  these
agents were shar ing detai ls  such as name and
Pol icy number wi th each other or  the lab
owners for  creat ing forged lab report  and then
uploading the same in the system whi le c la im
process.
 The Invest igat ion team came to know that
such customers never went for  the heal th
checkup in the said Labs or the Labs was
mult ip le k i lometers away from the customer
address and i t  would not  have been feasible
for the customer to t ravel  such long distance
when they had opt ions nearby their  address.
Few customer also conf i rmed that  they have
never given their  consent for  the heal th
checkup and have never gone for  any heal th
checkup in the said locat ion for  which we had
the lab report .

Conclusion:

Gett ing al l  the facts of  the cases wi th proper
evidences, the invest igat ion team represented
this case to the concerned internal  commit tee.
Post d iscussions and basis  a l l  evidences the
commit tee came to a decis ion to terminate al l
the agents/  employees involved in th is
misconduct and f i le Pol ice Complaint  against
such fraudulent labs and del inquent
agents/employees.
Whi le these decis ions were taken, the
Company took certain prevent ive measures
including only physical  submission of  AHC
claims and r igor in c la im processing.  In future
products AHC is avai lable only as cashless
faci l i ty  and for  that  purpose the Company has
t ied up wi th large Lab aggregators l ike 1 mg,
medi buddy, heal th assure etc.



In a rapidly changing wor ld,  unforeseen events can disrupt  our l ives and l ivel ihoods. Non-
l i fe insurance serves as a crucial  safety net ,  of fer ing f inancial  support  dur ing t imes of
adversi ty.  From safeguarding l ives against  accidents and ser ious i l lnesses, homes against
natural  calamit ies to ensur ing vehic les’  protect ion on the road, non- l i fe insurance provides
peace of  mind and a sense of  secur i ty for  you and your loved ones. The range of  insurance
covers is large enough to protect  everyone from any accident to l i fe and property.  What is
lacking is the awareness of  protect ion avai lable and r isk management.

To increase the insurance awareness and educat ion for  masses I t  is  proposed that  a
widespread campaign wi l l  be launched by GI Counci l .  The campaign wi l l  be run in
coordinat ion wi th State wise awareness campaign to be launched by IRDAI.  In a recent
meet ing of  GI Counci l ,  i t  was decided to dovetai l  the PAN India Campaign wi th that  of  the
state level  awareness campaign such that  Counci l  is  a lso made a col laborator in each of
the state where there is a lead insurer.

The counci l  is  a l ready in the process of  short l is t ing research agencies,  who would be asked
to give their  recommendat ions wi th in a speci f ic  t ime l imi t  and thereafter  the campaign plan
can be f inal ized wi th creat ive agencies wi th in the st ipulated t ime.

Through th is campaign, we are commit ted to empowering every Indian c i t izen wi th
knowledge about the diverse range of  non- l i fe insurance products avai lable,  each ta i lored to
meet speci f ic  needs. Whether one is a homeowner,  a business owner,  or  a t raveler,  the
campaign wi l l  educate people about the var ious pol ic ies that  can mit igate r isks and
uncertaint ies,  for  making informed decis ions for  a more secure future.

Stay tuned for  updates,  events,  and resources as the general  insurance industry embarks
on th is nat ionwide non- l i fe insurance awareness campaign. Together,  we can bui ld a
stronger and more resi l ient  India and real ize the mission of  Insurance for al l  by 2047 .
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CONSUMER AWARENESS

PAN INDIA AWARENESS CAMPAIGN TO BE LAUNCHED BY GENERAL
INSURANCE COUNCIL SOON
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HYPER-PERSONALIZATION IN INSURANCE

Mr.K V Dipu, Senior President & Head-Operat ions &
Customer Service,  Bajaj  Al l ianz General  Insurance

Imagine a wor ld where insurance providers can
ant ic ipate your needs, ta i lor  pol ic ies to your
l i festy le,  and engage with you at  every
touchpoint .  Picture an insurance exper ience so
seamless and personal ised that  i t  feels as
though the insurer understands you better  than
you understand yoursel f .  Welcome to the era
of hyper-personal izat ion in insurance, where
advanced technologies and data-dr iven
insights empower insurers to revolut ionise the
customer journey.
The Indian insurance market has exper ienced
signi f icant growth in recent years,  wi th a r is ing
middle c lass and increasing digi ta l  adopt ion.
According to a report  by the Insurance
Regulatory and Development Author i ty of  India
( IRDAI),  the total  gross direct  premium income
in the Indian insurance industry reached INR
7.32 t r i l l ion (approximately USD 99.8 bi l l ion) in
the f iscal  year 2020-2021. To ef fect ively tap
into th is market and meet the evolv ing needs
of Indian customers,  insurance companies
must embrace hyper-personal izat ion.

Data Analytics and Artif icial  Intel l igence
(AI)

Hyper-personal izat ion hinges on leveraging
customer data ef fect ively.  Insurance
companies should invest  in robust data 

analyt ics capabi l i t ies to col lect ,  analyse,  and
der ive act ionable insights f rom customer
informat ion.  By employing AI and machine
learning algor i thms, insurers can process vast
amounts of  structured and unstructured data to
uncover valuable pat terns,  preferences, and
behaviours.  According to a report  by
McKinsey, AI-dr iven personal isat ion can
del iver a 5-15% increase in revenue and a 10-
30% reduct ion in costs for  insurers.
According to a study by Accenture,  78% of
insurance execut ives bel ieve personal ised
service based on real- t ime data analyt ics wi l l
be a crucial  d i f ferent iator  in the industry.

Customer Segmentation and Targeted
Marketing

Segment ing customers based on their
demographics,  behaviours,  and preferences is
vi ta l  for  ef fect ive hyper-personal izat ion.
Insurance companies can ident i fy d ist inct
customer segments and ta i lor  their  market ing
strategies accordingly.  By understanding
customers ‘  unique needs and expectat ions,
insurers can of fer  re levant products,
personal ised messaging, and targeted cross-
sel l ing opportuni t ies.
Research by Bain & Company indicates that
companies that  ef fect ively segment their
customers can increase their  prof i t  margins by
up to 15%. Employ a data-dr iven approach to
segment customers,  consider ing
demographics,  purchasing behaviour,  l i festy le,
and r isk prof i les.

Leverage Predictive Modell ing
Predict ive model l ing is a powerful  tool  to help
insurers ant ic ipate customer behaviour and
preferences. Insurers can use histor ical  data
and predict ive algor i thms to forecast  future
outcomes and proact ively personal ise their
of fer ings.
Research conducted by McKinsey & Company
reveals that  companies using predict ive
analyt ics outperform their  peers by 5% in 
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product iv i ty and 6% in prof i tabi l i ty .  Leverage
predict ive model l ing to assess r isk,  ident i fy
potent ia l  cross-sel l ing or upsel l ing
opportuni t ies,  and opt imise pr ic ing strategies.
This proact ive approach lets insurers stay
ahead of  customer needs and of fer  re levant
recommendat ions.
Embrace Digital  Channels and Self-Service

Options
Customers expect seamless and convenient
exper iences across var ious touchpoints in the
digi ta l  era.  To achieve hyper-personal izat ion,
insurers must embrace digi ta l  channels and
provide sel f -service opt ions that  empower
customers to control  their  insurance journey.
According to a survey by J.D. Power,  70% of
insurance customers prefer using digi ta l
channels for  interact ions.

Priorit ise Customer Engagement and
Communication

Effect ive customer engagement is  crucial  for
hyper-personal izat ion.  Insurance companies
should pr ior i t ise regular and meaningful
communicat ion wi th their  pol icyholders to bui ld
strong relat ionships and foster t rust .
Research by Salesforce indicates that  67% of
customers are wi l l ing to switch brands i f  they
feel  undervalued. Employ personal ised
communicat ion strategies such as targeted
emai ls,  recommendat ions,  and relevant content
to engage customers at  var ious stages of  their
insurance journey—leverage automat ion tools
to del iver t imely,  ta i lored messages that
resonate wi th indiv idual  needs and
preferences.
Hyper-personal izat ion in insurance empowers
customers by of fer ing them customised
solut ions,  fa i r  pr ic ing,  and proact ive r isk
management.  Insurance companies can del iver
a more personal ised and relevant exper ience
by leveraging data and advanced technologies.

Usage-Based Insurance (UBI)
Usage-based insurance ut i l ises te lemat ics
technology to t rack and monitor  indiv idual  

dr iv ing behaviour.  By instal l ing devices or
smartphone apps, insurance companies can
col lect  data on speed, d istance travel led,  and
dr iv ing patterns.  This data al lows insurers to
of fer  personal ised premiums based on a
customer’s dr iv ing habi ts,  rewarding safe
dr ivers wi th lower rates.

Personalised Policy Recommendations
Insurance companies can leverage customer
data,  including demographic informat ion,
previous c la ims history,  and r isk factors,  to
provide personal ised pol icy recommendat ions.
Using advanced algor i thms and machine
learning techniques, insurers can analyse vast
amounts of  data to suggest coverage opt ions
tai lored to an indiv idual ’s needs and r isk
prof i le.  This helps customers make informed
decis ions and ensures they have the r ight
coverage.

Conclusion
Hyper-personal izat ion has become necessary
in the insurance industry to meet customers’
evolv ing expectat ions.  By harnessing the
power of  data,  embracing AI and ML,
implement ing ef fect ive customer segmentat ion,
opt imis ing digi ta l  channels,  and foster ing
proact ive communicat ion,  insurers can create
personal ised exper iences that  resonate wi th
their  customers.  In th is age of  customisat ion,
those who successful ly  achieve hyper-
personal izat ion wi l l  thr ive in the compet i t ive
landscape and bui ld long- last ing relat ionships
with their  customers.  As we move forward,  let
us remember that  the key to hyper-
personal izat ion l ies in understanding and
cater ing to the unique needs of  every
indiv idual  customer.
Signing of f  wi th a quote f rom Satya Nadel la,
CEO of Microsoft ,  “Hyper-personal izat ion is
the future of  customer engagement.  By
leveraging data and advanced technologies,
we can del iver exper iences that  are uniquely
tai lored to each indiv idual ,  creat ing a deeper
connect ion and foster ing long-term loyal ty.”
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PRACTITIONER’S GUIDE TO LEVERAGE TECHNOLOGY IN INSURANCE

Mr. Adi tya Sharma, Chief  Distr ibut ion Off icer –
Retai l  Sales,  Bajaj  Al l ianz General  Insurance

Technology has played a pivotal  ro le in the
evolut ion of  the Indian Insurance Industry.
Technology has made processes s impler,
faster,  and more ef f ic ient .  Previously,  we used
to manual ly f i l l  out  proposal  forms, and issue
physical  cover notes and pol icy copies,  and
the c la im set t lement process was t ime-
consuming. However,  wi th the advent of
technology,  we can now sett le c la ims wi th a
single c l ick,  instant ly communicate wi th
people,  and even conduct vehic le pre-
inspect ions by s imply captur ing photographs.
Undoubtedly,  we have undergone a remarkable
evolut ion thanks to technology.
Whether you are an insurance distr ibutor or  a
customer (which,  of  course,  everyone should
be to cover their  f inancial  r isks) th is concise
guide wi l l  help you harness the power of
technology in the insurance industry.

How has Technology Evolved in the Insurance
Industry?
Technology has revolut ionized the insurance
industry by automat ing several  key processes
such as underwri t ing pol ic ies,  maintain ing
customer data,  der iv ing inferences f rom the
customer data,  set t l ing c la ims etc.  The new-
age digi ta l  p lat forms such as – Websi tes,  

Mobile Apps :  With the advancement of
smartphones in the past  decade, the
emergence of  mobi le apps has s igni f icant ly
simpl i f ied the process to carry out
t ransact ions wi th in minutes.  Insurance
companies have developed user- f r iendly
mobi le appl icat ions for  customers that
serve as comprehensive support ,  providing
instant  solut ions for  purchasing or renewing
insurance pol ic ies.  These apps of fer  a
convenient opt ion for  f i l ing c la ims,
accessing informat ion,  and conduct ing pre-
inspect ions,  among other funct ional i t ies.  By
leveraging mobi le apps, you can enjoy
seamless t ransact ions and round-the-clock
access to insurance services f rom
anywhere.  You can ef for t lessly navigate
through every step of  the pol icy journey,
including accessing pol icy detai ls ,  making
premium payments,  and submit t ing c la im
f i l ings wi th ease. Furthermore,  in-app
not i f icat ions and aler ts on your phone
ensure that  you receive essent ia l  updates 

Mobi le Apps, and Bots have made i t  easier  for
customers to access products and for  insurers
and channel  partners to increase their  reach.
Thanks to the accessibi l i ty  of  the internet,  you
now have the convenience of  select ing,
comparing,  and purchasing insurance pol ic ies
from the comfort  of  your home, al l  whi le
enjoying a cup of  cof fee.  Register ing a c la im is
now a s imple process that  can be completed
within minutes,  just  at  your f ingert ips.  The
insurance industry has wholeheartedly
embraced technology to enhance operat ional
ef f ic iency and elevate the overal l  customer
exper ience.

Let us explore the diverse range of
technological tools available at your
disposal and discover how you, as a
customer can make the most of them.
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Online Platforms /  Website :  An onl ine
plat form or a websi te enables you to access
a wide range of  pol icy-related The process
of purchasing and renewing pol ic ies
becomes remarkably convenient as you can
accompl ish i t  ent i re ly onl ine,  e l iminat ing the
need to physical ly  v is i t  insurance company
off ices.  Onl ine plat forms of fer  f lexib le
payment opt ions,  s impl i fy ing premium
payments and pol icy management.  You as a
customer have the f reedom to compare
mult ip le pol ic ies,  & make wel l - informed
decis ions based on your speci f ic  needs and
budget.  Moreover,  you can independent ly
register  c la ims and renew your exist ing
insurance pol ic ies,  grant ing you a sense of
sel f -suf f ic iency.

Chatbots :  Chatbots are intel l igent tools
powered by AI that  can engage in real- t ime
interact ions.  AI  technology has undergone
signi f icant advancements in recent years,
becoming more adept at  understanding
customer intent ions,  providing product
recommendat ions,  in i t iat ing quotes,  and
addressing fo l low-up quer ies.  Within the
insurance industry,  chatbots have become
an essent ia l  component,  of fer ing secure,
rel iable,  interact ive,  and engaging
exper iences whi le reducing rel iance on
human assistance. The introduct ion of  Chat
GPT, an advanced and enhanced i terat ion
of AI ,  takes personal izat ion to a new level
by ta i lor ing product recommendat ions
based on your interact ions,  a l l  whi le
maintain ing the utmost respect for  data
pr ivacy.  Chatbots prompt ef for t less & easy
resolut ion to quer ies wi thout the need for
direct  human interact ion.

regarding your pol icy and cla ims, prevent ing
you from over looking pol icy renewals.

Leveraging Internet of Things ( IoT) :  IoT
refers to a network of  interconnected
devices that  gather and exchange data.
IoT-enabled devices,  such as sensors in
wearables provide real- t ime informat ion
about pol icyholders,  enabl ing the
customizat ion of  insurance pol ic ies.

Instant Claims Sett lement :  Technology not
only holds the power to help you register
c la ims onl ine but some of  the minor c la ims
in motor & heal th insurance can be set t led
instant ly.  Consider a scenar io of  a vehic le
accident;  a pol icyholder can get instant
c la ims reimbursement just  by f i l l ing up an
onl ine form & uploading a v ideo/photo of
the damaged vehic le (*as per pol icy terms
& condi t ions).  Advanced techniques such as 

For example,  a heal th insurance provider can
ut i l ize data f rom smartwatches to incent iv ize
you to adopt heal thy habi ts.  I t 's  worth not ing
that IoT plays a crucial  ro le in of fer ing unique
heal th insurance opt ions,  especial ly  for  e lder ly
indiv iduals at  home, by leveraging Fal l
Detect ion Technology in smartwatches, which
enables immediate heal thcare and rescue
assistance when needed.

Another notable use case is the "Telemat ics
Device" in motor insurance, which forms the
foundat ion of  the "PAYC - Pay As You
Consume" product concept.

The Telemat ics Device instal led in motor
vehic les captures essent ia l  data such as
speed, distance, and dr iv ing behaviour
patterns,  enabl ing insurers wi th data
intel l igence to of fer  product basis the vehic le
usage & other informat ion.  This type of  pol icy
al lows you to customize your motor insurance
pol icy basis the usage.
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Have you heard of Microsites? :  Microsi tes
are personal ized websi tes designed for
indiv idual  channel  partners to promote
speci f ic  insurance products and services.
Microsi tes help you expand your customer
base by generat ing new organic leads,
enhancing informat ion credibi l i ty ,  and
providing instant  insurance services to your
customers,  a l l  whi le benef i t ing you.

Computer Vis ion & Art i f ic ia l  Intel l igence
analyse & evaluate the uploaded video/photos
within a matter  of  few minutes,  faci l i tat ing the
claims processing ef fect ively.

Technology holds the potent ia l  to s impl i fy &
give you a seamless user exper ience.

For those of you who are associated with
various insurance companies as advisors or
channel partners,  here’s a quick guide on
how you can leverage technological
advancements in insurance.

I f  I  have to ask you a s imple quest ion – How
did you reach out or  connect wi th your
prospect ive customers back in the ear ly years?
There is a high possibi l i ty  that  your answer
would be – going door- to-door,  cold cal l ing,
at tending events or taking references. Gone
are the days when you wai ted for  hours just  to
connect to a customer.  Technology has bought
the wor ld c loser,  made communicat ion faster &
processes s impler.

For example,  i f  you have a microsi te of  your
own, you can ef for t lessly share your
credent ia ls wi th potent ia l  customers located
anywhere across the country.  Customers can
convenient ly access product informat ion and
make pol icy purchases wi thout having to 

Integration with Partner Systems :
Insurance companies can provide you wi th
access to their  technological  infrastructure,
such as APIs (Appl icat ion Programming
Interfaces) and integrat ion capabi l i t ies.
This al lows you to seamlessly integrate
insurance products and services of  the
insurer into your own systems or p lat forms.
By integrat ing wi th partner systems,
insurers enable a smooth f low of
informat ion and transact ions,  enhancing the
overal l  ef f ic iency and ef fect iveness of  the
partnership.  This integrated plat form acts
as a br idge between the partner system and
the insurer system.

Digital  Portals  – Insurance companies
develop digi ta l  porta ls for  their  channel
partners,  which act  as an onl ine of f ice.  You
as an insurance partner can ut i l ize these
portals & carry out  end-to-end business
act iv i t ies r ight  f rom pol icy issuance to
servic ing customers.  Digi ta l  porta ls are
extremely handy & make you sel f - re l iant .

Mobile Apps for Insurance Partners  -
Special ly  curated mobi le appl icat ions act  as
an ‘of f ice on the go’ .  Mobi le Apps power
ease of  t ransact ion,  24*7 access to
insurance services f rom anywhere,
empower you to stay connected wi th your
customers & provide them instant  insurance
solut ions.  

navigate complex websi tes.  This not  only
boosts your onl ine v is ib i l i ty  but  a lso ensures
that the pol icy benef i ts are exclusively
at t r ibuted to you.

I f  you already have a websi te of  your own,
here is another enabler you need to know
about -
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ChatBots for Insurance Partners  – Gone are the days when you were highly dependent
on your re lat ionship manager for  get t ing a resolut ion to your business quer ies.  Chatbots
ensure speedy communicat ion;  help you get instant  solut ions along wi th other pol icy
management & business-related services.

These technological  tools enable you to reach out,  communicate & service your customers
eff ic ient ly.

By leveraging these technological  advancements,

You as a customer can  – Enjoy more convenient and personal ized insurance solut ions that
meet your speci f ic  needs and preferences.

You as a Partner can  -  Enhance your business operat ions,  reach a broader customer base,
provide a super ior  customer exper ience, and strengthen your col laborat ion wi th insurance
companies.

Whi le we acknowledge and embrace the technological  advancements fuel ing the growth of
the insurance industry,  i t  is  important  to recognize that  the human touch and emot ional
aspect wi l l  cont inue to hold s igni f icance in th is f ie ld.

PRACTITIONER’S GUIDE TO LEVERAGE TECHNOLOGY IN INSURANCE
(CONTINUED)

UPCOMING EVENTS

Asia Motor Insurance & Claims
Management Conference

28-29 Aug 2023, Grand
Millennium Hotel Kuala Lumpur,

Malaysia

IUMI 2023 - Edinburgh
Conference

17-20 September 2023

Insurance 2030: From Science
Fiction to Reality

Theme: "Artificial Intelligence -
The Future Revolution and

Quantum Leap"

23-24 Aug 2023, Concorde
Hotel, Singapore

https://www.asiainsurancereview.com/Conferences/Conference-Details/cnfid/20979
https://iumi.com/events/annual-conference
https://www.asiainsurancereview.com/Events/Topics/Asia/airscifi2023
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INSURANCE PRICING: FREQUENTLY
ASKED QUESTIONS (FAQS)

Click here to read more. .

Click here to read more. .

INDONESIA: NON-LIFE INSURERS
SEEK ALTERNATIVES TO CAPITAL
HIKES TO STRENGTHEN
INSURANCE MARKET ASIA
INSURANCE REVIEW

Click here to read more. .

https://www.gicouncil.in/news-media/gic-in-the-news/australia-regulators-release-documents-on-proposed-financial-accountability-regime/
https://www.abi.org.uk/news/blog-articles/2023/7/cyber-threats-ruling/
https://www.abi.org.uk/products-and-issues/choosing-the-right-insurance/motor-insurance/insurance-pricing-faqs/
https://www.lloydslistintelligence.com/knowledge-hub/risk-and-compliance/stricter-sanctions-enforcement-looms-are-you-ready?utm_medium=email&utm_source=acquistions_arc_outbound_generic_landing_page&utm_campaign=MT-LLOYDINTEL-IG_CAM-MKTG_2104_ARC-Outbound-Finance-2023&utm_term=All
https://www.gicouncil.in/news-media/gic-in-the-news/indonesia-non-life-insurers-seek-alternatives-to-capital-hikes-to-strengthen-insurance-market/
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MSMEs have been the backbone of  Indian economy and have shown tremendous resi l ience even
when faced wi th unprecedented chal lenges. They are the growth engine of  the economy
contr ibut ing to over a th i rd of  the country ’s GDP. In a Q&A session,  Mr Sanjeev Mantr i ,
Execut ive Director,  ICICI Lombard ta lks about the importance and issues related to MSME
sector in India.

Click here to read more. .

General Insurance Council ,  5th Floor,  National Insurance Building,
14, Jamshedji  Tata Road, Churchgate,  Mumbai-400020,

Maharashtra,  India,  gicouncil@gicouncil . in
https:/ /www.gicouncil . in/

Disclaimer :  Our newsletter endeavors to compile insurance
information from various sources in the public domain. In respect

of 3rd party art icles/news items etc.  reproduced, the GI Council
accepts no responsibil i ty for the accuracy/authenticity and

completeness nor can be seen as endorsing the views/opinions
expressed therein.  Views expressed by the authors in the art icles

are personal.

Q & A -  INSURANCE OFFERINGS FOR MSMES

https://www.gicouncil.in/news-media/gic-in-the-news/qa-topic-insurance-offerings-for-msmes/

