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How Automation is Reshaping Insurance
Administration Without Losing the Human Element

Customer satisfaction and the role of human interaction in insurance

According to different studies, 81% customers would go ahead and make another purchase
again as long as there is good customer service. Though digital tools and automation are
imperative parts, most of the customers still wish to receive communication from a human
being especially when they need to go through policies or detailed information regarding some
products. Human representatives can provide the right guidance, clarification, and help for
types of insurance that are complicated, and this would make the clients feel that they have
been understood and valued. In this scenario, personalization is very important in customer
satisfaction and retention.

Trust in the Insurance Industry: The Role of Human Contact

In insurance, where trust is placed at its core, it is the human factor that truly cements long-
lasting relationships with clients. At such vital times in life as losing a loved one or being
afflicted with a serious illness, policyholders need far more than a swift automated response;
rather, they need a sympathetic conversation with someone who can relate to their plight.
Such a compassionate attachment fosters loyalty and trust, and makes clients feel held over
such hard times.

Human Professional side-the-Trial Suitability to Complex Claims

While Al is to process most of the simple claims, complex and sensitive or high-scale cases
will require involvement of humans. For instance, disability and large-scale disaster-related
claims cannot really fit into the algorithmic processing of claims. Human representatives have
ample time to understand each one of the policyholders’ unique circumstances and ensure
each of the claims is handled in a fair, empathetic, as well as cautious manner. This human
touch, therefore, proves very important to ensure claims are settled in the most considerate
and accurate manner possible.

Striking the Right Balance: Technology and Human Expertise in Insurance

So, how can insurance companies seize opportunities through technology without losing the
personal touch? The answer lies in a hybrid approach, where both technology and human
expertise complement each other.

Hybrid Approach to Insurance Administration

The hybrid approach helps allow the insurance companies to increase customer engagement
with personalized service. For example, a customer may use a mobile application or manage
a policy in general and make a claim; some routine questions may be answered immediately
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on the same platform. However, when something complicated arises, the same platform
connects that customer to a live agent. This balance is one of convenience with digital
solutions helping but preserving human contact, which the customers appreciate.

Training Human Agents for the Digital Future

Training Initiatives “Human agents need to work effectively with advanced technology as Al
pervades the insurance industry,” says Amar. Training must focus on an understanding of Al
insights, using automated tools for simplification, and still building in empathy and
personalized service in face-to-face engagement with customers. This would ensure that
agent touchpoints remain the basis of customer experience even while agents optimize their
operational efficiency through technology.

Application of Al to Routine Operations

A balanced strategy would therefore be the use of Al at places where work can typically be
done without intervention through a human touch, which is usually at places with routine or
repetitive tasks. For instance, the renewal of policies, rating of risk factors, computation of
premiums, and the issuance of renewal offers to clients can all be dealt with by Al so that the
human agents work on the more complex and higher-touch interactions such as counseling
clients on changes in policies or on specific concerns raised. With predictable tasks
automated, human agents can add value on the many issues in places that matter most.
FBSPL: Integrating Electronic Support with Human Expertise in Insurance
Administration

At EBSPL, we bring together everything advanced technology allows with the personalized
service, so your insurance operations are smooth, while that warmness and humanity make
your service special. Our experts will continually update their knowledge of market currents,
changes in compliance, and industry’s standards. Through automation we will reduce errors
and diminish the risk of E&O on your agency.

Read More: Insurance Administration: Balancing_ Technology and Human Touch
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