
The insurance industry is at a crossroads. 
Customer expectations have changed 
dramatically, driven by accelerated 
digitization and the rise of personalized 
experiences. Today, consumers expect 
quick responses, omnichannel services, 
and frictionless processes. Faced with 
this scenario, digital transformation is not 
just an option: it is a strategic imperative 
to ensure competitiveness.
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The new era of insurance: digital, agile and 
customer-centric

Key trends in the digital insurance 
industry:
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Claims automation 
using artificial 

intelligence.

Intelligent chatbots 
that operate 24/7 

on digital channels.

Intuitive mobile 
apps for policy 

self-management.



Expectations of the new digital customer 
in insurance

What digital customers are looking for in 
insurance:

Faster and 
simplified 

underwriting 
processes.

Proactive, 
empathetic and 

personalized 
communication.

Integrated, secure, 
and real-time 

digital channels.
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Digital transformation: from the 
back-office to the total experience

Transformation doesn't just happen on the front-end. Insurers are redesigning their internal 
processes with robotic process automation (RPA), advanced analytics tools, and cloud 
solutions. This allows you to deliver a consistent and seamless experience in every 
customer interaction, from subscription to complaint.

Measurable impacts of digital 
transformation on insurance:
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The future: hyper-personalization and 
integrated ecosystems

Digital transformation is not a goal, but an 
ongoing process that redefines the way 
insurers engage with their customers. 
Embracing emerging technologies, 
redesigning processes, and focusing on 
customer experience is the recipe for 
staying competitive in the future. 
Innovation, agility and customer focus 
must be at the heart of every insurance 
company's strategy.

Key projections:

Conclusion:

Increase in 
personalized and 
dynamic policies.

Usage-based (UBI) 
and behavior-based 

insurance models.

Integration of IoT 
devices in risk 

assessment and 
claims management.
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Atento: Transformation Partner for the 
Insurance Industry

At Atento we understand that customer 
experience is the new battleground. For 
this reason, we accompany insurers on 
their path to digital transformation with 
Business Transformation Outsourcing 
(BTO) solutions, combining technology, 
automation, specialized consulting and 
human talent.

From process automation to the 
implementation of virtual assistants and 
omnichannel experience centers, we 
help insurance companies improve their 
operational efficiency, increase 
customer satisfaction, and secure their 
digital future.
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