Securing
the Future

N The insurance industry is at a crossroads.
. How Digita| Customer expectations have changed
] . dramatically, driven by accelerated
- Transformation digitization and the rise of personalized

O . . experiences. Today, consumers expect
= 4 Redef'nes the quick responses, omnichannel services,
. | |nsurance customer and frictionless processes. Faced with

3 this scenario, digital transformation is not
) Experlence just an option: itis a strategic imperative

to ensure competitiveness.
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-t The new era of insurance: digital, agile and
customer-centric

Digitalization has changed the game for insurers. According to a McKinsey report, 80% of
customers considerthe experience a company provides to be as important as its products
orservices . Insurance companies are adopting technologies such as artificial intelligence
(AD), natural language processing (NLP), and real-time data to improve interaction with their
users and optimize the customer experience.

Key trends in the digital i insurance
industry:

Claims automation Intelligent chatbots Intuitive mobile
using artificial that operate 24/7 apps for policy
intelligence. ondigital channels. self-management.

[IMcKinsey & Company. "The Future of Insurance: Customer Experience in the Digital Age". 2023 .
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Expectations of the new digital customer
ininsurance

New consumers value personalization and immediacy. An Accenture study indicates that
74% of policyholders would be willing to receive personalized services in exchange for
sharing their data . This new mindset is driving insurers to redesign the customer journey
and optimize every touchpoint to deliver frictionless experiences.

What digital customers are looking for in
insurance:

Faster and Proactive, Integrated, secure,
simplified empathetic and and real-time

underwriting personalized digital channels.
processes. communication.

EBlAccenture. "Insurance Consumer Study". 2022.
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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:

40% reductionin 30% increasein 25% improvementin
average response customer satisfaction overall operational
times.¥ (CSAT) (CSAT). efficiency.

BIDeloitte. "2024 Insurance Industry Outlook”.
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—f The future: hyper-personalization and
integrated ecosystems

The next frontier is data-driven hyper-personalization. Insurers will increasingly be
connected to health, mobility and smart home ecosystems to anticipate needs, prevent
risks and offer proactive services. According to Gartner, by 2027, 75% of insurers will have
implemented integrated and predictive care digital platforms .

Key projections:

Increase in Usage-based (UBI) Integration of loT
personalized and and behavior-based devices inrisk
dynamic policies. insurance models. assessment and

claims management.

Conclusion:

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.

MGartner. "Top Strategic Technology Trends for Insurance 2023".

Securing the Future: How Digital Transformation
Redefines the Insurance Customer Experience n

ATer~NT0




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.

Do you want to transform the customer
experience into insurance?

Find out how we can help you.

Securing the Future: How Digital Transformation
Redefines the Insurance Customer Experience

ATer~TO




Sources

[1] McKinsey & Company. "The Future of Insurance:
Customer Experience in the Digital Age". 2023.

[2] Accenture. "Insurance Consumer Study". 2022.

[3] Deloitte. "2024 Insurance Industry Outlook",

[4]) Gartner."Top Strategic Technology Trends for
Insurance 2023".

[5] Capgemini&Efma. "World Insurance Report 2023".

[6] HubSpot. "SEO for Financial Services: Best Practices in
2024"

[7] Google Search Central. "SEO Starter Guide".

4
+*5

Securing the Future: How Digital Transformation
Redefines the Insurance Customer Experience

ATer~TO 8







