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Life Insurance & Annuity (L&A) organizations continue to face a 
challenging business environment, and in response, insurers are focusing 
on how to adapt their business models and redefine their strategies in 
order to respond to rapidly evolving customer needs and expectations. 

Automation and process optimization are seen as key drivers in achieving 
these goals, with organizations looking to better align business and IT 
to ensure that modernization initiatives deliver on the specific business 
objectives that they are looking to achieve.  

Creating seamless, personalized interactions across digital and 
traditional channels and improving operational efficiency are top 
priorities, driven by growth goals – as well as the need to reduce 
costs and improve margins in a competitive market. 

“Smarter investing and innovation: Insurers must use their new 
and existing technology to meet their current and future needs. 
Push systems to do more than first thought, and push vendor 
partners to help avoid building new ‘legacy’ technology.”

—2024 Celent Life IT Pressures & Priorities survey 
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4 Macro Trends Transforming Insurance

Improving Customer Experience01
For quite some time, the Life Insurance market has been primarily focused on cost 
savings. Today, however, these organizations need to shift their focus to be more 
customer-centered – future-proofing the business and emphasizing omnichannel 
customer experiences.   

Digitization, automation, and streamlining technology and processes are just as vital 
for increasing customer-centricity as they are for decreasing costs – and it’s time to 
double down on these efforts. 

Modern Conversation Platforms are helping Life Insurers 
transform the customer experience by providing:

A seamless, end-to-end connected experience. Insureds expect 
real-time, two-way conversations whenever they need it, on the 
channel of their preference. 

Acceleration of speed to coverage by simplifying the end-to-
end process from submission to underwriting and issuance.  

Personalized, frictionless, on-demand digital service - key 
capabilities leading insurers are rapidly incorporating into their 
customer engagement process.
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Recognizing the 
Importance of Policy Servicing
Insurers often concentrate their digital transformation efforts 
on new business acquisition and claims, but the customer 
interactions for in-force policies are equally critical and frequently 
overlooked. These interactions—such as policy updates, 
billing inquiries, and service requests—represent ongoing 
opportunities to build trust, deepen relationships, and enhance 
customer satisfaction.  

Focusing on improving these touchpoints can reduce 
friction, prevent policyholder attrition, and foster loyalty. 
Investing in delivering seamless, digital communications 
and experiences for in-force policies also reduces friction, 
decreases administrative burdens, and helps mitigate 
the risk of churn, ultimately contributing to a stronger 
bottom line. 
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Achieving operational efficiency in Life Insurance – with ever persistent low investment 
returns, increased competitive pressures and costs of acquiring talent - is no easy feat. To 
do so, Insurers must significantly lower the costs of acquiring and servicing policies while 
also focusing on growing their revenue faster than the rate of operating costs. Achieving this 
will require a focus on performance, digital transformation and the customer experience. 

A Top Ten Life insurer Improved Operational 
Efficiency by Leveraging The Conversation CloudTM

faster turnaround for advisors and policyholders

reduction of Not in Good Order rates due to fewer illegible 
and incomplete forms

hours saved annually via digital interviews to support STP, 
lower call center volumes, and improved support for advisors

40%

80%

200

Reducing Operational Costs03



6 Navigating the Future: 4 Key Focus Areas for Life & Annuity Insurers 

Making Strategic 
Technology Investments
There is a clear trend toward strategic investments in technology 
that can drive business value, with insurers prioritizing reducing 
technical debt and creating a technology ecosystem that will enable 
them to adapt to evolving business needs and customer demands. 

A significant portion of IT budgets is being directed toward 
digitization initiatives. Insurers recognize that digital capabilities are 
crucial for meeting customer expectations and staying competitive. 
This includes enabling more personalized, interactive customer 
communications, replacing paper and PDF fillable forms with online, 
easy to use digital data collection, and investments in advanced 
analytics that provide actionable insights into customer behavior. 

Cloud adoption is another key area of IT spending. Insurers are 
moving more of their systems to the cloud, driven by the need 
for scalability, flexibility, and cost savings. Cloud-based solutions 
also support the rapid deployment of new services and enable 
insurers to innovate more quickly. Overall, IT spending is increasingly 
aligned with business priorities, particularly in areas that can 
enhance customer experiences, improve operational efficiency, and 
ensure compliance.
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Next Generation Customer Engagement
Transforming how customers interact and communicate should be a main priority for Insurers 
as they continually work to achieve digital transformation. Modern conversation platforms 
have been proven to improve customer satisfaction scores, boosting speed and quality while 
also increasing productivity and reducing operational costs across new business, underwriting 
and other operational areas.

As Insurers explore solutions to optimize the end-to-end customer 
experience, key capabilities that should be considered include:

Front-End Technologies 
Customer facing 
engagement tools such as 
self-service portals, mobile 
apps and web interfaces

Channel Optimization 
Integration of applications and 
processes enabling Insureds 
to experience a seamless, 
consistent experience across 
insurance companies’ physical, 
mobile and web presence

Cloud-First 
Pure cloud technologies to 
speed up delivery and reduce 
costs of implementing and 
maintaining digital services

Two-way Digital 
Communication  
On-demand, interactive 
communications produced 
in real-time
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How Smart Communications Can Help
Modern communications solutions enable Life Insurers to offer SMARTER ways to engage their 
customers, while enabling levels of automation within a digital conversation platform across new 
client submissions, policy contracting, amendments and exclusions and facultative reinsurance.

Life Insurers that adopt a digital-first strategy enabling two-way conversations in real time 
across preferred channels, while also leveraging adaptive guided interviews during new business 
processes, have the potential to achieve benefits such as:

Reduce the time to complete new business 
transactions by 70-75%

Limit the development time required to launch new 
digital applications by more than 75%

Improve Customer Experience

Reduce NIGO rates

Increase productivity

Eliminate up to 50% of the manual effort required 
to create amendments & exclusions

Streamline and speed policy servicing requests



www.smartcommunications.com

 /company/smart-communications./

 @CCMInnovators

About Smart Communications
Smart Communications provides the platform that leading Property & Casualty and Life & Annuity 
organizations trust to deliver personalized, consistent, and compliant conversations across all 
touchpoints and channels. The Conversation Cloud™ consists of SmartCOMM™ for enterprise-
scale customer communications, SmartIQ™ for digital forms transformation. Over 250 insurers 
across the globe rely on Smart Communications to simplify and automate complex processes 
and deliver highly secure, frictionless experiences across the customer lifecycle.   

Conclusion
Recently named a leader by Aspire in its 2024 Leaderboard, Smart Communications 
provides today’s top Insurers with The Conversation Cloud™, the leading Customer 
Communications Management platform, which empowers insurance carriers 
of all sizes to create consistent and engaging omnichannel, customer-focused 
conversations. The platform works seamlessly with core policy, claims, billing 
systems and other enterprise platforms, providing unparalleled personalization 
and omnichannel capabilities.

Our proven cloud approach, our strategy for delivering meaningful, two-way customer 
conversations, and our platform that’s purpose-built to optimize the end-to-end 
customer experience are enabling Life Insurers to drive growth and exceed customer 
expectations. Contact us to learn more about how Insurers are delivering SMARTER 
conversations at scale across the entire customer lifecycle.

http://www.smartcommunications.com

https://www.linkedin.com/company/smart-communications-/
https://x.com/ccminnovators?lang=en

