
Digital-first strategies across claims operations – once a Claims Executive’s “pipe dream” – are now 
becoming a necessity, prompting the need for Insurers to act at an accelerated rate as the insurance 
landscape continues to evolve.  To remain competitive, insurance executives need to revisit business 
operating models and build a more decisive approach to becoming a more customer-centric 
organization.  

Today’s consumers expect two-way, interactive conversations – a far cry from the one-way, 
transactional communications of the past. P&C Insurers must implement a digital-first strategy to 
optimize the customer’s end-to-end journey and provide SMARTER ways of engagement. 

Insurance

By digitally transforming the claims process, today’s leading Insurers  
are seeing significant impact across a range of metrics1: 
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Becoming a Digital-First Claims Organization

Learn how leading Insurers are realigning their digital engagement 
strategies across claims operations to drive down costs and improve 
the customer experience.



Insureds expect their interactions to be: 

1.  Improve Customer Experiences 

Personalized 
Customers want their specific 
preferences and details to 
be known and incorporated 
into personalized, thoughtful 
communications

Meeting consumer expectations is at the forefront of every claims manager’s mind, as Insurers 
seek to exceed their claimants’ expectations while still balancing the need to effectively inves-
tigate and settle claims. To do so, the claims experience must have digital tools that support 

hyper-personalization and two-way customer conversations, offer easy-to-use interfaces, and 
seamlessly deliver information across customers’ preferred channels and devices.

Omnichannel 
Self-service functionality is critical, 
with omnichannel capabilities 
that allow interactions to continue 
across devices 24/7

Responsive 
Clear, concise, and timely 
communications that keep 
customers informed

Convenient 
Speed, transparency, and ease 
of interaction throughout 
claims process

of Insurance CEOs will prioritize CX in the next 12 months 270% 

The Top Two Drivers Leading Today’s 
Insurers to Accelerate Digital-First Strategies  



Digital-First Advantages

Rapid Deployment  
Reduce development time of 
new digital applications by 
more than 75%

Agility 
Easily adapt an ever changing 
insurance landscape

Integrations 
Capture data elements through 
digital-first processes to enable 
elements of Straight-Through 
Processing  (STP)

Customer Experience 
Increase customer 
engagement by building 
on prior conversations, 
demonstrating personal 
knowledge of the claimant’s 
situation, and easing ongoing 
communications

Ease of Use  
Facilitate an easy user 
experience and higher quality 
output 

2.  Differentiating Amidst Increased Competitive Pressures 

Traditional Insurers are still mired in legacy systems, very analog in nature and causing ongoing 
competitive pressures from more nimble, agile InsurTech solution providers ($5.4b market and 
growing). However, Insurers that are adopting a digital-first strategy are beginning to level – and 
even outperform – the competition.



Increase engagement levels by initiating meaningful two-way  
conversations in the claims customer journey

The first step in moving to a digital-first claims operation is to assess and understand the customer 
journey. Understanding the successive touchpoints throughout the journey will help Insurers better 
understand how the practical application of technology should be applied to improve customer 
engagement, automate processes, and reduce expenses.

Often, Insurers’ current state of claims handling tends to be very analog in nature, making the 
customer experience less than desirable.  Insurers that adopt a digital-first claims strategy can 
enable meaningful two-way conversations from the FNOL throughout the claims journey.
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Modern Communications Platform Delivers 

Modern communications platforms deployed on pure cloud offerings provide  
benefits that align to leading P&C Insurers business and IT goals including:

Providing an organization access to effective communications tools that enable digital-first 
interactions is critical to an Insurer’s customer experience strategy. Getting this right bolsters the 
claims operations team’s ability to scale the conversation, adds value to the customer experience, 
lowers claims disputes, and reduces loss adjustment expenses. 

Insurers that truly want to accelerate the modernization of their communications platforms as 
part of their digital-first strategies are also adopting pure cloud offerings (platforms purposefully 
built for the cloud). 



Key Benefits Achieved

Smart Communications uniquely provides a best-in-breed digital conversations platform that makes 
it possible for claims organizations to improve the customer experience, reduce claims expense, 
and enhance their operational speed & agility3. 

Customer Satisfaction 
15%+ improvements in  
Customer Effort Scores

Reduced Labor Costs  
2000 employee hours  
saved

Faster Turnaround 
40% improved speed  
to market

Reduced  
Administrative Time 
50% reduction in hours spent

References: 1 ) McKinsey & Company’s Claims in the digital age   2)  PWC’s Global Survey of Insurance  3)  Aggregate results across portfolio

Contact Us Today
www.smartcommunications.com

About Smart Communications

Smart Communications is a leading technology company focused on helping businesses engage in more meaningful 

customer conversations. Its Conversation Cloud™️ platform uniquely delivers personalized, omnichannel conversations 

across the entire customer experience, empowering insurance companies to succeed in today’s digital-focused, customer 

driven world while also simplifying processes and operating more efficiently. Smart Communications is headquartered in 

the UK and serves more than 650 customers from offices located across North America, Europe, and Asia Pacific. 


