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5. Maximizing Customer Value: A Guide for Life Insurance Professionals

In the world of life insurance, delivering Customer Value is key to building strong, lasting relationships with clients.
As a marketing personnel, the role is crucial in helping clients see the value in the products & services we offer.

Here's how you can guide your clients to understand and appreciate the value they receive from life insurance.

What is Customer Value?
Customer Value is the difference between the benefits a customer receives and the costs they incur.

In life insurance, these benefits can be categorized into three main types:

1. Functional Benefits: These relate to the core purpose of life insurance—financial protection, risk manage-
ment, and future planning. When you explain how a policy can safeguard a client’s family or ensure their
children’s education, you're highlighting the functional value.

2. Emotional Benefits: Life insurance provides peace of mind. Emphasize how a policy can offer a sense of
security, knowing that their loved ones will be financially protected in the event of an unexpected tragedy.

3. Social Benefits: Owning life insurance is often seen as a sign of responsible financial planning. Help your
clients see how having a policy reflects their commitment to their family’s well-being & enhances their
standing in the community.




What Are the Costs?
On the flip side, Cost includes:

1. Time: The time your clients spend understanding and choosing the right policy.
2. Money: The premiums they pay for their coverage.

3. Effort: The energy spent evaluating different options and managing their policy.

How to Enhance Customer Value

There are two ways you can help increase Customer Value for your clients:

Increase Benefits: Ensure that the policies you recommend offer substantial functional, emotional, and social bene-
fits. Tailor your advice to meet the unique needs and priorities of each client.

Decrease Costs: Simplify the decision-making process for your clients. Be transparent about costs, help them
understand the value of their investment, and make the process as smooth as possible.

The Challenge of Perception

Remember, Customer Value is subjective and varies from person to person. What might be a significant benefit for
one client might not hold the same value for another. For example, one client may prioritize emotional security,
while another might focus on the functional benefits of a policy.

Your goal is to understand each client’s unique needs and priorities, helping them see the true value in the policies
they choose. By doing so, you can build stronger, more trusting relationships that ultimately lead to greater satisfac-
tion and loyalty.

As you continue to support our clients, keep these principles in mind to ensure they always feel they are receiving
the maximum value from their life insurance policies.

Somesh Lal Joshi
Head: Brand and Corporate Communication
Corporate Office

6. From Tradition to Technology: Digitalization's Impact on Life Insurance

The digital revolution is reshaping industries worldwide, and life insurance is no exception. Valued at around $6.8
trillion globally in 2022, the life insurance industry plays a crucial role in financial planning, making the need for
innovation more significant than ever. Digitalization is fundamentally changing how life insurance is marketed, sold,
and managed, leading to enhanced convenience, accessibility, and transparency for policyholders.

Traditionally, life insurance relied heavily on face-to-face interactions, with agents building trust and explaining
complex policies. While effective, this model was time-consuming and often cumbersome. However, the rise of
digital technology is merging traditional practices with modern advancements. The shift from paper-based
processes to digital platforms is making life insurance transactions more efficient and customer-centric.

In Nepal, the digitalization of life insurance is still in its early stages but is gaining traction. As the industry embrac-
es modern technology, the benefits for both insurers and policyholders are becoming increasingly apparent. Online
platforms and mobile apps are making it easier for customers to purchase policies, file claims, and manage their
accounts, signaling a significant transformation in the sector.




Key Facts related to Insurance & Digitalization

e 96% of insurance CEOs reported that the pandemic
accelerated digitalization.

e 59% of European insurance companies were already
advancing their digital transformation efforts.

o By 2024, the InsurTech market is expected to reach
$10.14 billion.

» 83% of insurers agree that technology is redefining the
industry and altering customer expectations.

 82% of Americans overestimate life insurance costs,
highlighting the need for better digital tools.

e About 50% of U.S. adults owned life insurance in 2023.

* 65% of insurance companies assume that there will be a
major online platform combining large market shares.

» 52% of insurers believe it is likely that many traditional
insurance companies will have disappeared from the
market by 2030.

» 53% assume that globally active digital companies such as
Amazon, Apple & Google will play a significant role in the
insurance market.

Digitalization in Nepal's Life Insurance Sector

In Nepal, the adoption of digital tools in life insurance is on the
rise, though still in its early stages. The Nepal Insurance Authority
is actively promoting digital transformation to enhance transparency
& accessibility. One notable development is the sale of Foreign
Employment Insurance exclusively through digital platforms,
making it more accessible to policyholders. Additionally, insurers
are encouraging premium payments via digital wallets & mobile
banking, further integrating digital practices into the industry. The
Nepal Insurance Authority is actively promoting digital transformation
to boost transparency and accessibility in the sector. Recently
Nepal Insurance Authority has published the guidelines related to
Digital Insurance Policy.

The Future of Insurance Technology

The future of life insurance is set to be shaped by
several key technological trends, including artificial
intelligence (Al), blockchain, the Internet of Things
(1oT), big data analytics, and cloud computing. These
innovations promise to enhance operational efficiency,
security, and customer satisfaction, both globally and
in Nepal. As digitalization progresses, life insurance
will continue to evolve, becoming more accessible,
personalized, and focused on the needs of the modern
consumer.

This ongoing transformation from tradition to technology
marks a significant milestone in the life insurance
industry, offering new opportunities for growth and
improvement in the years to come.

The Benefits of Digital Insurance

Cost Savings: Digitalization significantly
reduces marketing and operational costs by
minimizing the need for agents, brokers, and
physical infrastructure. This allows insurers to
offer more competitive premiums to customers.

Improved Security: Digital insurance policies
are securely stored and can be accessed from
anywhere, minimizing risks associated with
paper documents and reducing fraud through
increased transaction transparency.

Convenience & Accessibility: Customers can
buy, renew, & manage policies online at any time,
from anywhere. Digital claims management
also offers a faster and more straightforward
experience for customers.

Regulatory Compliance & Transparency:
Digital records ensure that all transactions are
documented & verifiable, enhancing compliance
with regulatory requirements. This transparency
helps customers make more informed deci-
sions, reducing the risk of mis-selling.

Increased Brand Awareness: Digital marketing
allows insurers to build brand awareness
through websites, social media, apps, & email
campaigns. Engaging content and interactive
features help insurance companies reach a
broader audience in a competitive market.

Enhanced Post-Sales Service: Digital
platforms offer seamless, paperless process-
es for raising claims and managing policies.
Insurers are increasingly using social media
to receive feedback and address complaints
in real-time, improving overall customer
satisfaction.

Deependra Joshi
Digital Insurance Department
Corporate office
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