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Insurance Digital Trends – An observation and point of view
Till a few years back, the Insurance industry was traditionally differentiated by line of 
business such as life and non-life/ General Insurance, and was based on their presence 
in the markets (global or local). The new norm in future could be the introduction of 
the ‘Digital Insurer’ and other insurer.

Digital Insurers are differentiated from other insurers in many ways. A few key 
differentiators are the constant focus on enhancing customer experience/ services, 
implementation of disruptive business models, introduction of innovative customizable 
products, collaboration with multiple entities (technology partner, application product 
vendors, customers, etc.) within the ecosystems, and enabling employees to focus on 
bringing value to their customers.

While non-digital insurers are chasing the footsteps of digital insurers, a few digital 
insurers are far ahead in designing and implementing digital strategy across their 
branches/ entities, with focused investments on digital initiatives such as:

 y Single platform to provide uniform digital experience to their customers across the 
globe

 y Agility in product configuration/ customization

 y Legacy system simplification and process integration/ automation

 y Core systems transformation

 y System integration across entities and other stakeholders

Further to this, based on research and experience in working with highly matured 
digital insurers, HCL observed the following key digital trends in the sector which will 
disrupt the market in a few years:

 y Connected Objects: Insured objects will communicate directly with insurers! 
Insurers are collaborating with manufacturers and technology partners to integrate 
with their mobile devices, vehicles, home, appliances, and systems seamlessly.

 y Connected Customer: Customers will become influencers to sell insurance 
products/ services, disrupting the business model. Insurers are partnering with 
social media companies and using social analytics to connect to customers and 
understand their behavior to improve services and create products specific for the 
segment.

 y Connected Systems: With seamless integration between systems (internal and 
external systems) insurers will start integrating not only their front, middle, and 
back-office, they will also want to connect to their agent’s, client’s, vendor’s, and 
regulatory systems. They would want access to only relevant data in the most 
secured infrastructure/ facility environment.

 y Connected People: Collaborating with their employees, partner’s employees, 
and client’s employees, the insurers want to nurture and harvest ideas by building 
operating models to integrate their partners and service providers in collaborative 
ecosystems.
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 y Connected Data: Create single version of data (structured/ unstructured) and use 
relevant analysis for customers to help make the right decision at the right time, 
with prescriptive analytics models. The increased volume, variety, and velocity of 
data allow for greater use of predictive  and prescriptive analytics. Insurers want 
to leverage this to share data across their organization, customers, partners, and 
regulators in real-time, with relevant restrictions and security.

Digital Insurer Target State – A representation:

In the next 2-4 years, convergence between insurer’s strategy and technology vendor 
strategy will transform the existing Target Operating Model. The image below is a 
visualization of the Insurer’s Target Operating entity:
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Future Target Operating Model

Each layer of functional groups, along with their respective IT teams, will find their IT 
partners with whom they can work. While the objectives and goals will be different, 
the following points will give uniqueness to what this joint team would do:

a) Co-innovation/ Co-creation of IPs, technology platform decisions, and introduction 
of innovative concepts such as gamification will be agreed upon. Outcome-based 
models will be prevalent and the Operations team, IT team and the IT partner will 
jointly execute distribution transformation programs for business growth, and 
share the benefits.

b) Asset monetization type of innovative models will be leveraged for additional 
revenue. Integrated services will be the topic, and open/ closed books outsourcing 
decisions will be done jointly by including the IT partner.

c) Non-core business operations (finance, HR, 
admin, regulatory reporting) will be outsourced 
to a large extent, to the expert vendors. 
Outcome-based pricing model will reduce their 
cost of operations drastically.
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d) “Data Supermarket” will be one of the most focused areas across insurers. This 
will work very similar to a supermarket where commodities are categorized and 
arranged accordingly to customer segments. This might be centrally controlled and 
operated by the Central Core IT Team and the partner. Commodities here are all 
“packaged reports/ analytics” to be used without much re-engineering. Functional 
teams, partners, reinsurers, stakeholders, regulators, or associates with insurers 
will be served through this setup. Data supermarket will categorize and sell data 
packages with pre-defined criteria for internal departments/ functions. For e.g., 
Chief Marketing officer may subscribe for “US shoppers behavior analytics” will 
be sold at USD 5. This data market will be integrating with all third party data 
services – including telematics data service provider and other consultants. This 
will evolve as the most critical IT organization moving forward, and will report to 
the CEO directly.

Transformation to ‘Reborn Digital’

Reborn Digital means ensuring that the organization has ubiquitous digital 
capabilities running throughout its front to end operations. This requires creating a 
more engaged, intelligent, connected, and faster organization which can successfully 
meet the challenges of its external environment.

HCL is supporting clients in shaping their digital vision and strategy, while supporting 
the implementation of the digital roadmap of brands across multiple industries. One 
of a support initiative is on the “reborn digital” agenda.

HCL’s Insurance Digital Expertise
Being the digital partner for many of the global and regional insurance leaders, HCL 
has spearheaded some of the leading differentiated propositions to its customers, 
which have supported to channelize insurer’s strategic spend in digital.

HCL has built a complete set of propositions covering end-to-end digital needs of the 
insurer by consolidating tools/ accelerators/ frameworks and partnered with industry 
and local leaders to accelerate time-to-market and help insurer’s lead the digital race in 
the future, while saving investment budgets.
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HCL has been continuously discovering areas to build expertize with digital platforms 
partners such as SFDC, CSC, Guidewire, eBao, Microsoft, Oracle, IBM, etc., to help 
customers.

HCL’s 360-degree partnership helps build product accelerators which help customers 
to adopt to newer version of applications, supporting their digital goals as well.

HCL’s Digital Snapshot
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The following represents components of end-to-end digital expertize built in respective 
areas to provide seamlessly integrated application landscape. HCL’s digital expertise is 
grouped to deliver:
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1. Experience Blueprinting and Measurement

Expertise Tools/ Accelerators/ Framework Partners
•	Define	customer	experience	

metrics, and target experience/ 
journey maps

•	Define	business	capabilities	
(target operating model, process, 
and information architecture) to 
deliver target experiences

Integrated Customer Centricity and 
Experience Methodology- INCCEM

Representative case study snippet
For a leading global investment bank:

HCL implemented an end-to-end onboarding application to manage the entire 
onboarding	value	chain	for	their	trade	finance	clients.	A	salient	feature	of	this	
implementation was the “One Touch Approach” – It reduced the response time for 
registration of entitlement for new deals. Customer experience meted out during the 
onboarding was a focal point of the entire solution.

2. Behavior and Experience Analytics

Expertise Tools/ Accelerators/ Framework Partnership
Design and implementation of
•	Closed-loop Voice of Customer 

programs and cross-channel 
customer behavior patterns

•	Behavior-based and multi- 
dimensional segmentation for 
marketing

Corporate Listening Office-

iConnect
HCL’s Social Analytics platform

Analytics Project Management 
Framework: HCL’s analytics 
methodology for large projects 
with standard templates

Representative case study snippet
For a leading Financial Institution in the US:

HCL	harnessed	advanced	analytical	techniques	for	customer	segmentation/	profiling.	
This resulted in better customer targeting and the acquisition went up by 20-40%. The 
Enterprise Voice of Customer program was used to determine sentiments on the brand 
from sources such as social networking sites, blogs, etc. This led to an increased upsell/ 
cross sell – by 5% and reduced operational cost by 20%. Cross-channel behavior 
analysis was implemented to improve experience and conversion on digital channels.
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3. Channel Optimization and Innovation

Expertise Tools/ Accelerators/ Framework Partnership
Assessment and 
optimization of multiple 
channels for

integrated delivery of 
capabilities such as lower 
effort, higher throughputs, 
and personalization 
particularly to achieve 
channel mix/ shift.

•	 Innovation/ R&D labs are 
setup	to	focus	specifically	
on channel optimization. 
“Adaptive Web”, an 
innovative platform 
to deliver uniform 
experience across 
devices, received the 
Value Award.

•	Mobile Test Labs are 
setup for customers

Adaptive Web:
Cross-channel Integration Services 
enabled by Omni-channel Customer 
Experience Assessment Tool

Online Business Model:
Insurance Business Model Framework 
for rapid adoption for any digital 
devices and connect multi-channel with 
integration APIs

 

Representative case study snippet
For a F500 FS institution:

HCL implemented omni-channel customer experience tool in the US resulting a savings 
of USD 12Mn in channel operations.

Also provided solutions around natural language understanding for the call centers 
leading to reduction in average call duration by 14-23 seconds.

4. Business Process Integration and Operations

Expertise Tools/ Accelerators/ Framework Partnership
Analysis and 
implementation of process 
improvements that
•	 Impact customer experience 
•	Deliver higher operational 
efficiencies	in	customer-
visible processes

Process Improvements: 
Straight-through processing 
and customer onboarding

Integration services: SOA 
implementation,	Back-office	
Integration, and Multi-channel 
Integration

Operations: Next-gen BPO 
Services with outcome-based 
model

Mbark
HCL framework for faster client 
onboarding

FinEdge
HCL CEM solution to align sales, 
marketing, and after-sales service

Toscana
Insurance Business Process 
Workflow

Automation

 



TRANSFORM AS A DIGITAL INSURER  |  MAy 2016

© 2016, HCL TECHNOLOGIES. REPRODUCTION PROHIBITED. THIS DOCUMENT IS PROTECTED UNDER COPyRIGHT By THE AUTHOR, ALL RIGHTS RESERVED. 9

Representative case study snippet
•	For one of the largest Financial Services groups in Asia:

HCL is implementing its FinEdge CEM solution which is currently being rolled-out across 
the group internationally

•	For a large bank in Australia

HCL Mbark, framework for faster client boarding, led to reduction in processing time 
from 21 days to 60 seconds. This also led to an increase in cards business volume by 
63%.

5. Self Service Enablement

Expertise Tools/ Accelerators/ 
Framework Partnership

Design and development of self-
service tools and innovative 
information widgets for customers 
that improve transparency and 
relevance of interactions

Portals: Intuitive portals with STP 
capability, D2C Insurance Portal, 
and Integrated Value Added Service 
Portals

Mobility: Applications for mobile 
insurance, quotes, insurance, stock 
market feeds, and PFM (Personal 
Finance Manager)

ATM/ Kiosk: Intuitive UI 
development, and Remote Device 
Management platforms to operate 
ATMs/ kiosks

•	Web Modernization 
Solution

•	Customer Portal 
Framework

•	 IMPACT Digital 
Strategy Framework

•	Web Portal 
Assessment 
Framework

•	Product Selection and 
Evaluation Tool

Proof point
•	For a leading bank assurer:

Solutions built by  HCL have won Value Honors Award in the best multi-channel strategy 
category from Information Week – The world's leading information technology magazine
•	For a leading insurance joint venture between an Indian and Japanese BFSI institution, 

HCL provided an agent portal to track, pay, and manage the policy administration 
portal in SharePoint with external agent count exceeding 10,000
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6. Integrated View of Customer

Expertise Tools/ Accelerators/ Framework Partnership
Design and 
implementation of:
•	Cross product/ Single 

view of customer
•	Fact-based Relationship 

Model Scoring

Consulting Services
Cost-Benefit	Analysis,	
MDM Roadmap, Process 
Consulting, KPIs, and 
success	criteria	defined	
technology selection

Integration and 
Implementation
Big Data and CRM platform 
and external data including 
unstructured data.

Phased implementation 
approach and analytics 
platform integration.

•	MDX Framework for Data dupe   
and analysis

•	Requirements and Traceability 
Matrix template

•	Framework for Load and Test 
Process

•	Use Case Libraries

Proof Point
For a Fortune 500 organization in the US:

HCL implemented an integrated view of the customer by consolidating data from over 
30	disparate	systems	that	provides	a	unique	identification	capability	supplemented	by	
360-degree view of the customer resulting in an increase of cross-sell/ up-sell ratio.

7. Customer-centric Application Re-engineering

Expertise Tools/ Accelerators/ Framework Partnership
Optimization of existing 
application portfolio and 
information architecture 
to deliver better customer 
experiences and higher ROI on 
application management

Application/ Portfolio Quality 
Assessment and Architecture 
Assessment

Application Analysis and 
Discovery (to help smooth 
transition) and Performance 
Engineering

Assessment of IT applications, 
infrastructure, databases, asset 
utilization, support to business, 
technical complexity, Total Cost 
of Ownership (TCO), 

fitness/	suitability	for	business	
purpose, etc.

•	ASSESS-SMART helps understand 
the application in detail and measures 
the technical quality

•	PRIZM™ - HCL tool for Application 
Portfolio Optimization

•	 iPROC	–	Insurance-specific	process
•	assessment tool

Deloitte 
CSC



TRANSFORM AS A DIGITAL INSURER  |  MAy 2016

© 2016, HCL TECHNOLOGIES. REPRODUCTION PROHIBITED. THIS DOCUMENT IS PROTECTED UNDER COPyRIGHT By THE AUTHOR, ALL RIGHTS RESERVED. 11

8. Workforce Productivity and Improvement

Expertise Tools/ Accelerators/ Framework Partnership
Design and implementation 
of:
•	Tools that improve 

workforce productivity in 
customer interactions

•	Workforce skills analytics 
models to deliver the best 
customer experiences

Field Force Enablement: 
HCL offers a plethora of 
solutions to enable the 
sales force (Agents, DSAs, 
RMs, and brokers) through 
mobiles/ tablets to perform 
better

RM Dashboard, Customer 
360 View, Sales Activity 
Management, Sales 
Call Planning, Case 
Management, Lead and 
Opportunity Management, 
and Geo Mapping

Kx: Knowledge Exchange – Single 
platform for underwriters’ collaboration

Mobile Remote Security Force: 
Solutions enabling security force for real-
time Incident reporting and intelligence 
submission

End User Personalization: Usability of 
web application design for more intuitive 
graphic interface

Relationship Manager Dashboard: 
Enables to track the pipeline and ensure 
quicker conversion

Insurer’s Desktop on iPad: Seamless 
Accessibility to Applications

Employee Collaboration: Tools such as

Wiki	and	SharePoint	for	“on-the-go’	field	
force

Case Management: Ability to track 
service requests and complaints to 
ensure quick resolution

Representative case study snippet
•	For a leading bank in Australia, 360-degree view of customer at point-of-sale was 

enabled by the CRM engineered by HCL

•	For a leading European security force agency, HCL implemented a mobility solution 
which enabled real-time intelligence and incident recording leading to a reduced 
operational expenditure by 10%

HCL’s Digital Framework: Digital System Integration (DSI™)
HCL’s Digital Systems Integration™ (DSI) solutions and services are an answer to a 
modern corporation’s dilemma in effectively transforming itself from current state to 
potential target state in a rapid timeframe.

DSI caters to three different types of digital enterprises:

 y Digital Champions: Thinks ahead and becomes a leader in their respective field to 
enhance customer experience continuously

 y Digital Runners: Enhances digital capabilities to be competitive in the market

 y Digital Participants: Prioritize and meet essential needs of customer to be in the 
market

DSI service offering broadly covers (1) Application Modernization, (2) Data Fabric, 
and (3) Digital Transformation.
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(1) Application Modernization:

A successful digital strategy rests on the ability to reduce costs and time-to-market and 
increase the ability to innovate. This is made possible through the following:

Creating Platforms on Cloud Infrastructure:

Cloud-based platforms enable rapid development of application using APIs and SaaS 
applications such as SFDC.

Modernize and Migrate to Cloud:

Migrating existing applications to cloud can offer several advantages including cost.

By judiciously combining private and public clouds, organizations can satisfy the 
security and compliance requirements and also provide scalable infrastructure for 
cost-effective growth.

Integrating the Cloud platforms with Legacy Assets:

Due to technical, legal, and business constrains it may not be possible to move all 
legacy applications to cloud infrastructure or platforms. In such cases, integrating those 
applications to cloud becomes a critical factor in creating an agile IT environment.

Flexible Commercial Constructs:

In volatile environment where organizations compete with each other through 
technology, an outsourcing partner who remains flexible with the existing and future 
needs of the organization can make a huge difference. This requires flexible commercial 
constructs  for  current  contracts  and  the  ability  to  go  ‘Beyond  the  Contract’  
when required.
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(2) Data Fabric:

Automating process improvements, supporting creative and innovative processes, and 
re-imagining business models require data-driven decisions.

 y Integrate data from existing sources within enterprises

 y Integrate new sources of data in the enterprise - Includes operational and event data 
and data from multiple channels

 y Integrate data from external sources, including curated public and private data 
sources (e.g., weather and mortality) and non-curated sources (social and internet 
data)

 y Add new sources of data in the form of Internet of Things (IoT) wherever applicable

The addition of these data sources creates tremendous optimization and innovation 
opportunities for the organization.

Matured digital players are using the following technologies to create a data fabric:

 y Big Data technology for handling data characterized by large volume, velocity, and 
variety

 y NoSQL data to handle data with fast changing structures

 y APIs to seamlessly access data from different sources, including social data

 y Integration of security and auditing to data access layer

(3) Digital Transformation

Digital Transformation starts to integrate the data insight into applications to serve 
customers better or enable internal processes. Following are the benefits through 
technology interventions:

a) Providing unified customer experiences on multiple channels

b) Enhancing existing applications for ubiquitous access to information from devices 
such as mobile, tablets, and kiosks

c) Adding capabilities to integrate data decisions to improve customer experience

d) Adding these capabilities to applications to improve internal processes and employee 
experience

e) Adding social elements to existing applications to enhance collaboration among 
employees

f ) Supporting platforms for decentralized innovation on applications

g) Being ready for the next wave of technology such as IoT and 3D printing
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HCL’s Approach to Start the Customer’s Digitalization Journey
The digitalization journey crafted by HCL starts as a structured exercise that first 
assesses the current state of the organization and suggests the right steps to take it to 
its potential target state while maximizing  RoI.

Step 1: HCL Enterprise Discovery Framework (EDF) - Pathfinding - is used to capture 
the as-is state of the enterprise. Built on industry-standard enterprise assessment 
tools, this framework provides the current status of processes, applications, data, and 
infrastructure and their inter-relationships.

Step 2: Application Portfolio Optimization (APO) opportunities are identified using 
the APO+ Subset of DAT. The output of this tool is potential target state for enterprise, 
which is derived using industry benchmarks.

APO+ is built on a proven set of HCL APO tools such as PRIZM™ that helps reduce 
complexity of the application landscape.

Step 3: HCL assesses the current maturity of  digitalization.

The ‘Build’ layer of DSI will take the roadmaps outputs from the ‘rationalize’ layer 
and convert them into design and development program in the Agile model.

Step 4: Process Transformation focused on integration and business primarily drives 
functional enrichment of the existing systems.

Architecture Transformation focuses on  underlying  enterprise  integrations.  This will 
be achieved by leveraging capabilities through application or platform re-engineering, 
multi-channel expansion, analytics/ BI, and by improving technical aspects through 
API enablement, data lakes, and programmable infrastructure, etc.

Step 5: Business Realization: Meet the business goals using business outcomes 
defined through HCL business benefits value framework or use process integration 
to streamline existing process and improve cycle time. Once the DSI outcomes 
are delivered, HCL adds a ‘Watch’ layer which provides a digital operational index 
scorecard using the HCL operational intelligence framework. This provides feedback 
that helps adjust the IT landscape to achieve continuous delivery, critical to the digital  
enterprise.

HCL’s Special Offering for the Digital Champion Enterprise:
HCL has highlighted three core digital initiatives that digitally maturing insurance 
organizations need to focus on in the next few years.

This is based on the increasing acknowledgment of insurance organizations to manage 
competing objectives to simplify systems, create efficiencies, innovate, and positively 
disrupt their relationship within the organizations and with their customer base.
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Detailed explanations of the three offerings are given below:

Forrester: “HCL Technologies helps customers accelerate digital transformation 
by offering cXstudio, located on or near the client’s premises, combining Agile and 
customer-centric approaches and skills as well as research, design, development, 
end user testing, and analytics” (“Why Agile Matters For Customer Experience”,  
July 2014)
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Financial Services
Financial Services is one of the largest growing verticals in HCL, built on strong 
domain competencies spanning Retail and Corporate Banking, Capital Markets, and 
Insurance. We have been transforming technology into competitive advantage for the 
leaders in the world of Finance. We are also the first Indian service provider to migrate 
international investment banking processes offshore to India. HCL’s IT solutions for 
Financial Services are targeted at rationalizing and converging IT and operations across 
regions and business divisions to optimize cost and bring agility with renewed focus on  
regulatory compliance and customer centricity. HCL unlocks value and synergies for 
customers through multiple alliance models backed by decades of strategic partnership 
experience with the top Global 500 firms. HCL helps clients innovate while leveraging 
technology to deliver business impact through front-end transformation, platform-led 
transformation, and data and analytics-led transformation.

http://www.hcltech.com/financial-services

LET’S CONNECT
   

https://www.linkedin.com/company/hcl-financial-services?trk=company_name 
https://www.facebook.com/hclfinancialservices/?ref=hl 
https://twitter.com/HCLFS
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Hello there! I am an Ideapreneur. I believe that sustainable business outcomes are driven by relationships nurtured through 
values like trust, transparency and flexibility. I respect the contract, but believe in going beyond through collaboration, 
applied innovation and new generation partnership models that put your interest above everything else. Right now 105,000 
Ideapreneurs are in a Relationship Beyond the Contract™ with 500 customers in 31 countries. How can I help you?

About HCL

About HCL Technologies 

HCL Technologies is a leading global IT services company working with clients in the 
areas that impact and redefine the core of their businesses. Since its emergence on the 
global landscape, and after its IPO in 1999, HCL has focused on ‘transformational 
outsourcing’, underlined by innovation and value creation, offering an integrated 
portfolio of services including software-led IT solutions, remote infrastructure 
management, engineering and R&D services and business services. HCL leverages 
its extensive global offshore infrastructure and network of offices in 31 countries to 
provide holistic, multi-service delivery in key industry verticals including Financial 
Services, Manufacturing, Consumer Services, Public Services and Healthcare &  
Life sciences. HCL takes pride in its philosophy of ‘Employees First,  
Customers Second’ which empowers its 100,000 ideapreneurs to create real value for 
customers. HCL Technologies, along with its subsidiaries, had consolidated revenues 
of US$ 6.1 billion, for the Financial Year ended as on 31st December 2015 (on LTM 
basis). For more information, please visit www.hcltech.com

About HCL Enterprise

HCL is a $7 billion leading global technology and IT enterprise comprising two 
companies listed in India – HCL Technologies and HCL Infosystems. Founded 
in 1976, HCL is one of India’s original IT garage start-ups. A pioneer of modern 
computing, HCL is a global transformational enterprise today. Its range of offerings 
includes product engineering, custom & package applications, BPO, IT infrastructure 
services, IT hardware, systems integration, and distribution of information and 
communications technology (ICT) products across a wide range of focused industry 
verticals. The HCL team consists of over 105,000 ideapreneurs of diverse nationalities, 
who operate from 31 countries including over 505 points of presence in India. HCL 
has partnerships with several leading global 1000 firms, including leading IT and 
technology firms. For more information, please visit www.hcl.com


