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• What	am	I	insured	for	?
• How	well	am	I	insured?
• How	are	people	like	me	insured?
• How	do	my	life	events	or	market	

changes	impact	my	risk	?

Retail	Consumers

NEEDS & VALUE PROPOSITION

Brokers	&	Agents Insurance	Carrier

• How	to	give	personalized	advice,	24/7	?
• How	to	increase	client	interactions?
• How	does	my	client	portfolio	compare	to	other	intermediary?
• How	do	clients	respond	to	marketing	actions?

• Provide	innovative	“first-line”	advice
• online	available	24/7
• user-friendly
• fact-based

• Enhance	sales	effectiveness
• managing	platform	content	and	life	event	triggers	that	stimulate	

traffic,	increase	client	interaction	and	generate	new	leads
• providing	analytical	insights	in	customer	profiles	and	customer	

responsiveness	to	commercial	actions

N
eeds

Value
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Questions	&	Answers Guided	Task	Completion

Customer	
Dialogue

Personalized	
Engagements

Interactive Conversation

Explicit	Question

Informational Transactional

Quadrant 1

Quadrant 3

Quadrant 2

Quadrant 4

FIND THE COMPLEXITY

Is a home insurance
mandatory in 

Luxembourg

What is defined
as a storm

How do I add
theft coverage to
my contract

Am I covered for
Storm damage



top 20 cases
Interactive Conversation

Explicit	Information

Informational

Transactional
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Cases	ID Clustered	strory
#grouped	
cases

Sum	of	Estim	
Requests	
(Yearly)

5,6,8,12,13,14,15,19
Need	information	on	payment	status,	credit	entry,	
payer	and/or	issuer	details 8 14931

2,4,16,17 Blocking	payment	-	rejection 4 12893
3,7,18 Proof	of	payment 3 9193
1 Blocking	payment	-	compliance 1 3588
9 Blocking	payment	-	Connexis	will	be	unavailable 1 2056
11 Blocking	payment	-	suspended	for	investigation 1 1670
20 Blocking	payment	-	problem	in	process 1 911
10 Cancel/recall	payment 1 1771

Grand	Total 20 47013
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FIND THE TECHNOLOGY
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