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The "OLD“

hierarchy of
needs

by Abraham
Maslow (1943)

SELF-
ACTUAL-
IZATION

FURSUE INMER TALEMT,
CREATIVITY, FULFILLMENT

SELF-ESTEEM

ACHIEVEMENT, MASTERY,
RECOGMITION, RESPECT

BELONGING-LOVE

FRIEMDS, FAMILY, SPOUSE, LOVER

SAFETY

SECURITY, STABILTY, FREEDOM FROM FEAR

PHYSIOLOGICAL

FOOD, WATER, SHELTER, WARKTH




SELF-
ACTUAL-
IZATION

FURSLIE IKMNER TALEMT,
CREATIVITY, FULFILLMENT

SELF-ESTEEM

ACHIEVEMENT, MASTERY,
RECOGMITION, RESPECT

BELONGING-LOVE

FRIEMDS, FAMILY, SPOUSE, LOVER

The "NEW*“

SAFETY

SECURITY, STABILTY, FREEDOM FROM FEAR

hierarchy of
needs (2026)

PHYSIOLOGICAL

FOOD, WATER, SHELTER, WARMTH

BATTERY




Impact of NextGen Requirements and
Expectations on Claims Management

The Customer Journey

i Weeks

L R )

Travel to branch Meet with representative Wait to receive decision Travel back to branch Receive funds

Traditional
Digital

Apply via mobile phone Get approved and receive funds instantly

Source: Pablo Anton-Diaz, Center for Financial Inclusion (Jun 4,
2019), Creative Solutions to Digital Mainstreaming, Retrieved
from https://www.centerforfinancialinclusion.org/creative-
solutions-to-digital-mainstreaming




Todays Key Challenges

e TIME

Fragmented processes —
paper files still common

Lengthy claims settlement
Lack of professionals
Lack of communication

Backlogs

>a Client Expectation

“Amazon” client experience
as benchmark

Digitalization as prerequisite
Information & communication

Reachability

Costs

Delays increase claims costs
— e.g. litigation

Fraudulent claims

Inefficient processes

Lack of steering claimants




Al changes the Economics of Insurance

Historically: Growth required more

- Employees
- Branches
- infrastructure

Today:
Al enables scale without proportional growth in operating costs.

Key question:
Can insurers serve 10 times more customers without 10 times more staff?







A Future Claims Journey

Imagine: A customer reports a motor accident.

An Al agent:

receives the call

asks all relevant questions

creates a structured claim file
analyses liability

requests supporting documents
identifies fraud indicators

and provides a settlement proposal

The human expert supervises. Not every claim requires a claims handler.
Every claim requires oversight.










By 2030

== 24/7 mulitilingual claims == Digital first
notification

PrediCtions Speech (e.%. phone), Fulhd
to tex e

speech t, online sta

Pi%@lerjourney
for the next

== Al - based Claims

five years: Transparent &

customer-centric

Ensuring information
updatesg—rfouilding
trust among
stakeholders

Settlement

Document analysis,
ata extraction,
ecision making ...
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