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The Strategic Role of Claims in the Insurance Value Chain

* From cost center to value generator

* How is the role of claims evolving within insurers’ overall business strategy?

* Can claims management become a competitive differentiator rather than only a cost center?

* How can insurers transform claims into a customer loyalty driver?
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The Strategic Role of Claims in the Insurance Value Chain

Most textbooks dealing with costing consider the example of a manufacturing company.

* The company buys raw materials or components,
* incurs costs in adding value to them,
* sells the resulting products at a price

the insurer's revenue == premium income and investment income - must cover three cost
components, plus profit and tax.

These 3 components are:
claims : typically 65-80 % of premiums

commissions : typically 14-19 % of premiums
management expenses : typically 12-18 % of premiums
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From cost center to value generator

THE PRODUCT : CHICKEN
THE PACKAGE : INSTRUCTIONS & INFORMATION
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From cost center to value generator

THE PRODUCT : ?????
THE PACKAGE : ???2??

IS THE POLICY THE PRODUCT ?

Definition of Insurance Policy:
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From cost center to value generator

THE PRODUCT : CHICKEN
THE PACKAGE : INSTRUCTIONS & INFORMATION
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From cost center to value generator
THE PRODUCT : ?????
IS THE POLICY THE PRODUCT ?

Definition of Insurance Policy:

THE PACKAGE : INSURANCE POLICY
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From cost center to value generator

WHAT IS THE PRODUCT OF INSURANCE SECTOR
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From cost center to value generator

WHAT IS THE PRODUCT OF INSURANCE SECTOR
WHAT DOES THE CLIENT PURCHASE ?

THE CLIENT BUYS :

PROTECTION = INDEMNIFICATION=CLAIMS PAYMENT



WHAT IS THE PRODUCT OF INSURANCE SECTOR ?

CLAIMS
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* How is the role of claims can evolve within
insurers’ overall business strategy?

* Can claims management become a competitive
differentiator rather than only a cost center?
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* How is the role of claims can evolve within insurers’ overall
business strategy?

* Can claims management become a competitive differentiator
rather than only a cost center?

* HUMAN RESOURCES
* QUALIFIED PROFESSIONALS
* CHANGE DRIVERS

* those who initiate, design, or lead the change !
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WHAT ARE THE SALARIES IN INSURANCE MARKET ?

Senior Actuary: $110,000 - $200,000
Senior Underwriter: $100,000 - $142,000

Sales/Account Manager: $90,000 - $150,000

Claims Manager: $85,000 - $130,000
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* How can insurers transform claims into a customer loyalty driver?

*STEP 1
INVESTMENT ON HIGHLY QUALIFIED PEOPLE !
* STEP 2
RESTRUCTURING THE WAY WE MANAGE OUR PRODUCTS FROM PERIL ORIENTED TO CLIENT
ORIENTED APPROACH.
* STEP 3

INVESTMENT ON IT AND DIGITALISATION === |ESS OPERATIVE STAFF

MORE ROBOTIC PROCESS AUTOMATION IL.E. RPA == MORE TIME FOR CUSTOMER RELATION



IUC

Robotic process automation (RPA) is a task-based automation tool that
uses digital robots to automate repetitive, rule-based, and time-consuming
tasks, such as entering data, processing tickets, or updating user accounts,

without fatigue or human error.

It can operate independently or as part of a broader
hyperautomation strategy.
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Attended RPA:
Bots that work
alongside employees,

automating parts of
workflows where human
judgment is still needed.

Unattended RPA:
Fully autonomous bots
that execute tasks
automatically, 24/7,
triggered by events
or schedules.

Hybrid RPA:

A combination of
attended and unattended
automation that balances

human oversight with
continuous execution.
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24/7/365 Days
Due to the nature of the business world, especially

_ Collars) offers an important alternative to
outsourcing by providing an unlimited workforce
that operates 24/7/365 days with zero errors,
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* How can insurers transform claims into a customer loyalty driver?
*STEP 1
INVESTMENT ON HIGHLY QUALIFIED PEOPLE !

* STEP 2

RESTRUCTURING THE WAY WE MANAGE OUR PRODUCTS FROM PERIL ORIENTED TO CLIENT

ORIENTED APPROACH.
* STEP 3

INVESTMENT ON IT AND DIGITALISATION === LESS OPERATIVE STAFF

MORE ROBOTIC PROCESS AUTOMATION I.E. RPA === MORE TIME FOR CUSTOMER RELATION
*STEP 4

QUALIFIED TEAM WORKING ON CUSTOMER LOYALTY BACKED BY FLAWLESS SERVICE
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* How can insurers transform claims into a customer loyalty driver?
* FLAWLESS SERVICE TO WHOM? WHO IS OUR CLIENT?

OUR PRODUCT IS CLAIMS SERVICES AND A FLAWLESS SERVICE IS KEY DRIVER FOR CUSTOMER
LOYALTY THEN WE HAVE THE NEW QUESTION WHO IS OUR CUSTOMER ?

IN TURKIYE AGENTS ARE NOT TIED AGENTS AND THEY ARE REAL CUSTOMERS AND ALL BUSINESS
STRATEGY IS BASED ON KEEPING AGENTS AND MAKING THEM PROFIT GENERATOR. I.E. BRINGING
YOU PROFITABLE BUSINESS AND NOT TO YOUR COMPETITOR !

PROFITABLE CLIENT IS THE CLIENT WITHOUT CLAIM !

IF WE ACCEPT POLICY HOLDER AS OUR CLIENT THEN A REGULAR CLIENT IS THE WORST CLIENT !!!
AS THEY COLLECT CLAIMS REGULARLY.

WHEREAS FOR OTHER SECTORS A GOOD CLIENT IS A REGULAR CLIENT, SO WHAT WE TRY TO DO IN
INSURANCE WE TRY TO MAKE PROFITABLE AGENTS OUR REGULAR CLIENTS GENERATING
PROFITABLE BUSINESS FOR OUR COMPANIES.

ACTUALLY WE WANT TO MAKE AGENTS OUR LOYAL CUSTOMERS !!!
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* How can insurers transform claims into a customer loyalty driver?

IF WE CAN MAKE SURE THAT WE PROVIDE FAST AND
EFFECTIVE SERVICE TO AGENTS WE CAN CONVINCE
THEM TO WORK MORE WITH US.

AND TO BECOME OUR LOYAL PARTNERS/CUSTOMERS.



IUC

THANK YOU !
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