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TOP CUSTOMER PAIN 
POINTS

EMPLOYEES OPINION

• The attitude of the claims inspector

• The arrival time of the tow truck

• The claims expertise of the customer care staff



TOP CUSTOMER PAIN 
POINTS

CUSTOMERS`OPINION

• "I have no idea what to do after an accident"

• "I do not know what happens after the notification, 

when my damage is repaired or when I get paid"



WHAT DO CUSTOMERS 
REALLY WANT?

• To restore the world as it was

• To be back on track as if nothing has happened

• To know what happens next without chasing

• To understand their options



THIS IS WHAT 
CUSTOMERS SAY
“It is 1:00 in the morning, the tow truck has taken my car, and 
they have left us in the middle of the road, 60 km from home, 
alone, in the rain, in short sleeves, with my pregnant wife.”

TrustPilot Review, Motor, September 2025

"I am currently (abroad) recovering from a severe medical 
emergency. The local hospital and the treating physician have 
officially cleared me as 'Fit to Fly' and prescribed a specific 
treatment plan.
Despite having a valid insurance claim through X, (Type
equation here.The Insurer) is refusing to book my return 
flight."
TrustPilot, Travel Health, January 2026



AI FOR CUSTOMER EXPERIENCE

PREPARE ME
Wallet cards or 
virtual cards -
ready in case of a 
claim

Personaised 
videos - what to
do if a claim 
happens

KNOW ME

Fast identification: 
recognize the 
customer through 
secure digital identity, 
phone, email or
a wallet pass.

GUIDE ME

Hyper-personalised 
visual instructions -
what comes next

SUPPORT ME
Multi-channel 
support:
human in critical
moments, online for 
routine tasks.

Explain coverages and 
what to do in clear, 
human language



AI FOR CORE INSURANCE

FRAUD DETECTION
Detect AI-tampered documentation

(documents, pictures, videos)

INSTANT PAYMENTS
To customers and suppliers, smart

orchestration, no pre-funding

TRIAGE AND ROUTING
NatCat tag and routing

SMART ESTIMATES
Image based estimates

FAST SETTLEMENT
Agentic support for handlers:
summarize files, flag fraud



MIRELA DIMOFTE
CEO & Co-Founder

28+ years in insurance: Allianz, Swiss Re 
across EMEA (Romania, Germany, 
Switzerland)

Senior roles in claims, operations, 
technology & large-scale transformation 
in EMEA, Asia-Pacific, Australia

ANDREW SIMS
CPO & Co-Founder

A D V I S O R Y  B O A R D

Ian Thompson

Former Group Chief 
Claims Officer

Zurich Insurance 
Group

Mihai Faur

SVP/CIO, former 
CAO/CFO 

UI Path

25+ years fintech & payments in 
EMEA/US

Co-founded GPS (now Thredd) and 
nDigital, a fintech group with triple-digit 
YoY growth

WHO WE ARE

Rakesh Khanna

Former VP Business 
Solutions CEMEA

Visa

Alexandru Lascu

Insurance and Risk 
Management 

UIPath

Fredrik Solberg

Former CFO Europe 

Zurich Insurance 
Group
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