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The insurance industry is facing an unusually big disruption, with market changes across industries affecting insurers’ 
business models and profitability. Insurers are being forced to deal with global climate change, technological advances,  
and new regulations that will severely impact their operations and bottom line.

The three leading issues facing the industry today are:

• Using Big Data analytics to optimize operations and maintain a competitive edge;
• Rapid technological advances in automotive, workplace, and home; and
• Increased regulation on a global scale.

Here are three examples of how proactive communications are transforming the customer experience:

Quote follow-up and claims updates. By sending a follow-up after a sales call—complete with quote confirmation, special 
offers, and incentives—insurance firms can increase conversion rates and stay competitive in the marketplace. When claims 
are in progress, keeping customers apprised of the status and any action they need to take lowers costs and increases 
customer satisfaction.

Payment reminders. By sending out scheduled reminders—via text, email, push, or telephone, depending on the customer’s 
preference—insurance companies help drive timely payments and minimize delinquent accounts. For those customers who 
chose to make automatic payments, confirmation statements eliminate inbound contacts and offer an opportunity to say 
thank you. Including a monthly safety tip or best practice can generate loyalty and avoid future claims.

Policy renewal notices. When it’s time for customers to renew, sending out timely reminders increases renewal rates and 
revenues—especially if notices include offers for additional policies covering other needs by leveraging data analytics to 
uncover opportunities. For instance, a customer who needs to renew a homeowner’s policy might also be thinking about an 
insurance plan for his new boat or recently purchased car, particularly if the offer comes with a special introductory rate.

As consumers increasingly make purchasing decisions based on reputation and recommendations, companies must 
proactively manage their brand and the customer relationship by proactively communicating with customers in order 
to keep customers informed, increase satisfaction, and build long term customer relationships. A complete outbound 
engagement solution lets organizations dynamically create, manage, and tune their outbound campaigns using self-service 
tools and offers a deep well of natively integrated channels, including outbound IVR, predictive dialer, text messaging, email, 
and push notifications.

Click to learn how Genesys can help deliver exceptional outbound customer engagement by downloading the  
Frost & Sullivan White Paper – Change the Conversation with Proactive Communications.
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