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Data is the New Currency
Today’s consumers understand the 
value of their data, and they expect 
those providers to whom they entrust 
it to deliver added benefits, such as a 
priority service, pricing benefits, or 
more personalized product, service or 
non-regulated financial advice.
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Millennials Are Drawn to 
a GAFA Model

For many consumers—especially Gen 
Y and Gen Z respondents— Google, 
Apple, Facebook and Amazon 
(collectively known as GAFA) are 
attractive alternatives to traditional 
financial providers.
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financial providers. Individuals increasingly 
expect interactions to be personalized and 
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Insurance Consumers Are 
Channel Omnivores

Most customers say they are less and less likely 
to care about which channel they use to 
communicate with their bank, insurer or 
investment advisor. Their primary concern is 
that they can get what they need quickly and 
easily.
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Utilize data for Hyper-Personalization, 
Prioritization, Proactiveness

Hyper-Personalization, Innovation, 
’Wow’-Experience

Connect Mobile Robo Advisor App w/ 
customer service; Proactiveness; Alerts

Agency Network Integration, Blended AI

Omnichannel ⇾ Optichannel

CX Management



It’s time to change
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The Power of the Right Touch Point with the Right Channel
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Location Finder
• Mobile application & online banking
• Digital & regular branches
• Integrate route navigation

Journey into the Future

Scheduling Appointment
• Mobile application & Online banking
• Look-up expert availabilty if required
• Send reminder on due date (SMS, 

Push Notification, Email)

Identification & Verification
• ‚Traditional‘: swipe card, scan QR code
• ‚Innovative‘: biometrics (voice / finger print, 

face recognition)

Hyper Personalization
Lead conversation / guide activities based on knowledge & context
• Know customer value & potential
• Know reason for visit
• Know history (transactions, interactions, last visits/activities)

Finder

Scheduling

ID & V

Hyper
Personalization

- Robot
- Virtual

Reality
- Avatar

AI guided visit



Linking Digital Branches with Customer Service / Experts
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Customer

Digital Branch Customer Service / Experts

Visiting

Applying for Home Finance via Digital Self Service

Struggles with completing
application form

Video Co-BrowsingChat

Getting support remotely



Genesys Use Cases for the Insurance Market
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NEED RESEARCH PURCHASE RECEIVE CONSUME RE-NEW

LEAD CONVERSION INCIDENT MANAGEMENT

PROACTIVENESS

HYPER PERSONALISATION

AGENCY INTEGRATION

OMNICHANALITY with IOT

AGENCY INTEGRATION

WOW EXPERIENCE



WHY GENESYS

Omnichannel

IoT

Augmented Reality

Robotics

Artificial 
Intelligence



Developing amazing CX.
TOGETHER.


