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Why is it important for insurers 
to go digital? 



Michael Porter’s 5 Forces Framework on Competition



Michael Porter’s 5 Forces Framework on Competition

Higher expectations in response 
time 

Issuance of Digital Insurance  
Licenses 

Insurtech entrants 



Difference in cost structure of online-only and traditional insurer
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McKinsey Insurance 360 Benchmarking Survey – 

Administrative costs for greenfield insurer is average half of incumbents 

-  Absence of legacy systems

-  Digital-by-design products and processes 



Successful cost reductions are driven by operations, sales support, and support, 

which IT costs have risen

Source: https://www.mckinsey.com/industries/financial-services/our-insights/evolving-insurance-cost-
structures
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CUSTOMERS HAVE CHANGED, 
HAVE NEW EXPECTATIONS

70% of customers are through the buying cycle before they 
contact you. Customers are connected and in control – already 

informed on products, pricing, competitors, reviews.





Asia online customers are gold mines

Source:	
https://www.scmp.com/business/companies/article/2141971/online-consumers-asia-buy-three-times-more-
banking-products-less	
	

Financial Product 
purchase in last 12 
months

Financial Product 
ownership

Traditional 
customers 
(prefer visit branch)

0.5 products 2.6 

Digital customers  1.6 products (3.2x) 4.4 (+40%)



Customer satisfaction for digital 
channels remains low 

30-40%

Source:	
https://www.scmp.com/business/companies/article/2141971/online-consumers-asia-buy-three-times-more-
banking-products-less	
	



Digitally active customers are 
 

1. uses more self-serve channels 
2. buy more products 

3. more profitable

Source:	
https://www.scmp.com/business/companies/article/2141971/online-consumers-asia-buy-three-times-more-
banking-products-less	
	



Companies need to operate 
in a new way  

to fit customer expectations



Benefits of being digital insurer
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1.  Attract digitally-active users, which are more profitable

1.  Need to provide better digital experience to policy holders 

becomes a strong competitive advantage

2.  Need to attract customers via digital offerings, and the necessary 

infrastructure and transformation to enable that

2.  Cost competitive with existing competitors



About Clare.AI
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Asian Languages Focus
Support 10+ languages such as Cantonese, Mandarin, English, Bahasa, Tagalog, Japanese, etc.

The 3rd Generation of Digital Assistant
System Integration, Conversation Interface & Flexible Deployment, etc.

Proprietary Machine Learning Algorithm
Natural Language Processing, Machine Comprehension & Automatic Speech Recognition, etc.



Recognition:

★ Won 1st Runner Up for Zurich InsurTech Challenge 2018

★ Won Silver for Citi Hong Kong Fintech Challenge 2017

★ Won 2nd place for HKUST Million Dollar Competition 2017

★ Won Bronze for Hong Kong ICT Fintech 2017





Clare.AI – Customer Portfolio
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Telco


We worked with telecommunication 
companies with their different 
services for FAQs, price plans, 

specific services Q&As etc.

Bank / Insurance


We are working with various 
banks and insurance companies 

for external/internal customer 
support and commercial projects.

Real Estate


We are currently working with 
property developers that will 
implement chatbot for their 

commercial projects..

Government / NGO


We are working with various 
Government departments, 
education institutions and 

research centers for different 
projects to enhance efficiency.

Strictly For Internal - Private and Confidential 



21% of queries relate to asset consolidation 
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“Their chatbot has increase 8X more engagement vs website page visits and was able to answer 90% of 
user enquiries with suggested or direct answers.” - Direct Contribution Director (MPF & ORSO) 

Strictly For Internal - Private and Confidential 

Source: https://www.fidelity.com.hk/investor/resource/faq?lang=en&category=mpf-orso
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End-to-end conversational AI 
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Mixed use of Cantonese & English Examples

Strictly For Internal - Private and Confidential 
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DO BOTS NEED SYSTEMS INTEGRATION? 
Giving your bot access to the most up-to-date information is important. It 
should be in the roadmap of your bot project, although we can build a 
compelling bot without integration.



CMS
CMS integration allows your bot to have access to the latest products, 
services and inventory information that the bot can relay to your clients. 


CRM
CRM integration enables your bot to push conversational analytics to 
your existing contacts and keeps things up to date.


ERP
ERP integration permits you to create a simple way for users to interact 
with your ERP. It helps simplifying complex backend processes. 

System Integration is necessary to do more

Strictly For Internal - Private and Confidential 



Start TODAY
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Connect with your users where they prefer

Scale distribution, operational model & reach

Potentially change the distribution model

Strictly For Internal - Private and Confidential 



Clare.AI 

Scale Your Business With Our Proprietary 
NLP Technology	

Thank you


