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HAVING BETTER 

CONVERSATIONS WITH 

OUR CUSTOMERS



Transformation strategy to deliver great CX

TO CREATE ASIA PACIFIC’S 

MOST LOVED, MOST INVENTIVE AND 

MOST SUCCESSFUL INSURER



MOMENTS OF TRUTH 
Claim and Research & Buy are our 

key “moments of truth”.

RESEARCH 

& BUY

Involved and action 

focused

CANCEL

Uninvolved

RENEW

Some anxiety and 

confusion

ADMIN

Disengaged

CLAIM
High anxiety –

‘am I covered?’

Part of life

Key moments



AN IAG THAT LISTENS, 
LEARNS AND ACTS
TO MEET
CUSTOMER
NEEDS



Our journey so far.

IMPLEMENTATION EMBEDMENT DELIVERYCULTURE



HOW WE’RE 

GOING.

1.70,000+ customer 

conversations in 

first year

2.7 point uplift in 

NPS in first year

3.85% of customers 

have excellent 

experiences with 

our people



What I’ve learnt.

You can’t rush 

building a customer-

led organisation
Culture is king

Direct customer 

feedback is 

confronting

Be ready to pivot



Thank you.


