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The world was changing at an accelerated pace - An Internet minute in 2019

Google 1 mittion 18.1Million
Loggingin TextsSent |

3.8 Million
Search

2.1 Million
Snaps

Subscriptions [

4

There was a shift in the way services were delivered and measured...

HDFC
Source: Infographic created by Lori Lewis (@LoriLewis) and Chris Chadd (@OfficiallyChadd) 2 n Li.fe



Enabled by a new wave of digital disruptive technologies...

Internet of
Things

CONNECTOMICS
SET ORBANIZATIONS

o RELATIONAL
LARGER continues SOCIAL

s COMPLEX cimarion

ANALYTICS

CAPACTTY L DGICAL EBEP ppr—

HUNDREDS =5 ==

Artificial E==
Intelligence sgarch

TOOLS

K TARGET

= APPLIED orNegr — maY

g SHARED perinmon 2 movine

s PRACTITIONERS _ CAPTURE i1

= BUSINESS ==
INTERNET = sF7s =
MANAGEMENT TERABYTES = T>_—

=" Wl S
TDLERABLE SIZE

STORAGE ™

« PARALLEL. = ™™

MAS{%%Y Wearable devices

Machine Learning

JGTHBITED

Students preparing themselves for jobs that don’t exist, using technologies that
haven’t been invented in order to solve problems we don’t even know are

problems yet.
HDFC
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Sectors getting disrupted by digital natives and platforms

2006 - 10 2011 2012 2013 2014 2015 2016 2017 2018 2019
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.being unbundled and disrupted by new entrants

Unbundling of a Bank
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.and these new entrants are working across the value chain
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...changing the customer experience expectation

.

Gurneys in Clicks @ G 0g & Reviews r %
vs. Days \ '
Gompare and buy @ Gjiot Proof Ul / UX | s,
Touch Offline & =8 il Multichannel
Buy Online ditichanne
Py
15-day return Network speed /@ \\

Gent vs. buy @

,'"-.

iy e
W i
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So, what have we been doing at HDFC Life?

8 Oiis



In the context of the new world HDFC Life changed its operating model...

e
- ~~

s ...to the Insurer of the Future
From the Trqdltlonal Insurer... Segmented Marketing / Customer-
Top Line Marketing / Product Driven Driven
o Agency J Banca l Group i _ Digital
Agency J Banca J Group Digital . l .»" Channels
I l l : Platforms ™. g

h HDFC Life
online

T T T l S I II/ Q(Odud: DeVEIOpmen[ \\\\
.’I @ l Policy i
=

% ‘
S S
X Mgme & Underw®

pS ) RSN Coverfox
. *~.__ Data & Analytics P s,
e , Internet cos.| ..
Retailers Telcos
Ecosystem
partners

... The operating model moved from product-centric to being customer-centric
9 n HDFC
Life



...and created multiple cognitive engines to serve the operating model...

Enabler ] Building blocks ] Culture ]
Journey Simplification

Fail Early /
journey from purchase Fail Fast

Give me a simple

to payout
= Partner
Platforms TN _
Ecosystem&s( ‘ Integration
Nudge me in o Customer Give me an
my world Centricity /ntearfated
experience P
Data Lake
Approach
Data Labs e e Service Simplification

! Personalize my Give me frictionless
Partnerlng expe/‘/'ences service Local CUStomer/
with the Best Global Resources

____________________________________________________________________________________________________________________________________

l Core systems i l Digital assets i l E-commerce i l Data Labs i l Platforms J

Engines power the new model T




Cognitive engines rapidly developed a suite of products and microservices

DATALAKE ma»«ima NUCLEUS DEDUR3
Tnsta 2:,’;,1%2 K28 HelloSelfie wi dg et g:?':;Z.O

INSTA In@ O . Voice ots .
-4 T
'-lf999 T nsta mSD

\CREDITMART Verify @ .
: ' ’ ! LifenexT

Tnsta

UIWEnglne E3 FR @ Life)ETiEty

lnsta@uote 'DATAMART  Super BOT

LEARN

nnnnnnnnnnnn

11
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aligned to make life simple for the customer

o o

SERVICE
SIMPLIFICATION

JOURNEY
SIMPLIFICATION

PARTNER

INTEGRATy
\/e

} 2En e 1 e e e ———— 1
o o (7} .
' Connecting with i \:/ Create a digital i !
] Startups thru ! : scalable efficient ! ]
i Futurance : i Architecture . i
1 1
1 I 1 ] I

1
1
Enable a Hybrid Work |
from Home working !
environment :

1

]

DATA LABS

INn a resilient environment

o

PLATFORMS &
ECOSYSTEMS

| H
\;/ Strengthen Cyber |
i Security capability for !

i post-COVID world |

1

1 ]
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Journey Simplification - Digital journeys modified to adapt to COVID

. Lead Creation & Form Filling & Online Upload Doc & Verificati Post

Fulfillment / Payment / Signea-ture / FR Fulfillment / on / Sales /

E A 57
7 ] 226 PM1 03B/ 1 3]
¥ PARAS BHATIA | I1D: 142745
é InstaMix InstafR |
HDFC Wekome, Anthony O'Brien @ 5
Life = = - 5 b pciicanion tian id: 00008089
ierarchy ] R Logout 3 Na wan Kumar Jaggl
Home
CrTE—— Al a
Caleridar
ﬂ Follow-up Leads o Date/ App No 20210300 | 1100021317909
Life Assured  : Nitish
(3 Ssaes Diar
n New Leads o = i Plan HDFE Life Pragati vo
Premium/ SA :2 1,00.000 | 7958130 ‘St A - SODO
e — T s
Date/ App No : 2021-02-09 | 1100021315939 e
m Leads Created In Last 30 Days o | RN i Pret. Cornum. Lang : English
Plan Click 2 Protect Health m v -
Leads Pending [ o ] | Premiumi SA 1% 185 | 750,000 L :
Mor Status Requirements Awaited Liute Mo oo ik
ﬂ Proposal Pending & Date/ App No :2021-02:09 | 1100021315601 Fradis) g sHOn RREIE
Fim @ e tiaaieed | 2 Prapioser Name : AN
My Owiri Mix ﬂ Priority Leads Plan HOFC Life Super Savings Plan St Asstred : 120000
| i = = Premium/ SA 12 2,3420,408 | 7 31,0037,172 Premium 100
Appointments (0) Status Requirements Awaited Praf. Cormm, Lang : Endlish
Date/ AppNo :2021-02:00 | 1100021315577 2
NGO Appomtments Avallanie For Today l--le A;U“red et Pm——
= = da sz bt Bart b Email Mobility
Plan Click 2 Protect Healih e i = v
Premium/ SA :7 165 | 250.000 Praduct Name. 1 e
Status : Requirements Awaited Faaistod Narns
Date/ App No : 2021-02:09 | 1100021315552 s
Life Assured - sdux SR g
Blan HIOFR s isatantasd Savinne Plan Pebmhum) 1200 Call Mability
Pref_Comm. Leng : Fnglish Support
AppBeaiion No. 1344492451331 m
| 4

T.‘nsta T

Mix mSD
(Prospect (Geo based lead (Customer

Tnsta '
Verify m-HelpLine
(Digital (App
pitching tool) management) Onboarding) Manager) Verification) helpdesk)

Chat PCVC [ eForm [ Tele Medlical

HDFC
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Journey Simplification - Short Journeys for specific requirements

. » 1021 & H W .d.do0%F
© Voice.ai
& pos.hdfclife.com {Y & /online-devapps-hdfclife.com ({3
o Home HDFC
uLife
(@]
Q Basic Details  Choose Flan Payment Personal Details  Declaration

How can | Help you?

@ What is your full name?

I Protection for my family I %O@ i:_@ I
' : = Anand

Mohan
Invest for future needs Create Quote Pending Proposal
— o Form

Be there for your child i When were you born?
Create abackup forillness N r 02/12/198‘_1 i)

o . L dl__
Enjoy life post retirement

f frer et Document Upload Submitted ~

Application Y Gender?

Male Female

3 ©

Voice Journey POSP Journey LifeEasy - Protection
_||19

Journey

n HDFC  HDFC Life Simplified ULIP -

Life Journey -
Drafts CCR Signing List Q
Status v Date v
UJ0000001 Shubhangi v

I 9987653689 Sent

& Only 10daysleft for renewal

UJo0o0o0002 Shubhangi V

9987653689 Sent
O Onlysdaysleftforrenewal

UJo000002 Shubhangi V

9987653689

' . UJ0000002 Shubhanii v '!

InstaSIP - ULIP
Journey

” HDFC
I:Ilafe




Journey Simplification - Simplifying buying through pre-approved offer

- | P o

(o) e Quick customer
journey

Personal Infarmation

HDFC Life SANCHAY PLUS X500 =
il ~ figi

28th Aug 1884 | MALE

az@gmail.com | +91 9828112 768

Guranteed Maturity Option CHANGE PLAN
SEEPLAN BENEFITS Flat #502 | Building no 4C | Whispering Palms
Lokhandwala Circle, Kandivali East

Mumbai, Maharashtra

1Crore 20 Years 65 Years
BFMPR7086C
10000000 10000000
EoiT cover

I SINGLE M
I AHRAFIQI

; vED

: |s
£ % Brochure 3 lllustration
emy ) ] O DECLARATIONS

F500/Month

=" nount

Intuitive UI/UX
integrated in web
and mobile

ul : User Interface
Ux : User Experience
PASA : Pre Approved Sum Assured

ﬁ Relevant
questions asked
_/_,

MY DECLARATIONS
Areyou apolitically exposed person?
@ nNo QO ves

oyo. able t
thin
@ o QO ves

[ average of 2 drinks or more a day
[ Average of 1 drink aday
Occasional (1-2 drink a week)

O Rarely (1-2 drinks amonth)

O wever

CANCEL

= 17

N

'3 of4 Nominee Details

MR '| VINISHA NAIR

MOTHER >
GENDER
9 i A
mALE FeMALE

DATE OF BIRTH
|ZE ! | o3 / | B89

50%

+ADD NOMINEE

| NEXT |

rE————

HDFC

< Life

CONGRATS!
Your payment is successful

... Analytics-based
~ automated
underwriting for PASA

38,000,00 | |
%35,000,00
40years
60years
213,000/ Year

022-989890809
SUPPORT@HDFCLIFE.NET

T HDFC
n Life



Journey Simplification - Hello Selfie, Buy insurance with a selfie

Hello Sellfie

The easiest way to buy insurance
is with a selfie

Get started by scanning
this QR code

or simply visit
selfie.hdfclife.com

A selfie to safequard your family's
financial well-being

TAKE SELFIE >

Please ensure adequate light, visible ears
and no spectacles.




@ Journey Simplification - VVISE- Industry first — video sales platform

( Lead dashboard ..

( Zero setup for &

customer

WISE

Interfacing Sales Enabler

L e— Encrypted and

( Voice & Video ;‘. | g Secur
Ar

Sales
=[5

( Storage on Cloud

\
=
]

— .

(Options to mask E

( Screen share

q 0

Customer
HDFC
nLife

Sales process flow
™ v Lead generation
( Device agnostic j Prospecting (Brgchure, Video)
Quote generation
v" Form filling
v' Document capture / upload
v' Payment link trigger
- v' Case login

(Tri_Pa I'ty CO n n eCt % | v" Pre conversion verification

( Doc upload/Capture photo E

-

( Encrypted recording 9

*To be launched soon.

uly S - [



Partner Integration - Different partners different solutions

HDFC Bank

» Deep integration enabling
auto-populating multiple
data

» Present on HDFC Bank’s

Mobile & WhatsApp banking

platforms
= Policy issuance in ~3 hours

Paytm

GDPa!Itm DL&“;

Insiscance Bromiam) | e

Now, Pay Your HDFC Life
Insurance Premium
on Paytm App

Scan'QR Code in
Paytm Apptopay

Simplified journey in few
clicks

1.1mn+ policies sold since
launch

Partner Portal | Corporate Portal | Insta PRL

LIFE COVER WITH

#airtelThonks
Recharge with 1249

Install Airtel Thanks App

Cover from HDFC Life with
Airtel’s new ¥279-prepaid

bundle

Real-time issuance in
seconds

Onboarding

uuuuu 9 Underwriting 9 " g
o pssistance . Claims =
. L ol ~ ;
, . ;
2 -, b v ~ ‘
N . V.
~,

Life Next

Lifene

Payments Servicing Cross Selling

End to end portal for

group partners to manage:

Onboarding, issuance
Payments

Underwriting assistance
Servicing, claims

Cross sell

HDFC
e n Life



@ Service Simplification - Through 24*7 digital offerings

WhatsApp Bot Chat Bot Alexa Bot Email Bot
o, >
ETTY ELLE 2.0 ELSA SPOK
= NLP-based platform with * Handles 650+ common » Alexa-based voice assistant = Handles common queries &
intent identification customer queries powered by NLP queue management
*= Handles 650+ different = Managed 7.4 lakh interactions = Handles 200+ different = 45% emails are managed
queries with accuracy of >98% queries and 35+ web through SPOK
_ _ services
= Managed 27 lakh interactions = Handled over 3 lakh requests
LR B0 BEELIRE B < = Capable of managing entire this year

onboarding on voice

Avataar [ Google Assistant | Facebook Bot | Twitter Bot

'“9 19 n E:F;



@ Service Simplification : Instant branch experience

Insta Serv

Tnsta
Serv'2.0

Assisted policy servicing

25k+ transactions
processed every month

Reduced TAT to ~6 min
from avg. 20 min

Increased CSAT score to
>90%

Insta Receipt

Instant receipting of
application

= OCR based receipting
» 30 second data entry

= 8% TAT reduction

___||1 ' __

Insta Revive

Instant revival of lapsed
policy
* 96% STP processing

= |Less than a minute
processing

= 100% accuracy

Life Easy

3-click claim process
Analytics driven investigation

Mobility enabled intimation

~99% claims settled in a
day

50 HDFC
n Life



Service Simplification - By frictionless digital applications

Customer App

Self-service App

View policy details & perform
service transactions

Premium Renewal: 17K+
policies per month

Fund Switch & Premium
redirection: 2K+ policies
per month

Life Certificate Quick Register

Video life certification 3-click auto-debit
= Industry first solution for = Register for auto pay in <2
annuity customers min

Customer time required = Paperless with zero mandate

reduced to 120 seconds rejection
= 100% automated journey = Multiple options to register —
Net banking, Credit Card,
Debit Card

RPA | OCR/ Cloud Telephony

.|19

Video - Service

H’\‘_

]

Text / video messaging

Communication channel
between sales teams / branch
ops and customers

Secure channel for sharing
sensitive information

Improves productivity of
branch ops personnel

- HDFC
n Life



@ Data Labs - Al capabilities to solve for gaps.. at scale

Al / ML

Risk-4

Deep Learning models

Advanced ML algorithms to
automate underwriting

Leverages data from
multiple sources (e.qg., credit
history)

Reduces the risk of early
claims

Vision Al

Facesense

Face recognition

Used in branches, new
business login & pre-
conversion verification

92% accuracy

Other key solutions:
— AgeTymer (Face Ageing)

— PicReader (Document OCR)

— Bodmeter (Face BMI)

Voice Al

s\V/aR

Voice bot for CRM

= Industry first; 14 language
options

» Manages calls end to end

= Other key solutions:
— True Cue (Voice
authenticator)
— Emolyzer (Emotion
analysis)

Cloud [ Data lake | Lead Lake [ Data Catalogue

1'“3

Text Al

fnstA

Virtual assistant for sales force

= 16 lac+ queries responded
per month; 99% accuracy

= 1400+ queries; 1 lac+
intents

= 21,000+ users (across sales
channels, partners, call center
and branches for retail and
group business)

5 HDFC
n Life



Platforms — One stop Retiral shop ...Independent buying and servicing

Pension System

 Subscribe

* View corpus

¢ Product features
e Calculator

* Buy Annuity

Simulation

¢ Retirement calculator
e Simulation
¢ Product comparison

Gratuity and Employee Public Provident

Superannuation Provident Fund Fund

* View corpus & * View corpus * View corpus
statement * Product features * Product features

* Product features e Premature withdrawal

* Buy Annuity

=—ers

| i

Sl
J-MEmm
Tax Services Third-Party Health and
 File ta online Financial Wellness
* Tax advisory Services

¢ Health score

¢ Online pharmacy

¢ Consult a doctor online
* AgeTymer

||I

L

e Mutual fund
* PPF
¢ Inheritance services

i

Life Insurance/ Annuity
GTI * View policy and
. statement
* View chpUS * Subscribe
* Subscribe * Product features
¢ Product features e Calculator

7\

s\

y

&

s [ ﬁ'; j_,
N W /

Knowledge

e Webinars

e Articles

¢ Videos

* Infographics
* News

) |

Advisory

¢ Retirement advisor
¢ Email
e Call center

23

od N

Consolidate
Portfolio View

* Fund performance
* Transaction details
* Returns

Retiree Corner

¢ Policy views

« Video Life certificate

e Schemes and
information

¢ Additional source of
income

* 3rd-party services

Oiis



@ Futurance Partnerships

Fluid Al
U’ Pparama |
’ MapRecruit
o FUSION @
S
skyhive £z iona

(}

playbasis

yellowmessenger

©HRBot
gnani.ai

9 NLPBOTS

=10
JL Your A.l. Workforce

Q glib
VoXTA |

ngine Company F
e 4

||I

Quantum
&E:‘;‘nes Law
wagon
& Lo
9 verig digital
©
el
5’(.0‘“. >> — \__,
e finahub-= ==
N SYNTIZEN
. B4 SmartWinnr
e/?'//oura
ClenCe//
X WOrxego
TOOLYT
U REZON B
@ FEDB ' Ir;s;.g:hts from Eaﬁiﬁd?

DRSS
’ %%C.\hmmal
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Continue on simplification pillars while building resilience...

Architecture 8 Workforce Resilience 9 Cyber Resilience
Resilience
A [l |l-c]f < |
N A7 i T =]
o | @ | u ow © 5| ©
Modular Virtual Work from Re-imagine Enhance Access
architecture| Custom APIs Data Lake Workspace Anywhere Process Zero Trust SOC Controls
R % .@ - 5
EEEE " 5 oo /
Low Code ON Demand Digital Re- Morale & Secure Face
Platforms Tech skilling Productivity Devices Recognition
\ \

Strengthen Cyber Security
capability for post-COVID
world

Create a digital scalable
efficient Architecture

Enable a Hybrid Work
from Home working o
environment

HDFC
2 n Life



Our efforts have resulted in improving lead metrics...

Journey Simplification Partner Integration Service Simplification Data Labs Platforms & Ecosystems
T —

99.1%

. Claim
<2 min. settlement ratio
<4Ahr PASA2 1.6M+

issuance TAT Monthly queries
on InstA (GO 25+
a Cloud native

HE SIF tech. products £ 800+
60% \ Corporates /
Infra on cloud \ onlife99 L

e : ~88% g
<lsec Electronic
Auto-U/W Airtel issuance renewals?
TAT TAT ~99% :
Claims settled - :
in a day* ~90% 5_ '

of chats are
I self-serve via
1.1M+ chat-bot 87%

Lives insured 79 Bots across \ Online®

through Paytm Overall CSAT 26 functions business CAGR® /£
score

Overall TAT

1 As of FY20, unless otherwise specified
2 PASA: Pre-approved Sum Assured
3 Based on NOP

4 Retail non-investigative claims 9
5 Online includes EDM and HDFC Net Banking I" 26 HDFC
6 CAGR - Last 3 FY Life



Adoption of digital channels during COVID has justified investment...

Pre- vs. Post-COVID Change?

— Branch Transactions ¥ 0.8x

: (@

Q

=

©

. Call Centre / Email A 2.2x
Mobile App & Web A 1.7x

g . .

S Digital Service A 2.2x

a

I @ WhatsApp Bot A 3.0x

1 Q2 FY21 vs. Q2 FY20

uly S - [i
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Sar utha
ar ke jiyo!

Thank you
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