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Five years down the line...

Who led the digital fransformation at your company?
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A) Company B) Customer C)COVID-19

it




1

The Pre COVID World was changing at a pace...An Internet minute in 2019

Go gle 1 mitiion 18.1Million
LoggingIn  Texts Sent

3.8 Million
Search
Queries

2.1 Million
Snaps
Created

188 Million
: g Emails Sent

= Smart Speakers Miicic

Streaming '
aggon ocho Subscriptions

- Jd

There was a shift in the way services were delivered and measured...
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Source:Infographic created by Lori Lewis (@LoriLewis) and Chris Chadd (@OfficiallyChadd) b 3
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Enabled by new wave of digital disruptive technologies
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Wearable devices
Machine Learning

il

Artificial
Intelligence

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
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Sectors were getting disrupted by digital natives and platforms

Lending
Marketplace

Consumer
Lending

SME Lending

P2P Lending
Financial
Inclusion
Neo Bank /
Accounting
Neo- Enfrants
B2C
Payments

B2B
Payments

Investment &

Insurance
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The disruptors had completely changed the customer experience expectation...
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We at HDFC Life were addressing this disruption by focusing on the customer
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In that context HDFC Life changed its operating model...

From the Traditional Insurer...
Top Line Marketing / Product Driven

e —————
- -

- -
- -

-

-
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...lo the Insurer of the Future

Segmented Marketing / Customer Driven
Traditional Channels

N Agency Banca Group
aital " Digital
Digital
Platforms Channels
HDFC Life
Life99 Online
N
Policy Bazaar
E3 J
N
Coverfox
g
etc.

A

InternetCos.] efc. \‘\

I [ Retailers Telcos ]

\

Ecosystem Partners

...The operating model moved from product centric to being customer centric
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...and created multiple cognitive engines to serve the operating model...

Cloud
Infrastructure

Al/ ML (T

Data
Lake

Partnering with the
Best

Platforms & Ecosystems (-5\
Nudge me in my world &%

Journey Simplification
Give me a simple journey from
purchase to payout

o

Customer

experience
Centricity

@ @

S

Data Labs
Personalize my experiences

Service Simplification
Give me frictionless service

Partner Integration
@ Give me an integrated

Fail Early / Fail
Fast

Agile/
Sprints

MVP
Approach

Local Customer /
Global Resources

____________________________________________________________________________________________________________________________________________________________________________________________________________________________
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...which were used to address the customer voice through 5 building blocks 1
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By rapidly developing products aligned to the building blocks of customer voice...

;0,‘ N ;o;

JOURNEY SERVICE PLATFORMS &
SIMPLIFICATION SIMPLIFICATION ECOSYSTEMS

PARTNER

INTEGRATION DATA LABS

) )
InstaQuote INSTMn@ REC@ ;::t:z,u TnstA Teazn SQAR Es
E‘;ﬂ; InSD . InstaReceipt InstaRevival AgeT Facesense
o o eTymer :
Lifenext widget gety Lifegg
Thnsta 'in.r_;ta flr;slt‘a § O @ DEDUR3 DATALAKE
62 Mix N E ggglﬁg Q %Seﬂﬁiz Twitter bot NEO Email bot SPOK
Y $15
n HDFC Life At @ 00668 .;"\.‘.
Mobile App "CREDITMART, ~'8\ Super BOT Emolyzer Sentilyzer
. Chat bot ELLE
chel:aiilt_: © Whatsapp bot Bodmeter TrueCue
LifeEasy LifeCertificate
PicReader
NUCLEUS

Custouser 160
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...and COVID-19 happened...causing fundamental changes in customer expectations 1

Changein Consumer Behaviour Impacton Us

ANA
= Shopping for utility Indians not going out * New andrenewal premium collection
Reversal of Past except for essentials . . .
Trends = Bringing outside — inside Claims / maturity payouts
. = Demand for protection; lower appetite
= Trustbrand more than price 63% orULIP
Consumers prefer or S
brand over price
51% . » Accelerated virtual connectivity, work
Increase in payment from home

= Digital service experience via digital wallefs

Acceleration of = Health and wellness = Adoption of digital tools / platforms
Existing Trends = Rise of ‘smart shopper’ - high salience 407 : " Online payment
of digital research fgéﬁffi o ;lﬁ)neer;? o = Demand for critical iliness, healthcare
cover
10)74
Increase in Instagram
o live views
= Remote Living = Branch fooftfalls
New Habits = Doit Yourself — new hobbies and habits 1% *  Awareness about protection gap,

. . Indians washing insurance needs
= SuperiorHygiene hands more often

it

. N
Source: Consumer behaviour insights based on BCG-Kantar-IMRB Survey Report, May 2020 b ] 2
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In new reality, we continue to get closer to customer...while building a resilient environment

(1) (3 O

SERVICE
SIMPLIFICATION
PARTNER

QGRATV \DATA LABS/
L2/ o

Q- : 7 : [ R —
S Enable a Hybrid Work | N Create a digital i \T/ Strengthen Cyber
from Home working | scalable efficient | I Security capability for
environment s Architecture . i post-COVID world
H ] 1

JOURNEY
SIMPLIFICATION

PLATFORMS &
ECOSYSTEMS




Journey Simplification: Simplifying buying through pre approved offer

Relevant
questions asked o & o:w

HDFC

HoFC
&« Life &~ Oiie «

(1014) Plan Details & |} Quick Customer Personal Information — = Nominee Details
\ ) 0 Jofa € ails

journe
J y 3
HDFC Life SANCHAY PLUS ¥500 .
o tind afiqi . 5
FoBm ARG 1884 | MALE MY DECLARATIONS MR VINISHA NAIR +
i az@gmail.com | +91 9828112 768
Guranteed Maturity Option CHANGE PLAN S
s . osed person? v
SEE PLAN BENEFITS Flat #502 | Building no 4C | Whispering Palms MOTHER 2 o
Lokhandwala Circle, Kandivali East O res
Mumbai, Maharashtra GENDER
1Crore 20 Years 65 Years CONGRATS!
BFMPR7086C ; @ A Your payment is successful
10000000 10000000 @ o O ves MALE FEMALE
EDIT COVER o - - which of the following best describes you with respect to alcohol
consumption DATE OF BIRTH q
o Analytics-based
(O Average of 2 drinks or more a day HDF( a y Cs qse
() Awerage ot 1 arinkaday 28 /o3 /| e |- |- d
EE . 0 _automate
®% occasional (1-2 drink a week) one
O rary 2 s oy underwriting for PASA
O Never s0%
AHRAFIQI
[ saneo [ ¥38,000,00 |
235,000,00
40 years

60 years

+ ADD NOMINEE
13,000/ Year

R AALF-YEARLY YEAR! ] C] DECLARATIONS i )
P- nount F500/Month
NEXT 022-989890809

PROCEED CANCEL SUPPORT@HDFCLIFE.NET

3 Brachure # lllustration

Intuitive Ul/UX
infegrated in web
and mobile

ul :User Interface II e
UXx :User Experience l
PASA :Pre Approved Sum Assured ] 4
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@ Journey Simplification: Hello Selfie, Buy insurance with a selfie

Heollo Selfic

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 safeguard your family's
financial well-being

TAKE SELFIE >

Please ensure adequate light, visible ears
and no spectacles.




Journey Simplification: Digital Journeys modified to adapt to COVID

Lead Creation & Upload Doc & FR
Fulfillment

Prospecting Form Filling & Online Payment e-Signature Verification Post Sales

Fulfillment

LTE4 @47
PM | 0.3kB/s & ]

g § : I
© InstaMix [ = [ ARAS BHATIA | ID: 142745

InstaFR

HDFC  Wekcome, Anthony O'Brien @ ? e | 1d: 00008089
Life e Hierarchy A Logout Jressceset e Name : Pawan Kumar Jaggl

Quick Updates

ﬂ Follow-up Leads i) Calendar

All Q

Date/ App No :2021-03-09 | 1100021317909
Life Assured - Nitish
Saes Diar H
n New Leade Y | Pran HDFC Life Pragati Vo Proposer Name : THREETESTING m-HelplIne
. Premium/ SA :2 1,00,000 | 2958130 Sum Assured : 50000¢
- | Date/ App No : 2021-02-09 1 1100021315939 i -
. Leads Crested In Last 30 Days e Asainad —aien ref. Comm. Lang : English

) ¥ d | Plan Click 2 Protect Health R s S e B s E ‘ Notifications
@ Leads Pending 3t c & | Premium/ SA 1% 165 1 250,000 %53 i —

Month | status Requirements Awaited Qualio;gUiacitersein. | o
ﬂ Proposal Pending Date/ App No : 2021-02:09 | 1100021315601 Tioduet Neme:t kZimest My Tickets
Single Plan B Generated Leads Ml Converted Leacs | Life Assured  : Ram Prapcear Neria FAQs
Presentation by Qs Mix ﬂ Priority Leads Plan HDFC Life Super Savings Plan Sum Assured 12
s | Premium/ SA :22,34,20,408 | 231,00,37.172 Promium 1200 om——
Appokrinens ) ok | Status Requirements Awaited Pref. Comm, Lang : Englisn
O ARSoreetes Aealabla Forsode Date/ AppNo : 2021-02:09 | 1100021315577 >
P S y | Life Assured  : Ram Appcation No.: 1100021301912 St b Email Mobilit
| Plan Click 2 Protect Health oot N s it s Y
| Premium/ sA :2 165 1 250,000 Product Name - HOFG Life Glick 2 Invest ] ieh
Status Requirements Awaited PR,
Date/ App No : 2021-02:09 | 1100021315552 i Assived 212800 ‘
Life Assured - sdux Syiss o Create New Ticket
Plan i v a FYONm 120 Call Mobility
START MEETING Pref. Comm. Lang : English Support
Appacation No.: 1344432481991 “
Quote No' gdrad " )

<

oduct Name

I iﬂ.-.‘ Ay l

T.nsta T 'insta 'l.'nsta .
Mix mSD FR Verify m-HelpLine
(Prospect (Geo based lead (Customer (Upload (Digital (App

pitching tool) management) Onboarding) Manager) Verification) helpdesk)

Chat PCVC | Tele Medical

a1y .

it




@

I *To be launchedsoon.

ZLero setup for customer

Voice & Video with multiple
modes

Screen share to display content

Device agnostic

EnablesTri-Party connect

WISE

VIDEO & VOICE
Interfacing Sales Enabler
Lo o Encrypted and
() N Secure
o | [+ ]
=
- [ eE——
dAh g
1Y |
Sales ﬁ
|
= [§7 K
e | )
Customer
= 73
e

Sales process flow

v
v
v
v
v" Document capture / upload
v
v
v

Lead generation

Prospecting (Brochure, Video)
Quote generation

Form filling

Payment link trigger
Caselogin
Pre conversionverification

Journey Simplification: VVISE* - Industry-first video based sales enablement tool

Lead tracking and functional
dashboard

Storage on Cloud

Optionstomask sections of
the form

Document upload / Capture
photo

Encrypted recording

17
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HDFC Bank

= 82% cases issued via STP
» Policyissuance ~3.2 hours

= Average form filing time ~10
min

Paytm

crayim Ol

Mow, Pay Your HDFC Life
Insurance Premium
on Paytm App

[=] = [=]

Scan QR Code in
Faytm App to pay

= Simplifiedjourney in few
clicks

1.1Tmn+ policies sold since
launch

Q Partner Integration: HDFC Bank, Paytm and Airtel

Airtel

14 LACS
LIFE COVER WITH LTFE

sartelThonks

Recharge with 1245 \“‘

stall Artel Thanks Agp

Coverworth ¥4 lac from
HDFC Life with Airtel’s new
%279-prepaid bundle

Real-time issuance in <1
second

INSURANCE

Life Next

= Endto end portalfor

group partners to manage:

— Onboarding, issuance
— Payments

— Underwriting assistance
— Servicing, claims

— Crosssell

ury

18
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WhatsApp Bot

ETTY

» NLP based platform with intent
identfification

» Handles 300+ different queries

= 14 service areas including
premium statements, receipts

Chat Bot

ELLE

Handles 340+ common
customer queries

Used by over 4.75 lac
customers

(ry

e Service Simplification: Through 24X7 digital offerings

Alexa Bot

S

ELSA

= Alexa-based voice assistant
powered by NLP

= Handles 200+ queries

» Capable of managing entire
onboarding on voice

Email Bot

SPOK

Handles common queries &
gueue management

28% emails are managed
through SPOK

Handles 90K+ requests in a
year

19
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e Service Simplification: By frictionless digital applications

S

Customer App

Self-service App

View policy details & perform
service fransactions

Premium Renewal: 10K+
policies per month

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

Life Easy

3-click claim process
Analytics driven investigation
Mobility enabled intimation

~99% claims settled in a day

'|I_I_.

Life Certificate

Video life certification

Industry first solution for annuity
customers

Customer time required
reduced to 120 seconds

100% automated journey

Quick Register

3-click auto-debit
Register for auto pay in < 2
min

Paperless with zero mandate
rejection

Multiple options to register —
Net banking, Credit Card,
Debit Card

20
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e Service Simplification: By modified branch experience

S

=

InstaServ

Assisted policy servicing

20k+transactions processed
every month

Reduced TAT to ~6 min from
avg. 20 min

Increased CSAT score to 93%

1.RPA: Robotic Process Automations

Cloud Telephony

LG

&

Manage persistency calling

» Android app for branch ops to
manage persistency calling

= Low cost model; reduces
dependency on call centres

» Data encryption enables
customer data security

'|I_I_.

Video - Service

-~

Text/ video messaging

Communicationchannel
between sales feams / branch
ops and customers

Secure channel for sharing
sensitive information

Improves productivity of
branch ops personnel

Processes digitization

200+ bots across 26 functions

= ~4.5lac+transactions
daily; 138 mn per year

» |ndustry first — Super BOT

21
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a Data Labs: Al capabilities have to solve for gaps... at scale

Al / ML

Risk-+

Predictive modelsfor U/W

Advanced ML algorithms to
automate underwriting

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

Reduces the risk of early claims

Vision Al

Facesense

Facerecognition technology

= Used in branches, new business

login & pre-conversion
verification

= 92% accuracy

= Other key solutions:

— AgeTymer (Face Ageing)
— PicReader (Document OCR)
— Bodmeter (Face BMI)

nl?

s\/ar

Voice bot for CRM

= Industry first; 14 language
options

* Managescalls end to end

=  Other key solutions:

— True Cue (Voice
authenticator)

— Emolyzer (Emotion analysis)

Text Al

fnstA

Virtual assistant for sales force

= 15lac+ queries responded per
month; 99% accuracy

= 960+ queries; 1 lac+ intents

= 22,000+ users

= Other key solutions:

— Sentilyzer (Email sentiment
analyzer)

22
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@' Platforms & Ecosystems: Independent buying and servicing

Life99: Our ecosystem for retirement and pension segment

Annuity options for
retirement

Buy insurance and
voluntary covers | | Subscribe to NPS &

save taxes

View employee
benefits

Avail services
onthe go

Retirement track
readiness

Delivered to
customer

One-view of

retirement corpus

it




Continue on five pillars while building a resilience...

o o o

Workforce Resilience Architecture Resilience Cyber Resilience

v Virtual workspace 7 g[!gﬁgé?:?usreed modular v LeroTrust Security

v v Enhance SOC
AIGIISHREIT ATHAVITETE v' Custom APIs for multiple modules

v Red - v’ Strict access controls in WFH
Re-magine process v' Datalake for customer data y

v Diai - Security compliant devices
2Lt Ol v' Low code platforms for faster .

v' Morale & productivity apps v Facerecognition

v ON demand technologies

Enable a Hybrid Work from Home Create a digital scalable efficient Strengthen Cyber Security
working environment Architecture capability for post-COVID world

it




Our efforts have resulted in improving lead metrics... 1

Journey Simplification Partner Integration Service Simplification Data Labs Platforms & Ecosystems

<2 min. “
PASA2 t 1.5M+
Monthly queries

\ \ / on InstA 25+

\ Cloudnative
)\ fech. products 4

~89%

Electronic /
Auto-U/W 3 4
AT \ renewals // ~99%
‘ B\ Claimssettled

ina dav
Service requests

89%

1.1TM+ \ /
‘ Livesinsured f ! \ \ / Onine 6
. business CAGR® /4
through Paytm : Overall CSAT /

n HDFC
25 Life

1 As of FY20, unless otherwise specified

2 PASA: Pre-approved Sum Assured

3Based on NOP

4 Retail non-investigative claims
5O0nlineincludes EDM and HDFC Net Banking
6 CAGR - Last 3 FY




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

Pre- vs. Post-COVID Change!

5 @ Branch Transactions VvV 37%
S
=
D
= @ CallCentre / Email A79%
Mobile App & Web A 100%
o
S Digital Service A 138%
2
@ WhatsApp Bot A147%

1June 2019 vs. June 2020

HDFC
[ ]

Life
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Thank You



