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" WHERE INSURANCE PEOPLE MEET

RETAIL & THE DIGITAL REVOLUTION
LESSONS FOR THE INSURANCE INDUSTRY

PROF. GINO VAN OSSEL
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The future of personalization
isn’t to impress customers
with science.

It's to delight
them with magic!

John Mulliken (Joss & Main)

STYLE O
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THE YEAR!
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after 4 months:
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Channels Customer service journey' Share of Customer

transactions satisfaction,” %
Starts Ends

Traditional Traditional 11% 57

Phone only |

Vendor '

Mail/fax e

E-mail Digital to

Click to call \ traditional 41% 61
Digital \ Traditional
E-chat to digital

Forum
FAQ

Personal account
Virtual assistant ﬁ Digital only

Social media

source: “Higher satisfaction at lower costs: digitizing customer service”, McKinsey
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digital as
an opportunity
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ONLINE
PERSONAL
SHOPPER
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How can | help you®
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amazon |

echo look

Love your look, Every day.

< STYLE CHECK : <« STYLE CHECK H (3 STYLE CHECK
We think this outfit looks better on We think this outfit looks better on We think this outfit looks better on
)’()ll: you: )'"ll:

L

0, 0 0,

52% 66% 98%

We've considered fit, color, styling, and We've considered fit, color, styling, and we've considered fit, color, styling, and
current trends. Learn more current trends. Learn more current trends. Learn maore
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“Would you like to see
shoes on sale that would
look great with this outfit?"

A

“Need diapers or
a crib in the
near future?”
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“Interested in
weight-loss books
or exercise tapes?”
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Single Point Of Contact
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Conclusion
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“don’t loo
but look f

for customers for your products,
OF products for your customers”
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Prof. Gino Van Ossel

ino.vanossel@vlerick.com
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