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Speaker Introduction

Mr. Manu Lavanya has more than two and a half 
decades of experience in creating, transforming 
and scaling IT business across multiple industry 
domains and geographies. Before Max Life, he 
has previously held multiple leadership roles 
with Brillio, Cognizant and ITC. Manu is an ISB 

graduate and holds a Bachelor’s degree in 
Technology from IIT Kanpur.

Mr. Suhail Ghai has been with Maxlife for 2 
years. He has around 2 decades of experience in 

Leading Digital & Technology agenda across 
multiple geographies. Before Maxlife, He has 

previously worked with PepsiCo and L’Oreal in 
various Technology & Transformation leadership 

roles. Suhail holds a MBA from MDI Gurgaon.

Mr. Manu Lavanya
COO, Max Life Insurance

Mr. Suhail Ghai
CTO, Max Life Insurance
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Disruption Due to COVID 19 has Challenged Status Quo of Insurance Practices

4. Continuing to let insurance be 
‘complex’ across:

• Pitch – need for insurance 

• Product – features, benefits, pricing 
Process – policy purchase, servicing 
transactions etc.

2. Use of ‘physical documents’ for:

• New business - customer authentication & 
consent, policy document etc.

• Servicing – policy transactions, payouts & 
claims

3. Default to ‘face-to-face interactions’ 
for:

• New business sales 

• Customer servicing 

• Internal meetings, reviews, cross 
departmental collaboration etc

1. Dependence on ‘physical 
infrastructure’ for

• Customer sales / servicing touchpoints (e.g.,
branch)

• Daily business operations

• Trainings / engagement activities
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New Normal has Emerged & is Bringing Long-Lasting Shifts in Consumer Behaviour

Max Life Insurance 4

1. Nielson research 
2. BCG survey: 60% indicates % among digitally mature survey respondents 
3. BCG survey: 50% indicates % of agents who responded to the survey 

Customer ‘digital maturity’ seeing a step change 
[40% increase in time spent on news and social networking apps1]

Total time spent per user on smartphones went up  by 6.2% to 25 hours a week 
during COIVD.

Whereas, TV reach went up by 32 million new average daily viewers in the week 
to touch 592 million viewers.

Customers preferring ‘digital’ over ‘physical’ 

[60% indicate online as preferred medium for buying insurance in next 6M; 100% 

increase in term insurance Google searches compared to pre Covid2]

Distributors demanding ‘digital enablement’
[Over 50% agents have already started using digital applications and 

portals3]

Customers expecting ‘convenience & customization’ 

[Use of partner integration, AI / ML & Analytics to improve customer experience]
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48%
Automated Underwriting 

~50

Claims paid everyday

3 seconds

Page load time

99.22%

Claims settlement ratio

49%

Insta claim settlement 

NPS for purchase

49

50+
Partners

30%

Infra on Cloud

35%

Insta Issuance

100K

Bot queries per month

6L 
Policies 
Issued

Text

Text

TextText
DIGITAL 

SELF-SERVE

COGNITVIE 
ENTERPRISE

LEGACY 
MODERNIZATION

DIGITAL SALES

FRICTIONLESS 
CUSTOMER 

ONBOARDING

DIGITAL NATIVE 
TALENT

Leading Digital Insurer in India
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Our Digital Strategy is Based on 8 Key Pillars

Max Life Insurance 6

Scale E-Commerce 
Business Onboarding/Issuance Digital Sales Customer Service

Cloud Enabled Legacy Modernization & Enterprise Data Hub: Workloads on Cloud : 30% (Q1 FY22)

Employer of Choice for Top Digital Talent Digital Culture

1 2 3 4

Insta Issuance: 35%

Human Less U/W: 48%

Issuance cycle: 30 mins

Lead Conversion

Digital Assisted Sales

Digital Penetration: 72% 

Digital Adoption: 82%
Organic Traffic Growth: 100% (FY21)

5

6

7 8

▪ Digital Native Onboarding 
platforms – SEO

▪ Frictionless Onboarding 
experience leveraging eco system 
partnerships

▪ Smart Underwriting through 
embedded AI Models

▪ Legacy Modernization – Insta 
Issuance

▪ Intelligent & Integrated LEAD 
management

▪ Integrated Recruitment Funnel

▪ Digital Native Training & Content 
Management solution

▪ System driven standardized sales 
governance

▪ Help Center for self service 

▪ Conversational Interfaces - BOTS

▪ Digital Agent Servicing

▪ Digital Marketing Muscle

▪ Mobile first purchase journey

▪ Personalized experience

▪ WhatsApp chase journeys

Pervasive Intelligence (AI /ML, Analytics embedded in all key processes)



Sharper Prospecting

Chase VALUE not Traffic

Personalization
Never Ask Again

▪ SEO expertise: 15 most searched Category 

(Term) Keywords (Google)

o Top 3 Search Results – 27%

o Top 5 Search Results – 100%

Source: Webmaster Console

▪ Advertising Optimization signals based on 

Customer Lifetime Value

▪ Home Page Personalized for every user basis 

the last action by the user 

Max Life Leader in E-Commerce Protection Sales…

Growth and Awards

▪ 8x growth over 4 years

▪ Won the coveted FICCI Insurance Industry

award 2020 for Excellence in Digital Sales

in Life Category

▪ Multiple Case Studies with Google (3),

Facebook (1) and Adobe (1) across Digital

Advertising and Digital Experience

7

E

% of customers through ecommerce 

(Website + Aggregators)
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Step 1/4: Ramesh, customize your 
Term Plan 

g Update irio 

, Congrats! You re el 9 tie for medicals on cal sith 
0 waive of income proof. Premium prices Incasing 

soon 

lumpsum Payout

Recommended Life Cover 

50100,000 

Cover Till Age /Jai( ea yen) 

60 years 

Pay Till Age 

Pay till maturity 
qtaorr4 

Payment Frequency 

Monthly 

Mt SO L v 

Pay till age 40 
(ra lc ys; 

bOcce All 

V 

Pay 420 to get back you vervains How it mrks 
at end of Policy Term 

%Ma IPA •SrAs 9114PS *Ple HP COSA 1 • I Ai*. 11•••1 I Tss-re, 0? ' -

Total Prerriurn peckish% env) 

494 Monthly two 

St Obxat mad* 1st rat 

Proceed 

"In I 

Total Amount 
1,303 

Select Payment Method 

EXCUSWELY FCA YOU NOW PAY t 1TO SOX YOUR POUCY' 

0 Oulterd 

accept 

(eaxaset 

Raman Wry, grog %lay riff tuba/wall Drava ?rout 
crodt oard as part a Torras and Ccridilcos trartknod wit) mat 

tha act of Slircirtg Inalnacds an try =de card. 

Book with 11 

Pronto leg, be Save x Limo of poilo 
issuance, 0440 to onlantanoi 

Jr • 

nPay 31,303 

2:29 'I 

AA iliads.google,corrt 

e 11 1
...op* • [ 

WHY WAIT 
to secure your 
family's future? 

Get Life cover of 
Rs.10000000 till 78 
Years of age. Pay 
Rs.1142 Monthly 

myf NO.

0 

CSI 

QV IMP 

IAD Max Life Insurance .er 

A 12 r.;.2

5rup carnm Luna rro7 MIT,14.19f1 in crkrrrirreivi 

Ni, 
Apremium of Rs_ 7411 isclue for your poPicy 
522124304, since 2019-10-09. Please c lit k 
here https:J/tinyarl.co11r1/y3w4zuwe to 

pay the due amount and continue with your 
colder, 

(You car rep& wilt STOP anytime you IMISh to 
stop comrriumication through this channel) 

FEBRUARY 24 2021 

Dear Vaii5hav, 

Thanks for subscribing to updates of your 
Life Imurance Plan via Whats4p. 

You have selected a Term Plan offeri ng Rs, 
loth:loom cover for 32 years, with a total 
modal premium of Rs .2577 Monthly 
payable for 38 years. 

For the above Quote, thee-Quote noniber 
1 052XVMX 

Use the below link to continue from where 
you last left, anytime; 

:tinykirl.coinlycv7LOP 

(You can reply wtitp STOP arpyhme you wish to 
slop carnmunica [non through this channel) 

0 I ype a message 
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AI enabled Personalized 
Sales offers

Max Life Insurance 8

Smarter Chase
Talk to Customer the way they like Frictionless Onboarding

▪ Remarketing to Customers with an Ad Click
direct landing on journey (First in Category)

▪ Leverage Whatsapp for Business to chase in-
funnel prospects

▪ State of the art Integration stack with third

parties ensures 70% of B2C Term customers

are on-boarded without any document
requirement

…Enabled by Best-in-Class On-boarding Platform 

B2C On-boarding Platform

<$ Secs 
Page  Load Time

Top 2
SEO Ranking
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Peirsonall Details 

information P ing 

Submission Status 

Atheance Search 

Transaclion to 

111002196192 

C 1 -of page(s) ) 

Policy Number 

74I re Flans bk.I Stry Lest add 41107415 Jo Lax Ian 

1 

it !WAX 
i- E. 

Ai orn Pr-Dcluall Peros5 o I 
Details Del S ihr Detail ± 

,Pao 

Life Verreirad•on 
Style 

Policy Number 331273753 

Congratulations [ You are not required to 
undergo any medlcar examination and 
no financial documents are required to 

be submitted. 

This Is a clear case and do-es not IL ,, 
underwriting 

Seiler Declaration A 

• -4 

I 

ell MAX 

Document Vault 

e tse 

ran 

Pro poser Doel Jrne n1.5 

1. Standard: PJease upload all of the IL-GI D - • 

mentioned standard documents._ 

C anirnunutatiorp Address Proof 

lentiro Proof or Doe proof- proposer t 

apy of PAN card 
gplaad 

andel led Cheque with name Required fix 
NEFF 

EOs Mandate Form 
a.

4 

Save Sro 

I LF1- --••- ...,111 

Last 2 yea.rs Ilk 

Underwriting Grid 

Medical Sum AssurecIM. .-.11)000000 

Financial Sum Assured( ') = 1000000p 

Medical Underwriting Response TELE 
MER 

Seller Declaration 

2 I agrpa I,c ihe Terms and Conditions_ 

Save 
I 

38% Insta 
col 

ch 
ISM 

Human-less 80% reduction in 
U/W QC TAT 

100% Adoption 

0 
"67% FTR Highly Configurable 

Rule Engine 

9
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On-boarding Platform Capability Overview

38% Insta 
COI

Human-less 
U/W

80% reduction in 
QC TAT

Highly Configurable 
Rule Engine

100% paper less, 6 Step Digital 
onboarding process

Centralized Document upload100% Digital Journey powered by 
ecosystem integrations like CRIF etc.

Real time Dedupe & Underwriting

Intuitive Document 
upload journeys, 

OCR enablement by 
Q1

100% Adoption ~67% FTR
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Insured Details 

Insured Name (Non Mandatory) 

Female Others 

35 Years tir 

J 

Proposer Details (Optional) 0 

Search Product 

Traditional 

LIMP 

Protection 

Sales Story 

Business Insurance Calculator 

0 

0 

0 

0 

0 

Quote dr kl Agency AP ••• 

< Savings Advantage Plan output Page 

Yau Pay 

co 
MEW 

; + + 

19t YE131' Pre:NUM 
(Premium Inc!. 

Riders -0TakeS) 

Re ri egiel PeenWM 

(FTVITIIUM IrkJ 
Riders 4 notes) 

Priem Leri Parc rrg 

Teri n 

Policy Tern 

15411knentlY11:rde 

R!. Z:09 dEr3 

Re. 2,0 
en:. • 

S 

Annual 

You Will Get - Guaranteed 

. t0,113,1130 

Total benefit payable (Guaranteed+Non-

Guaranteed} 

Cat 
FN. 1 2_0.4. 1F11 

loamy gramErlii mou-ItyainEifrc 
4% a% 

clebTrolix ri •Srp- lor aro.' hi on end r ce otikidnianese. Mir 
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dolarrnml 

Vlaw niProspeot 

11:48 
MAX Dashboard 

Om Prakash 
Mundhra 

act ' I'M -11

Mar-2021 

Attendance 00 Meetings 15 New Leads 07 Paid Cases 00 

2 1552 
Appointments New Leads 

5 407 
Prospects In Progress 

Aarif 

Chetna 

Natural market 

Mithun 5 

Natural market 

Mithun 3 

Natural market 

Manisha 3 

Natural market 

0 Create Lead 

11:51 
Search 

MobileThlarne/Location/Campaignild 

Filter •1/20 Previous Month Current Month Custer 

SO Results 

Anujas 15 

Natural market 

ev i Aarathy Ghajsj 

Bangalore 

Sss Tt 

CSG-Referred 

Bangalore 

abed efghi 

Bangalore 

Anil Malhotra 

Bangalore 

o • 
C 

Bh Gh 
Bangalore 

1 

sal Million Quotes 
Generated every Month 

• 
Ail 

"1.1000 Business Active 
sellers 

-̂90% mQuote 
Adoption 

ra 
11w-a 

INA 

^'500K leads 
generated a month 

Max Life Insurance 10

2 Click Quote generation process Smart Search/filters, Calendar & 
phonebook integration, Need Analysis & 
Personalized solution recommendation

~90% mQuote
Adoption

~11000 Business Active 
sellers

~500K leads 
generated a month

~1 Million Quotes 
Generated every Month
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Mobile App for lead management 
including Cross sell with

Smart dashboard and Funnel View

AI 
enabled 
nudges

Personalized 
illustration & 
Sales Stories

Share Directly to customer WhatsApp/Mail

State of Art Mobile First Platform for Need Based Analysis and Solicitation
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Hi, Mr. Abhishek Chauhan 
What would you like to do today? 

Create new lead 

Manage Existing 

0 
Assigned Leads 

0 
Discrepancies 

tat Financial Services and•MS Joint Venture 

4i x 
 I MREC 

Anuj Sachdeva's Documentation 

Review Form Review Does 

o Important Information 
Please expand and review each sections. For unfilled or 

error section please fill the empty fields first and click on 
check box in the end of the page to move on to next step. 

Personnel Details 

Educational Details 

Work Details 

Bank Details 0 

Nominee Details 0 

ExistingRelationship Details 0 

Training Details 

Review Dads 

6A Max Financial Services and• MS Joint Venture 

1.11 REC 

Search by Mobile. Lead Na me 

New Leads 0 

fainter Score ( 11,) 

Career Seminar Ci 

Career Interview 0 

Forms & Does 10 

URN Requested 0 

URN Generated 0 

Training & Exam 0 

Agent Coding 0 

1 

0 

0 

3 0 

Rejected 0 

(3 Download Lead Status Funnel 

A Max Financial Services and• MS Joint Venture 

N1/21.

-11;V C M REC 

Office View 

Search by GO Code 

AASN1 

ABBN1 

AB B N2 

ABBN44 

ABKR1 

ABRD1 

ABRM1 

ADBR2 

ADHN1 

AGAN2 

AGAY1 

AGUW1 

AGUW3 

A 1 1D1 1 57 I Patic 

A Max Financial Services and•VIS Joint Venture 

Bucket View 

Showing 10446 leads of last 6 months 

77 Leads 

164 Leads 

179 Leads 

70 Leads 

134 Leads 

195 Leads 

72 Leads 

46 Leads 

1521 Leads 

42 Leads 

133 Leads 

411 Leads 

1025 Leads 

it 
Avg campaign leads-

approx. 3k every month 
50% reduction 

in TAT 
Web Recruitment 

Crossed 1K YTD Feb 
40% efficiency 

in Cost 
Avg new Leads every 
month- 40-45k Leads 

Max Life Insurance 11

40% efficiency 
in Cost

50% reduction 
in TAT 

Avg new Leads every 
month- 40-45k Leads

Avg campaign leads-
approx. 3k every month
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Industry first Digital ecosystem to drive agent Recruitment agenda at scale

New Age responsive web app for 
digital recruitment (incl. leads from 

social media) with seamless 
integration with MLI Core systems

Intuitive Dashboard for Funnel 
Tracking

100% Digital Journey powered by 
ecosystem integrations like CRIF etc.

AI/ML Enabled 
auto screening of 

profile

Inbuilt supervisory views for Real 
time governance

Digital 
Webinar

Web Recruitment 
Crossed 1K YTD Feb
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Profile 

Pros le Coabrantiong Languaat: 

Edit Logo 

SeFee! Go-branding Template 

0 

0 

ShekNar Chauhan C., 9937405454 
shekhar_ohedhan@bizught. cairn 

S Ithet Clhimulhan 

9987405454 
shektmr.ci-tauhanadbblv _ 

snickhar ChaLthmn 
t 9987405454 
CI shekharehauharighirbghterom 

IVA 

A.. st Shekhar Chauhan 
L C1987405454 

El shelthar.ohauhaa@b12ight. tom: 

Social Template 

curt Your Child's rulurc 

IDec..20 
&DWI Sigorini 

timid is Ira --e 

reeoa-ece-4 Lir* Ora 

P MI6 
!ins 
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fe 
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SclEurity Fiinpncriail Fivant
AAA° 

Tlie With Of atrialitpiaGeicblecite. 
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ok 

Witaksapp %liar 

Manion Businins 

Fu c3: ProFlae 

nsiggpm 
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muddy 
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• 
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rf_Hfrfold-i 

Pat 
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LEADERBOARD DASHBOARD 

Office All 

HANK 2 

La ks hrni 

Kanth Kr 

13278 

Guntur 1 

Agent 

Role All 

• 

RANK 1 
Radha Gaddipati 

13885 
GurrtAi r 1 

MSF 

Rijesh Prabhakaran 
10472 I '<annul- I ADIVis 

Prakashan A+ Kandambeth 
92150 I Karmur I Agency Associate 

Pushpa Kushwaha 
9153 I Jaipur 1 1 Agent 

RANK 3 

Kallcharan 

Naik 

10572 
Elhubariesm 

2 

Agent 

IIIIIIIII 
Digital Identity for 1K 

agents created 
safIK Trainings done 

every month 

• • 

s-25K Social Media 
posts per Month 

"70% Adoption 
among agents 

Max Life Insurance 12

Empowering seller through Digital Identity & Training

Max Life Insurance

Establishing brand’s trust and  credibility 
among customers through Digital Identity

Intuitive app through Gamified 
Learning

Share Content on Social Media in 
1 Click

Leader Dashboards enabling 
competitive ecosystem

~7K Trainings done 
every month

~70% Adoption 
among agents

Digital Identity for 1K 
agents created
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~25K Social Media 
posts per Month
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Hi Akshoy Gupta 41.1 1 
Go View; ADEI_6 • 

. 

Sales WIP & Leakage Productivity Collections GPA & 

Applied 

Applied Cases 

84 

Ad). IFYP on Lots! 

65.46 ,."99.54% 

Cm. Deircivth 

Paid 

WTG 1FYP Lcu:,,;. 

67_97 

Actual Growth 0 
tases 60 Cases Ns,' 42.86 

IWFYP 55.85 WF'YP 67.9, 
!(in Lacs) 

Adj. MFYP 1-.7182 32 
Adj. MFYP 49.04 
;:in Lacs) 

Product Mix Cross Se!! 

8_58% PAR 49.24% AFYP (In Lacs) 31.03 

34.04% Prolection 8.14% % 35.17% 

e 

• 

Name , 

1Iati In ainfinriAlni Cr licc-nrinla Partner-Anininria Kil l - inirlati -Siair,

TeamApplied 

Select a filter Write here Q 

•--ogeni 

Role 

C I I 

:+4414S. 

0, MAX 
Hi Akshay Gupta 
Go View AIDED 

Last Updated. 22-Mar-2021 

. 
• 
• 

41. 
ctivity Collections CPA & Promotion RnR Incentives 

Self View • 

Beh ind Me 

0 

1.35 

I 

i 

Best 
4.00 

Behind Me 

2.35 
My Score Best in Agency Target 

2_40 3.75 4.00 

Catch up! you are yet to achieve your target Hurry up 

I Your Ranks All Agency Regional 1 Zonal 4 

GPA Promotion 

Category Actual Standards Ach% 

Quality 
Rec rultrnent 

WTG FYP 

Weighted 
Score 

139 151 92.05% 0.25 

Irmo 1••• NE.M. •••• 

$1 

p 

I 

Ely 

a 

Business Numbers 

how can i help you with business KPI's. 

Current WIP as of 23-Mar-2021 20:36:26 PM 
for MLI is 23977 Policies with 187.33 Cr. Adj 
MFYP. 

HO WIP Adj MFYP: 50.17 Cr. 

GO WIP Adj MFYP: 111.33 Cr. 

IT WIP Adj MFYP: 11_94 Cr. 

FIN WIP Adj MFYP: 7.03 Cr. 

MISC WIP Adj MFYP: 5.41 Cr. 

WELCOME WIP Adj MFYP: 1.45 Cr. 

Wip 

.t represent real time state of system. For any communication to partners ON 

q3lz Upda€ (Applied Business) yPaid Business) Wip Achievement 

GPS (Penetration) Product Mi NOP (Protection) (Renewal) 

(Persistence q_eakag;\/

lAlt.EtP 'Lyni it tare hora a 

sd80% Adoption ^'5K queries answered Daily 

Max Life Insurance 13

Information availability on the GO

Real time detailed Business 
numbers(Target/Achievement)

Performance analytics using Smart 
visuals

YTD/MTD/FTD Business Numbers in 
Real time

Sales 
Performance & 

Analytics

Comprehensive 
Card Layout
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~80% Adoption ~5K queries answered Daily
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Offering term insurance 
@ 495 per month* 

elk 4 

Chat with Mill 

Hi, I'm Mili 

Your online assistant 

I will help you suggest the right 

term plan according to your need 

Let's get stalled 

0 <5

4MAX 
Help Centre 

Hello Mahesh, 
Here are your 3 policies 

Pokey number 

310204409 
ACTIVE 

Max Life Life Gain Premier 15 Yr 8 Pay 

Your premium is due 

I 49,999.gs (Ind. GST) 

Modal premium 

49,999.98 (excl. GST) 

nsured name 

Nargatiuna nal Rama 

Pay Now 

Due date 

31/03/2021 10 clays left 

Total cover 

'F4,23,212418 

View Policy Details 

Policy number 

233653765 
ACTIVE 

lAtinnle, I ;4-

MAX 
lilts .A

Sign in 

How can we help you? 

Q Describe your issue 

Most asked questions 

Policy summary 

Detailed summary of my policy 

Personal details 

Next renewal premium date and amount 

Payment option chosen currently 

Policy maturity date 

Total sum assured 

r 

p 

POWER 4 cr John Smith ., 

5 Insura 
iorem 

can 
do eu 

uchabare 

HEAD 141 

My PerforMance 

Policy arletC4S0 

0 

511-thcleys 

( 1 ) 

Alerts

D
D

O 174 
0 
.0 

Pally NAV 

0 

Renewals & Payments 

Agora 12rIefe9.0 

ormS 

a 
Agent Servicing 

Knowledge Center 

8 
8— 

Customer Lis 

ServiCO ReCluCgi$ 

as 
Persistency 

0 a 
PASA LIGthpint 

Track Application 

V?: Max Life Insurance 
• 
• 

26 FEBRUARY 2021 

II Messages to this chat and calls are now secured with 

end-to-end encryption. Max Life Insurance may use another 

company Lo stare, rwad and respond Lo your Messages• rind 

;,alb. Mr) for more; info. 

This; chat is with fhc offickil husincs.9 account Cr Mix I ife 

Insurance. Tap to barn more. 

Den MR_ ANKUR SINIGH, 
Your payment of Ps 24806.91 is successful 

for Policy No. 874563323. 
Transaction No_ for your reference is 
VHMP9782868799. 

Final receipt will be sent to your E-mail ID 
SI.ANKUR@HOTMAIL.COM and Mobile no 
7838971976 within 3 working days Iralic dale 
the premium is applied in the policy. 

Thank You, 

Max Life Insurance 

You're receiving messages from this business. 

0 

0 

REPORT 

BLOCK 

CONTINUE 

50L+ self-service transactions 3X increase in number of work types 
annually available digitally in 12 months 

82% adoption 

gb 
tet. 

100k+ transactions on 
conversational interfaces 

1.5L+ Cross-Sell leads generated 
through digital channels annually 

Max Life Insurance 14

Omni-channel Customer Servicing Experience

Chatbot- MILI Website- Self Servicing Website Help Center Servicing for Sellers WhatsApp

All servicing options available to 
sellers

Extensive personalized guide for 
all queries

Website allowing customers to 
self-serve

Chatbot for servicing Servicing options available on 
WhatsApp
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1.5L+ Cross-Sell leads generated 
through digital channels annually

3X increase in number of work types 
available digitally in 12 months

50L+ self-service transactions 
annually 

82% adoption

100k+ transactions on 
conversational interfaces
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#1ArrTheDifference 

Work from Office 

Apply Work from Home(CDVID-19) 
Regularization for today 

0 
Appreciate 
a Colleague 

Pay Slip 

OARS 

Regularize Glossary 
Attendancee 

Interview Feedback 

) 
Dr In Li la 

Ethics !Hotline 

My Learning 

Refer a 
Friend 

My Letters 

Medidaim 

Leave an 

31 

E y 

LnJ 
Home 

C 
meCube 

■ I 

10:42 AM 
* 

.1111 

strt 

@orkplace 

Important 

Workplace was live in 
Maxlife_Employees. 
20 Mar at 3:50 pm - 

Q OP 

CFI

Celebrating 16 years of partnership, the YES-MAX 
Team invites you to join a webinar with Rujuta 
Diwekar, India's leading nutritionist along with 
Sanjiv Roy and V. Viswanand discussing on 
holistic wellness and all-round fitness. 

V Viswanand Aalok Bhan Rahul Talwar Sachin 
Arora Udbhav Gupta Shivali Bhalla Sridhar 
Rammurthy Kriti Arora Subarna Nandy...
IV 

NW' 

GOING LIVE IN 
>11 is: 04 lic 

rill SE 

All-Round Fitness For 
cnover5aticip 

1  

23 
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YES IS. 

• 
n..., 

•11 ,110 
1.1.11.1trie 

ret ,  Like 

• 

7 Comments • 137 Viewer:

Comment Share 

Mark as Read 

5:59 

(-4 By 

• II 177-7P 4 -11

Hi Anuja 

I can help you with following options 

CEO 
Sorry we could not find an answer Please
check policy document on Dishale-Cube for 
more details. 

Working Hour Policy 

How can I help you with Working Hour 
Policy? Please select from following options 
or just type in... 

Lights-Out (Applicability) (Work Timings) (Late Working 

(Working Hour 

( -Company Asset Policy) Working Hour Policy 

Vrite your text here... 

4 

r--io:43 AM = 

Thanks 
Typically replies instantly 

• 
a 

Profile Mute 

Simply Rewarding 

More Actions 

Search in Conversation 

Notifications 

• I 

MCA 

• 
• csr activities 

Tree Plantation by Pehel 
Pehel team initiated tree plantation drive around max life office. There was 
immense response from employees. We planted... Read Mare 

Covid Vaccination Drive 

There was covid vaccination drive organised in office with the help of max 

healthcare partner. Employees were invited to take vaccination from office 
itself.. 7?.L-Lad 

Free Health Checkup 

Doctors visited at max life office to conduct free executive health checkup 
for employees. Drive was very successfull... 

Tree Plantation by Pehel 
Pehel team initiated tree plantation drive around max life office. There was 
immense response from employees. We planted. Read More 

Covid Vaccination Drive 
There was covid vaccination drive organised in office with the help of max 
healthcare partner. Employees were invited to take vaccination from office 
[self. • 

ad1L self-service transactions 
90% adoption 

Facebook Case Study on 
Engagement and Adoption 

ch 

~16K employee requests 
self-served through Bot 

0 
2.5K 

&recognitions/month 

Max Life Insurance 15

2.5K 
e-recognitions/month

Facebook Case Study on 
Engagement and Adoption

~1L self-service transactions 
90% adoption
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Leveraging Digital & AI to augment employee experience and productivity

~16K employee requests  
self-served through Bot

empApp Workplace Ely Kudos meCube

Kudos platform to appreciate/ 
recognize co workers 

Empowering EmployeesWorkplace for organizational 
engagement, surveys, polls, 

celebrate achievements

Employee App with self service 
modules for Leave management,  

Employee Letters

Mobile based search to 
access the MLI policies, SOP 

library



AI integration across Max Life 

AI smarts delivering intelligence to enhance customer experiences and risk selection

New Business  Purchase & Issuance  Servicing & Retention

AI Accelerator program for 

partnerships & Investment with new 
Age AI startups

Dedicated AI Team (AI works) 
with talent from top institutes 
(IIT/ISB)

Business First Integrated 
AI 

360 Risk assessment with Persistency, Fraud & 
Mortality risk prediction

Automated document verification & Financial analysis 
with OCR

Computer Vision based Auto verification
Customer insights and sentiment for sales 

effectiveness with Speech Analytics

Proactive Customer Engagement & Retention  
with DL  based recommendations

Renewal Income & Persistency Forecasting & 
Real time monitoring

Customized customer offers with propensity & 
Product recommendation 

Upfront policy issuance visibility with issuance 
probability & TAT

Upfront Query Resolution with unified intent 
prediction and response bot 

AI Foundations 

Vision AI 
Computer Vision 

& OCR  

Conversational AI 
NLP & BOTs  

Machine Learning 
& Deep Learning  

Speech AI
(ASR & STT)
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Getting Data Rich with partnerships with 

bureaus to better understand customer 
needs & fuel AI 

Data Lake & Cloud Strategy 
with AWS to enable advance AI use 
cases 

1 2 3 4

HUB

C-360

P-Track

16



We are aggressively modernising our core and data foundations leveraging cloud 
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Cloud Data & Analytics Platform 

• Data Lake Foundation & 
Customer 360 

• Data Catalogue 
• AI/ML based Intent Prediction 

& Cross-sell 

Google Cloud 

DR 100% for application 
migrated 

• • 

Cloud Foundation 
n'30% 01 

• Lift & Shift and 
Transform 

• All customer journey 
facing assets already on 
cloud 

Real-time 
Backup 

Legacy Modernization 

• Treasury, HR, Contact 
Center, Communications, 
AML 

Microsoft 
Azure 

Provisioning from 
8 weeks to 2-3 Days 

Max Life Insurance 17 Max Life Insurance 17

We are aggressively modernising our core and data foundations leveraging cloud

• Lift & Shift and 
Transform

• All customer journey 
facing assets already on 
cloud 

▪ Data Lake Foundation & 
Customer 360

▪ Data Catalogue
▪ AI/ML based Intent Prediction 

& Cross-sell

• Treasury, HR, Contact 
Center, Communications, 
AML 

Cloud Data & Analytics Platform Cloud Foundation
~30% Q1

Legacy Modernization

Real-time 
Backup

DR 100% for application 
migrated
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Provisioning from 
8 weeks to 2-3 Days
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We have built specific competence in New Age Technology skills  through dedicated CoEs

AI works team – AI, NLP, ML Data Engineering / Big Data Skills

Cloud Computing – Cloud architects, cloud ops Design Thinking

DevSecOps COP

Testing Automation COE

40% of the Digital & Tech team have specialized Niche skills
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We have built a Digital Culture  which promotes Agility & Innovation

Dedicated Digital Centre of Excellence to Drive innovation / Digitization @ Accelerated Pace

Co-Located Digital Teams (300 strong)

Engineering

Product Management

E-commerce Sales

Digital Marketing

E-commerce Fulfilment

Agile Work Process

Agile implementation 
Approach

Start-Up culture VS 
Traditional Large Org

Millennial Mindset – Modern 
work practices

Iterative – Analytics based 
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Build Digital Muscle through Innovation

USECASES SHORTLISTED FOR POC PARTNER POC OUTCOME

Speech Recognition

Smart Underwriting

Smart hiring / training of Agents / Sales force

Document Parsing

Health & Wellness

Personalized Videos for Customers

NVEST

PARTNERS

Success. Under scale-up phase for E-comm

Partial Success. 2nd Pilot underway

Group Policy Admin Portal

In-progress. Go-live in Q1-FY22.

Success. Under scale-up phase.

>150 Applications received for Innovation Labs



Our Vision of Being a Digital First Life Insurance Company

▪ Omni Channel Onboarding 
experience using Hybrid of 
Human and AI Driven model

▪ Exception based Human 
Underwriting

▪ Time to Issue in Minutes not Days

▪ Issuance Guarantee and Promised 
time to Issue

▪ Social Analytics, Behavior 
Econometrics rich UW models

Experience Centric Onboarding 
with Customer specific Risk 

Management

▪ More than 80% of customer 
service needs are Self Served 
whenever wherever

▪ Long term Relationship Platforms 
integrating well being, self service 
and Financial Planning

▪ Every Customer Transaction 
Journey has inbuilt S2R and S2S 
nudges

▪ Digital Real time NPS, Sentiment 
Maps

Intuitive On Demand,  Self 
Service shifts focus to Building 

relationships

▪ Move to 100% self serve on all HR 
Transactions

▪ Realtime Performance (Monthly) 
and employee sentiment 
measurement

▪ Anywhere, Anytime, Any Device 
and Secure

▪ DevSecOps for security first builds

▪ Creating a secure enterprise 
through strengthening Online 
threat monitoring, parameter 
Security & Cloud security

Digital Enterprise that inspires 
Millennial workforce and is 

secure & compliant

Cloud Centric, Efficient, Elastic Infrastructure

Pervasive Intelligence (AI /ML, Analytics embedded in all key processes)

Employer of Choice for Top Digital Talent Digital First Culture

▪ Ability to discover new prospect  
segments

▪ Providing a rich menu of Assisted 
or Unassisted Experience 
journeys for Conversion 

▪ Ability to Launch new Products in 
new channels rapidly in Days Not 
Weeks

Addressing demand  of new 
Customers as close to Place & 

Time of desire of being Insured

21
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Success measures of our vision (2-3 Years)
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Digital Talent 
(70% Team: Technical Skills)

On Demand Digital Infra on Cloud 
(70%)

Data Democratization & Analytics 
(Cloud Data & Analytics Platform)

Cyber security                           
(4 on Scale of 5)

Customer

Key Digital Initiatives

Distribution Employee
Selling

Servicing

Engagement

Session to quote
(New Age Common 

onboarding platform) 

15%
Page Load Time

(New Age Common 
onboarding platform) 

<3 Sec

Self Serve Adoption
(WhatsApp, Help centre)

90%
Self Serve Penetration

(Work flow automation, Help 
centre)

80%

Health & Wellness  
APPs Active 

3L
Insta Servicing

(Business process 
Automation, BOTS)

60%

Productivity Tools

Employee Lifecycle Management

Information Automated  

(BOTS, Self Service)

80%
Collaboration Tool Usage(HO)

(Reduced Email)

90%

Employee Self Service

(New Age HRIS, Employee 
Portal)

90%

Recruitment, Onboarding and Skilling

Prospecting & Selling

Underwriting

Fulfilment

Improvement in Agent / ADM 
Retention

Digital Agent On boarding & 
Recruitment 

10%
Digital Training Certification
New Age on the Go Learning 

Mgt systems

99%

Fully Automated Sales 
Governance

95%
Lead Conversion(Axis Bank)

End to End Lead Mgt

50%

Insta Issuance
(Dolphin, Surrogates, EBCC)

65%
Issuance TAT

(BOTS, Core system 
Modernization, Smarts)

10 Mn

Human less UW
(BOTS, AI)

85-90%


