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Indian insurance companies
have started tolog on to What-
sApp as a convenient and
quick means of reaching out
to customers. This makes it
easy for customers to access
policy details, update infor-
mation and going ahead,
may allow lodging claims.

Some companies that
have launched services via
WhatApp are Aditya Birla
Sun Life Insurance, ICICI
Prudential Life and Liberty
General Insurance. The rea-
son behind insurance com-
panies choosing to service
customers through this plat-
form is understandable, giv-
en that there are 200 million
active WhatsApp users in
India, today.

How insurers are using
WhatApp

Getting insurance policy in-
formation via WhatsApp is
convenient as customers
don’t have to exit or toggle
between various other apps
or any browser. WhatsApp
allows insurance companies
to be available to their users
(customers) anytime, any-
where. This, in turn, offers
insurance companies an op-
timal platform for servicing
their customers.

For instance, Liberty Gen-
eral Insurance is currently
offering two-wheeler policy
renewal service to via What-
sApp. In the near future, the
company will launch options
for their policyholders to
send accident claim vehicle
photos or videos via What-
sApp and also to check the
claim status on WhatsApp.
“This will make the claim
process hassle free and fast,”
says Roopam Asthana, CEO
and whole time director, Lib-
erty General Insurance.

For Aditya Birla Sun Life
Insurance (ABSLI), basic pa-
perwork can be processed
via WhatsApp. ABSLI’s cus-
tomers can use the What-
sApp chat to get their policy
and due details, fund value
and tax certificates. Custom-
ers can also update their pro-
file and get assistance on key
policy-related processes like
name change, nominee
change, payment mode
change and to receive claims
and revival information, via
WhatsApp.

ICICI Prudential Life In-
surance also allows custom-
ers to access details of their

Forget the agent, soon claim
insurance via WhatsApp

You can be in touch with your insurer anytime, anywhere, as companies
allow customers to access, update policy information using social media

HOW IT
WORKS

If a customer wants
to know the fund
value of his policy

STEP 1

He would save the
company’s WhatsApp
number and type

the request: “I want

to know my fund
value”. WhatsApp
will then ask for the
customer’s policy
number.

STEP2

[ Once the customer
gives the policy num-
ber, an OTP will be
sent to the customer
on his registered
mobile number

STEP3

The customer enters
the OTP and gets
authenticated. This is
done to ensure that
the right information
is available to the
right person

STEPA

WhatsApp then dis-
plays the current fund
value of the customer
and also gives an
option to ask other
queries, if any

life  insurance policies
through WhatApp. Custom-
ers consenting to receive
messages on WhatsApp will
receive policy certificates,
premium receipts and also
links to download tax certifi-
cates, which will facilitate
the filing of IT returns, said
Puneet Nanda, deputy man-
aging director, ICICI Pruden-
tial Life Insurance.

What more can be done
While WhatsApp as a means
of customer service certain-
ly has potential, for the mo-
ment it is limited, both in
terms of the number of com-
panies offering the service,
as well as services being of-
fered. Also, a lot of backend
technology and research has
to be put in place before the
service really takes off.

For Liberty General, any
questions beyond policy re-
newal, claim photos or vide-
os and claim status are not
managed via Whatsapp. “In
such cases, we ask customers
to contact our helpline num-
ber,” says Asthana. This is
the traditional way of cus-
tomer servicing.

ABSLI is working on add-
ing more features via What-
sApp, such as downloading
policy-related documents,
upload documents for Know
Your Customer (KYC) or in-
come verification, at the
time of policy application,
and so on.

Safety and
confidentially

Then there is the question of
whether customer’s details
are safe when shared via
WhatsApp. “There isno data
sharing done and thus confi-
dentiality of information
transmitted via WhatsApp is
totally secure,” says Astha-
na. Customer’s data resides
with the insurance company
and chats are encrypted by
WhatsApp.

“We have direct integra-
tion with WhatsApp,” ex-
plains Nanda. This eliminates
the involvement of any third
party in sending out commu-
nication to customers. All
communication to customers
is from a WhatsApp verified
business account. Again, chat
messages are encrypted
which ensures the safety of
customer information.

WhatsApp versus other
methods

Today customers want quick
information. This is where

WhatsApp scores as a means
of communication. It is
quick, with the response
time ranging from a few sec-
onds to a maximum of five
minutes.

“The WhatsApp channel
is very fast, extremely easy
to use, very handy for the
customer. The platform will
be a significant contributor
in the increase in the self-
service ratio,” says Pankaj
Razdan, MD & CEO - Aditya
Birla Sun Life Insurance.

For example, a customer
interacting with the insur-
ance company via its call
centre may switch to commu-
nicating by emails. “Over a
period of time this customer
may want to use the What-
sApp platform for accessing
information on his/her poli-
cy,” says Nanda.

“Remember, the What-
sApp platform is active for 24
hours, and thus customers
can connect with the com-
pany as per their conveni-
ence,” says Asthana.



