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deposits, cards, and bancassurance products across India

ABOUT

e Indusind Bank, founded in 1994 and promoted by the HindujaGroup,isa
leading Indian private-sector bank serving around 41 million customers.
It offers retail, corporate and treasury banking services, including loans,

Challenges
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PROBLEM

The insurance experience remains fragmented,with
customers struggling to understand coverage,
manage policies across channels, track renewals,

and navigate complex claims. Limited engagement %., ¢
beyond purchase makes insurance feel like a one- D)
time transaction rather than an ongoing protection

service

-

o 7,233+ employees backed
by 3,040+ branches,
combining underwriting
strength with the
physical advisory reach
digital only insurers lack
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DISCOVERY & COMPARISON

e Recommend suitable insuranceproducts based on customer

profile and life stage, while enabling simple, transparent, jargon-
free comparison of coverage, premiums, and exclusions across

insurers

~
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Indusind

Bank

s

e Customers rely on
branch relationship
managers today; the
vision is a named
claims concierge tied
to their existing

\_ banking relationship.

SERVICE~ |

CLA

e Enable customers to file,

UNIFIED MANAGEMENT

o Allow customers to purchase, store,
and manage multiple insurance
policies across categories like health,
motor, and travel from one single
centralized mobile dashboard

s

\

®)

\e/

\

J

MS HANDLING r

e Provide Al-powered assistance

)

ALASSIST

Q
(7

RESPONSE

\

e Indusind Bank achieved strong revenue growth but

declining profitability, negative shareholder returns indicate

persistent earnings pressure and limited value creation

track, and manage insurance
claims digitally, offering real-
time status updates and
reducing paperwork, delays,
and documentation-related

that educates customers on policy
terms, answers insurance queries
instantly, and reduces dependency
on agents for routine support and
guidance
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W, . stress throughout processing W,
N | PROACTIVE ENGAGEMENT ~N
3 5 e Deliver personalized renewal remindersandproactive —
* o recommendations by analyzingcustomerbehavior,life changes, O Q O
Rating and coverage gaps to prevent policy lapses and improve m f_\
Y, \_ retention )

Capstone Project




Primary &SecondaryResearch-IndusindBank

v
h

'S

Primary Market Research Secondary Market Research —

Afterdoinga primaryresearchof the Insurancemarket, alongside g Research

considering the target demographic of Indusind Insurance. We observe:

5 Primary Research
70] e 1 . .
4 T G0 ety s India’s General  Projected Industry  India's Insurance  Global Insurance  Estimated Annual
L income igital-savviness segments, following IndusInd's .
=y actual l’ifecy(?let from awarenesgs to poéiclaim e%lgagement Insurance IndUStl”y CAGR for 2026 Penetration Penetration Insurance Fraud Losses
g ¢ Validate friction points, channel preferences, satisfaction gaps,
nn and data-sharing comfort to shape platform features ) The populatlon Share Of Mlllennlals IS . CAGR CompaI‘ISOIl Chart 4Cross
) 22.74% (2025)  cenzz-20yrs insurance sectors, based on secondary
f e e P market data collected

Post Claims Comparison
Motor

Young Digital- 16.9%
First Salaried
35%

Health (SAHI)
34.6%
Claims Purchase Self-Employed
Motor-Heavy . . d
22% Which is 2*
) LargeSt Overall Industry
Renewal Storage demographlc 17.3%
after GenZ
o ) o Family Planner Gen X (44 -59) " Millennials (29 - 44)
Channels o PFriction across the lifecycle & claims filing 28%
o Agents (30%) and bank branches /RMs (22%) still scores highest on friction (9.0,/10), followed  Young digital-first salaried users form the largest segment at . .
dgmina(te o;ir aggregator apps (45%) a(nd (;i)rect by 1;Ceinetf>al nz,cgll (8.1)dand comf)ariso':t (7.8), 35%,l follgwed by );lamily planner; ;; Tier(;Z cit.ies;/ at 2'8%, Pstelfl—h ) . .Seeklng Into customer Segments.. we Observed..
insurer apps (15(%))7 showing Indusind's RM c?n Tmmg C mms an renetfaa s as the two employe motor- eavy users at 0, and senior /retiree health- . . . .. .
relationship remains a key lever even as digital biggest pain points to solve first focused customers at 15% TheRuralGeographlc D.emographlcoflndmdualsremam gi’f‘z";l
channels grow largely underserved as in..... ., Health insurance (SAHI segment) leads projected growth at
e Health Insurance leads demand at 34%, o Claims and renewals are the two most painful " Only 22% of th | d\ 4 T hirds of the f h 21% CAGR, followed by Travel insurance at 18.9%, while
with Motor Insurance close behind at 27% lifecycle stages, so your MVP should prioritize claims e ~nly o OT The rura I:row * Iwo-thirds ot the tarmers Motor (10.25%) and the Overall industry (~10.5%) show more
- foggg;er thise t;()jo categlor;es repr;sent tracking and smart renewal alerts over discovery Be c?;/{gseao]lclfﬁ Insurance — remain uninsured: moderate, steady growth. This confirms Health and Travel as
over 60% of the addressabie base an features. ) ) ) . o Agricultural Insurance the highest-growth categories worth prioritizing in your
should be your primary product scope. » Agents and RMs remain trusted channels, suggesting e Financial Ll’reracy qu o duct d hile Mot . [ but sl ~
Home (11%) and Travel (9%) show moderate a hybrid "assisted digital" model rather than a pure e Product mismatch has become the 3" pro L_LC roa ‘mapz white Votorremains a targe but stower
interest, while a Unified /Multi-category self-serve app will convert better initially. o Outreach Barriers Largest Insurance Sector growing base business
experience already attracts 10% of » Banking data is the easiest data type to unlock for « Mis -selling of trust
respondents wanting a single consolidated personalization, making it the natural first input for a \ /N / e Bima Sugam: A govemment—backed, near-zero-
plgtform rath?T than a single-category app. recommendation engine before expanding to ) Government schemes like Pradhan Mantri Suraksha fee digital insurance marketplace, aiming to do
oot Insurance Niche categories — Pet (4%), Cyber (3%), health/telemetry data. Bi Yoi h h i d h h . .
and Rental (2%) — show low current o Young digital-first and Tier-2 family personas Ima Yojana show that tailored approaches reac f or insurance what UPI did f or payments.
Home Insurance ownership, positioning them as good together represent over 60% of the addressable base, underserved segments well# o Competitive Edge: Winners will out-trust and
"bonus ecosystem" add-ons rather than so early feature prioritization should center on these e e : : : i
- - out-serve, using rich banking, spending, and
core launch categories two segments. ) Test - Learn - Implement approacf:scould help in initial . , 9 : 9, sp 9,
devising of tailor made approaches.~ lifestyle data that public marketplaces lack
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Competitor Analysis - Indusind Bank

Competitor Analysis

We researchedthemarketforomaincompetitors as follows

pO] icy bazaar @ @ icici€Lombard @ gquﬁfﬂac_! | .'.';

HAR FAMILY HOGI INSURED —— GENERAL INSURANCE— SURAKSHA AUR BHAROSA DONO

IndusInd Insurance App’s USP - What does IndusInd can do that none of the Competitors have? Proof Point

o No unified banking + insurance view: No platform combines insurance policies with banking data in one dashboard » PolicyBazaar review data shows the pattern explicitly —"many users love the pre-purchase experience but run

o . . . . into trouble when it comes to post-purchase support... claims assistance pop up often". Even a Reddit user notes
o Weak post-purchase & claims trust: Support often weakens after purchase, especially during claims and escalations posy PP pop up oft

“relationship managers at banks often disappear after the sale is completed,” confirming this gap spans both

o No proactive relationship-backed advisthepidscoatiraison Hegkeais@¥iggidance across the insurance lifecycle aggregators and bank-linked insurers
followed by trust concerns .
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First-Timer Faisal

25, Software Engineer,
Bengaluru — Just took his
first bike/car loan

Careful Comparator Kavy

..’__-—'—'—-..“

~

33, Marketing Manager, e
Indusind Home-loan Customer,

(Fo) (88)

N ; Pune 2,

Secure basic, adequate cover without overpaying Get one honest view across her scattered policies

» Understand what's covered, in plain language » Confirm she's neither over- nor under-insured .
= Avoid feeling oversold on add-ons » Prevent silent renewal lapses .
* Learns from YouTube/Instagram creators, + Compares claim-settlement ratios before renewing .

Habits not insurer sites + Spends 30-60 min researching big decisions .
+ Skims documents, rarely reads fine print » Reads structured comparisons, not

« Follows friends’ choices over reviews insurer marketing

Trigger » Just took a vehicle/home loan requiring cover * Renewal notice arriving unexpectedly .
Polits * Heard a friend's uninsured accident/loss story » Life event — marriage, new home, new dependent .
» Dealer-bundled policy expiring, no clear next step » Realizes two policies overlap or a gap exists .
« Jargon feels intimidating and confusing » No single benchmark across fragmented policies .
Barriers * Premium feels like sunk cost, no visible return » Distrusts aggregator advice as commission-driven .
= Fears being oversold unnecessary add-ons » Limited time to reconcile multiple providers .
* Acts on one trusted recommendation, « Structured, comparison-driven before committing .

Decision skips comparison

Stvle B S e Lancdveithoroualness + Weighs claim-settlement ratio and reviews explicitly .
. Vi u 2
y : 9 : » Wants transparency over persuasion .
» Needs reassurance, not more information
*» One dashboard — consolidated, honest view E

* Radical simplicity in buying and understanding cover B merything she ape

* Trusted brand backing the product » Clear comparison across her existing policies, non-salesy ’

* Guided, jargon-free onboarding + Proactive nudges before renewal gaps

Winning
Lever

'Q‘ Key Insight: Each persona’s core need is trust — built through simplicity, transparency, and superior service.

Customer Pain

Opaque, jargon-heavy policiesmake coverage,exclusions,

personalization multiple policies
single view .

confusion clarity

calr-cp ro
s L l VILG

aCCcess

difficult to understand
poor

" .Iﬁolir.y terms il and benefits difficult forcustomers to understandclearly.
suwenes J argo n ] e newal e F'ra'lg.n'xented policies acr'os.s m1.11tiple pro.viders create poor
information C a I m S _I: or g otten ”I';;::s“a‘“ visibility, managerr}ent dlfflcultle.s, and missed renewals.
fra gm ente d songlety + Slow, documentation-heavy claims processes create
g ot gap siiass stressful, frustrating, and time-consuming customer
s trust = delay #7 m o
' wresponsive @ Agent-led distribution often lacks reliable post-purchase

too many

documents age nt
paperwork de pendency

over-reliance
on agents

coverage

or unavailable

tr??spafency documentation
manual

unclear exclusions
comparison  tracking ...
Blre communication

CPro a-blepm sStattoemnente PMarrkoet , Reesecarcth

support, long-term engagement, trust, and accountability.
Digital-only insurance experiences exclude customers who
need accessible human assistance, reassurance, and
personalized guidance.

User Persona Product Vision Problem Statement

Competitor Analysis

Problem Statement

User Persona & Customer Pain Points - Indusind Bank
User Personas&Segmentation

The White Space

e Leapfrog legacy competitors by
building a modern digital
insurance experience from
scratch.

e Avoid the price war and
differentiate through proactive
service and faster claims.

e Leverage banking data to deliver
personalized, life-event-triggered
insurance recommendations.

e Combine bank distribution and
owned underwriting to create a
powerful full-stack advantage.

e Use Bima Sugam for basic
infrastructure while owning
engagement, services, and claims
experience.

Premium Optimizer Raghav

41, Business Owner,

Indusind Priority-Banking Customer,
Mumbai

Maintain best-in-class claims experience
Consolidate visibility without losing broker-level service
Find a reason worth the switching effort

Delegates research entirely to his broker/RM
Benchmarks new apps against top fintech he uses

Switches away fast at the first sign of friction

Slow or bad claims experience
Sees a competitor's visibly better digital product
Broker unresponsive at a critical moment

Feels fully covered already — low urgency
Switching cost must clearly beat broker comfort
Skeptical an app matches personal-broker service

Currently fully delegated to a human advisor
Evaluates but won't self-research from scratch
Needs proof points, not marketing claims

Demonstrably faster, better claims handling than his broker
Ecosystem perks — concierge-level service
Evidence-based superiority, not promotional messaging

Points

Arjun Mehta — 34, small business
owner, motor + travel policyholder

€ agent who sold me
my bike insurance
disappeared the day 1
actually needed to filea
claim."”

Suresh Iyer — 61, retiree,
low digital confidence

"My car insurance claim
took three weeks &
eleven documents, I )
almost just paid in cash’

Priya Nair — 38, working
mother, manages the whole
family's coverage

Ananya Sharma — 28, marketing
professional, first-time health
insurance buyer

Rohit Verma — 24,
gig-economy delivery rider

Problem Statement Problem Statement Problem Statement Problem Statement
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. e ProductVision&Prioritization Logic - Indusind Bank
' Product Vision & USP

4 i . N ) Why this vision is
Pro uct VlSlOIl WHAT IT MEANS WHYCOMPETITORS CAN'T MATCH IT d .
S efensible ?
(<3 To ma ke pTO te Cti on notsearched-for Offers pre-filled insurance at key life moments like car loans, home  Aggregators lack access to customers’ banking activity and only engage Banking dat bl N
hi d d loans, or travel bookings after insurance intent appears * banking data enables proactive
sometning Inausin insurance recommendations
customers fe e l ev em} One view, Brings policies across insurers into one dashboard with a simple Digital insurers primarily manage their own policies and lack the banking
h i everypolicy  nrotection score data needed for a unified view o Owns both banking
monthn not somet lng Claims that Uses photo-first Al triage, live tracking, and faster provisional A seamless claims experience can directly differentiate Indusind where distribution and insurance
th €) buy once cmd f orge r don'tfeellike  settlement for small claims traditional claims journeys remain cumbersome underwriting
by turning the bank's e
. . . ; ioital i i -assi ioital- i i ’s existi o Existing relationships create
existin g kn OWZ e d g e o f Ahuman s;xll Combines digital ]ourfleys with RM-assisted support for customers D1g1t'a1 on.ly competitors cannot replicate IndusInd’s existing branch and g p
their 1 f nt (i ans"lvlemt ¢ who prefer human guidance relationship-manager network stronger customer trust
€lr lyje 1nio proactive, phone
tran sparen L, effortl ess Tr:: ;I:Ztvs .Exttenccils tfhbe c.lfjjcomer’s existingbankingrelationshipintoinsurance Aigielga;or?azd steindalone insur.ei.s must :stablish1 t1:15t s;Parately, « Competes on data, trust, not
covemge o9 ) instead of building a new one whileIndusInd canleverage an existing customer relationship price

Prioritization ( RICE ) —

To eliminate "gut feeling" from our roadmap, we applied the RICE Framework (Reach,Impact,Confidence,Effort)to objectively evaluate the proposed digital insurance features. This
quantitative approach stack-ranks product improvements by comparingtheir measurablevaluetothepolicyholder against the required engineering cost

Feature Ideatified R (Reach) E (Effort) o IndusInd doesn't need to win
the marketplace war Bima
Sugam and Policybazaar are
already fighting. It needs to
turn the trust and data it
already has — as both
distributor and underwriter —
into a protection layer
customers feel every month,
not just at renewal

- .
¥ (Impact) r {(Confidence) RICE SCORE
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» Capture recent life events
such as a new vehicle loan,
home purchase, or
upcoming travel during
onboarding or profile
updates.

» Use these life events to
automatically generate
relevant, personalized and
pre-filled insurance
recommendations directly
on the customer’s
dashboard.

» Allow customers to
instantly view their pre-
filled quote and proceed

directly to purchase,

CPro a~b1epm sStattoemnente PMarrkoet ] Reesecarcth

Competitor Analysis

» Guide users to initiate a

Policy Health Check from the

Home or Policies tab to
continuously assess their
existing insurance coverage.
Display a gamified

» Protection Score that
summarizes overall
protection and clearly
identifies important
coverage gaps such as
missing motor or health
insurance.

» Enable users toruna
detailed health check and
explore personalized
recommendations across

User Persona Product Vision Problem Statement

Key User Flow

Key User Flows - Indusind Bank

» Access all insurance
policies from one
centralized Policies tab,
eliminating fragmented
policy documents and
simplifying overall policy
management.

» Track policy status through
clear Active and Renewal
alerts while viewing key
details such as sum
insured, premium and
claim settlement ratio.

» Enable instant actions
including policy download,
claim filing and one-click
renewal, reducing renewal

Problem Statement Problem Statement Problem Statement

» Access omnichannel
support through Protect Al
for instant queries or
connect directly with a
Relationship Manager for
personalized human
assistance.

» Track claims in real time
through clear status
updates such as Under
Review or Settled, ensuring
transparency throughout
the entire claims journey.

» Initiate a new claim
directly through the Claims
tab using a simplified FNOL
workflow, reducing

Problem Statement Problem Statement Problem Statement



. oy WireFrames & Prototype - Indusind Bank

» Using Vibe Coding through Lovable, I have attempted toconceptualizeand
develop the following application for Indusind Bank, translating the key

insights and recommendations from this Capstone Project into a tangible
digital experience

©

Indusind Protect

All your insurance, one trusted place.
Proactive. Transparent. Human.

Get Started

| already have an account

CPro ablepm SStattoemnente PMarrkoet ] Reesecarcth

Competitor Analysis

Step1of4 Skip

How familiar are you with

insurance?
No wrong answer — we'll tailor everything to
youl.

e .
I - 1:
New to this \w
A 4

| know the basics

Very experienced

User Persona Product Vision Problem Statement

Wire Frames & Prototype

o Theprototypedemonstrates how these recommendations could move
beyond strategy and be implemented as actionable product features,
providing a potential roadmap for IndusInd Bank to reimagine the
customer insurance journey and build a more proactive ecosystem.

Step 2 of 4 Skip Step 3of 4 Skip

L

How many policies do you How do you prefer help?
currently have?

Just the app is fine
0 -1 policy

Compare, then decide myself

2 - 3 policies

Talk to a real person

4 or more

Problem Statement Problem Statement Problem Statement Problem Statement Problem Statement Problem Statement
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- Wire Frames & Prototype

» Using Vibe Coding through Lovable, I have attempted toconceptualizeand
develop the following application for Indusind Bank, translating the key

insights and recommendations from this Capstone Project into a tangible
digital experience

Hi, ROhan careful comparator @3 Discover

Anjali T Q. Search plans, insurers...

Rao since 2¢
Your Relationship Qs =
o Health Motor Travel Home

Manager - responds
Recommended for you

under 2 hours

Qs POLICY HEALTH CHECK

Thg Motor 96.8% CSR Health
2 potential issues found

Coverage Gap: No Motor Insurance DriveSure COmprEhenSIUe Optlm'
ICICI Lombard HDFC ER
Run full check -
Because you have an active Car Loan Matches )
benefit
2899/mo
€1,45(
Your Protection Score
Fix 2 coverage issues to raise
your score.
All plans (10)
Motor 96.8% CSR
B File a Claim 4 Renew Now + GetaQ . .
DriveSure Comprehensive
- ICICI Lombard
Your Policies View all -

STARTS AT
\45 Active \{5
Home Discover Policies Claims Assistant Home Discover Policies Claims Assistant

CPro a-blepm SStattoemnente PMarrkoet l Reesecarcth

WireFrames & Prototype - Indusind Bank

o Theprototypedemonstrates how these recommendations could move
beyond strategy and be implemented as actionable product features,
providing a potential roadmap for IndusInd Bank to reimagine the
customer insurance journey and build a more proactive ecosystem.

My Policies % Claims +

Under Review

Qs Policy Health Check
We scan your policies + banking activity

Hospitalization — Dengue
for gaps and overlaps.

Family Health Shield - HDFC ERGO

- Filed 19/7/ ; ~
Run Policy Health Check L e 50,000
Settled Provisional
o Health Motor Travel Home
Water damage from burst pipe
Home Secure - ICICI Lombard
Health Active Filed 23/6/2026 ~Z10,000
s - S
Family Health Shield
HDFC ERGO - HE-9821-4472
+ File New Claim
Health Renewing in 5d External
S
TopUp Care 5L
Star Health - ST-2211-8890
Travel Active
A

Global Explorer
TATA AIG - TA-4488-2214

N () 0, © B O

Assistant Home Discover Policies Claims

@ © © B

Home Discover Policies Claims Assistant

Competitor Analysis

User Persona Product Vision Problem Statement

Problem Statement

Problem Statement Problem Statement Problem Statement Problem Statement

Problem Statement



. oy WireFrames & Prototype - Indusind Bank
' - Wire Frames & Prototype .

Assistant Assistant

<= Al Assistant & Talk to your RM < Al Assistant & Talk to your RM

Hi Rohan! I'm Protect Al. Ask me
anything about your policies,
coverage, or claims.

Anjali Rao

Relationship Manager - Customer since
2020

Avg. response under 2 hours

Explain a term Check my coverage Prefer talking to a person? Anjali knows your
policies and can help directly — no bots, no queues,
Ko da il st no repeated authentication.

: _ Q, Call Now [ cCallback
Ask about jargon, coverage, or claims...

RECENT CONTEXT

e You've been an Indusind customer since 2020.
« Anjali handled your last renewal in 3 days.

» Your current Protection Score is 72.

@ © © & @ @ © © & 0O

Home Discover Policies Claims Assistant Home Discover Policies Claims Assistant

CPro ablepm sStattoemnente PMarrkoet l Reesecarcth
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. ¥ GoTo Market Strategy - Indusind Bank

' Go To Market Strategy

» As we move to the Stages of product introduction.. we will follow theAdoptionLifeCycle....
to cover the whole customer base...

INTAAYNZA T O DO

N 2
LIININUVATURDS

o .. ~—EARLY ADOPTORS . . . .
‘ o Risk-takers who are i{ ¢ Influential users who adopt ! I nnovation Ad 0 p tion C urve
i the first to try new ii  early and help validate and |

technologies or ideas.{i  promote the innovation. Early Early Late

b P! & . -

- AN jori Majorit
_~EARLY MAJORITY.. . LATE MAJORITY . . Adopters Majority jority
{ « Practical users who | { o Skeptical users who adopt |

i adopt after seeing only after the innovation

proven benefits and becomes widely accepted

\_ social acceptance. /i and affordable. ) &2 ; (‘?.9
P N P ® Q‘Q
~LAGGARDS .. < S 0 %
i o Traditional users who ! ’ The Adoption of Internet & o
P resist change and i1 Technology and Smartphones | 3
adopt only when the i followed The adoption life |
i Source: ! 2.504 13.5% 34% 34% 16%

innovation becomes |} cycle.
unavoidable. '

““. ey ‘1‘-

https://whatfix.com/blog/te |
chnology-adoption-curve/. ).5

Rate of growth over time

Wedge (M0-6)
/—‘ Launch with motor insurance to
prove fast claims, add PA/health
top-ups, build a transparent claims
dashboard, and track progress &
persistency from day one

Pre-launch (M-3 to 0)
Secure broker/MGAregistration

and carrier partnerships, build
instant quotes, e-KYC, EMI
payments, policy wallet and live
claims tracking, while preparing
for Bima Sugam integration

Scale (M24+) Roadmap J'

Leverage Bima

Vistaar/Vahaak for rural
reach, explore captive

Broaden (M6-14)
~— Launch term life + family health,
enable vernacular/WhatsApp
journeys and EMI premiums,
expand into SME group health,
and build in-house health
underwriting capabilities

reinsurance at scale,
and pursue
international expansion

only after domestic
profitability.

Deepen (M14-24)

Scale the insurer/MGA model, expand hybrid distribution,
introduce usage-based pricing and health rewards, and
automate life-stage-driven cross-selling

» The 5 stages of the Innovation life Cycle will follow a timeline of 1.5 years and target the consumer base as follows....

................................................................................. -

.....................................................

INNOVATORS EARLY ADOPTORS

e Target urban, digital-first
professionals (25-40)
already insured but
dissatisfied with existing
dig i tal /claims
experiences. )
Launch with motor
insurance, emphasizing
instant purchase,

transparent coverage and
faster Al-enabled claims.

o young families and SME
owners looking for
convenient and reliable
protection. Add health
and term-life products

supported by real claim
stories, instant quotes
and personalized
recommendations.

0 - 9 Months

CPro abler SStattoemnente PMarrkoet ) Reesecarcth
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EARLY MAJORITY

e Scale towards Tier 2/3
customers, young families
and first-time insurance
buyers through simple,
vernacular-first
experiences. Introduce
bundled protection,
WhatsApp servicing and
affordable premiums
supported by banking
relationships and agents.

Initiation Stage Launch, validate, build trust, expand products 9 - 20 Months Expansion Stage

Problem Statement Problem Statement

LATE MAJORITY L AGGARDS

e Target risk-averse
families, semi-urban
customers and senior
citizens who require
greater reassurance and
human assistance.
Combine digital journeys
with RMs, branches,
assisted onboarding,
claim transparency and
renewal support.

e Reach rural and highly
risk-averse customers
who continue to prefer
face-to-face insurance
interactions. Leverage
agents, bank branches and
Bima Vahak infrastructure
while offering simple and
essential protection
products.

Scale markets, strengthen distribution, drive mass adoption

Problem Statement Strategic Metrics Problem Statement

—



. @'ﬁ Strategic Growth Metrics - Indusind Bank

Strategic Growth Metrics

After vigorous research and in-depth analysis,wecansay - Toscale sustainably,Indusind must carefully balance growth with
its core values — navigating key trade-offs while tracking metrics that drive long-term success. Presenting the details...

PERSONALIZATION VS. SCALABILITY
Scale: Automatethefirst 30%of thejourney (awareness, lead

qualification) through chatbots, pre-recorded videos) to handle CUSTOMER ACQUISITION COST (CAC)
oo FAQs & pre-qualification. Ave CAC for |
) [ Trust: Humans to retain trust for the final mile — helping choose ins%rance in Conversion rate/
. Customers acquired
plans. India
Leads Total
generated CAC:

CONVERSION SPEED VS. TRUST-FIRST PROCESS
¥25,000 x 100
Continue “no-pressure” consultations. =25,00,000

\

1| Educate with urgency — “lock low premiums early,”
not “buy now! B CUSTOMER LIFETIME VALUE (LTV)
FREE ADVISORY VS. PAID UPSELL /Tym /N TV por— /N
. LTV:CAC ratio customer: Total LTV for |
target in 3x3¥25,000 100 customers:
M&h Keep basic education/advice free — stays true to sUrance (To be targeted) 100 x ¥75,000
brand. . - J N ) L )

Introduce optional paid add-ons (F49-¥99) for in- — _ X75,00,000

depth planning.

CPro a~b1epm sStattoemnente PMarrkoet ] Reesecarcth
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IndusInd Bank Specific
e indusind.bank.in — Official IndusInd Bank corporate site
and investor presentations
e Screener.in / economictimes.indiatimes.com — IndusInd
Bank financials and stock performance
Global Benchmarks
o getbenchmark.substack.com — ZhongAn Al claims
automation case study
e isg-one.com — Ping An ecosystem platform analysis
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