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$8.01 per contact is the approximate cost of live agent interactions in contact centers, significantly higher than the $0.10 cost for self-
service channels
* 71% of consumers expect companies to deliver personalized interactions, and 76% get frustrated when this doesn't happen
* 64% of consumers would consider switching insurers for a better digital experience

Problem * 60% of insurance customers switch channels during the pre-purchase phase, leading to disjointed experiences. Customers face
Statement fragmented journeys and lack of emotional connection, leading to a trust gap in digital insurance experiences.

This framework brings together leading platforms (Soul Machines, Google Cloud Customer Experience Services (CES),
Salesforce, and ServiceNow) to create a seamless and unified insurance experience for customers. Key capabilities include,

g Omnichannel Integration Conversational Insights Al-powered policy recommendations
Solution
Developed Smart self-service 24/7 Unified Experience Multi-lingual support

* Soul Machines » ServiceNow
* Google Cloud Customer Engagement Solution * Gen-Al LLM Model :

Used

Executlve 14% increase in up-sell & cross-sell
15% reduction in call handle time
Summary

X-Factor
(Business
Benefits)

35-40% increase in call containment
92% more effective than chatbot equivalent
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Leaping towards Era of Digital Concierge

4 N/ A

| 83% 78%
Modern experiences are powered by

integrated enterprise experience platforms of leaders believe Al enables 24/7 of contact center leaders believe Al will
omnichannel support transform centers into proactive, predictive, and

personalized hubs of engagement.

4 N p
80 Bn 61%

of customer service costs will be cut by contact centers report an increase in complex,
Conversational Al by 2026 emotionally driven customer conversations—
especially in claims and dispute resolution

62%

of customers perceive channel transitions as “high effort,” impacting satisfaction. Emphasizes the need
for seamless omnichannel experiences. This friction erodes trust and loyalty, underscoring the need for
unified, emotionally intelligent engagement
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Experience-Led Orchestration

By engaging with empathy and harnessing the power of
conversational insights, data, and Al, this framework
proactively identifies customer needs and deliver timely,
personalized solutions—minimizing friction and building
lasting loyalty. Engineered empathy ensures every
interaction is emotionally aware, bias-free, and contextually
relevant

Experience First Orchestration

JN SoulMachines Google Cloud

servicenow.
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Tech- driven Interactions — Reshaping the Insurance Experiences

User interacts

visually and

verbally:
----- INTERACTION ----$
4----  RESPONSE  -=—--
User

Autonomous Animation
- Digital Person responds
naturally and
empathetically based on
user’s emotional
sentiment

Trust and Loyalty -
Enables emotionally
intelligent responses that
build trust and rapport
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EQ - Digital Person
recognizes user’s
emotional sentiment

Digital Avatar

STT - User’s speech is

transcribed into text

TTS - Text response is

converted into Digital

Person’s synthetic voice

.

i:2 Vertex Al «

7 N
Gemini

Google Cloud
Customer
Engagement Suite

Al Agents

Insurance
Advisor

Policy Renewal
Specialist

Insurance
Advisor

Employee
Onboarding

CX Specialist

Data integration

The conversation can connect
to data - i.e. customer info,

policy details, renewal info

salesforce

Agentforce — Sales,
Marketing , CX

Customer 360 — Sales,
Marketing, Partner
Apps

Data Cloud

servicenow

Automation
workflows

Al Agents & Studio,
Models

Workflows —
Automation,
Analytics, Agentic
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Experience Orchestration
Framework

Ava

Virtual Insurance Speciailist

Lia

Virtual Insurance Speciailist

=\ Hyper Realistic

@ Autonomously Animated

@ Emotionally Responsive
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Emphasizing on Experience - First
Leverages Al and Automation to dynamically unify data and insights across every
customer touchpoint, integrating major platforms to deliver a seamless,

empathetic, and holistic experience—proactively eliminating friction and enhancing
every step of the journey.

What it enables...
Personalized & Proactive Engagement

Seamless, empathetic, and unified customer experience
Hyper-personalized experiences

Greater cross-sell and up-sell opportunities

Reduced customer wait times

Anywhere, Anytime access to information

€ cognizant



Seamless Renewal & Trusted Coverage: Auto Insurance Renewal

Jane
Premium Customer

Has 2 policies — Motor & Health
Renews insurance policies on time
Receives notification for renewal

Ava
Intelligent Virtual Assistant

Ava intuitively recognizes needs
and offers timely prompts, creating
delightful surprises that leave a
lasting impression

Key Capabilities

Omnichannel Experience
Unified and seamless customer
journey. Deliver connected and
transparent claims journey. Multi-
modal, aggregate data from across
channel interactions are gathered
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Proactive reach out Policy renewal Telematics program Addition of 2" driver

Customer engagement John intends to renew Additionally, he

Enrolls to smart device

initiated for motor
vehicle policy renewal

his policy with the same
coverage options.

options proposed by
Avatar

wants to add his son
Alex as 2nd driver

Intent Capture API integrations Proactive upsell

Ava captures John’s
intent through NLU and
proposes options

Hyper-Personalized

Experience

Deliver interactive and personalized
experiences with empathy and
compassion. Al to analyze customer
profiles, claims history, and behavioral
patterns to predict the customer needs

Based on the earlier
purchases, recommends
recent Telematics
program Salesforce &

ServiceNow

Smart- Self Service

Combining structured conversational
flows with generative Al to deliver a

consistent, intelligent, and engaging

user experience in insurance

Seamless and unified
experience leveraging
API| connections with

Proposes customized
quote and recommends
renters insurance as
bundle offering

Al based Recommendations
Ava based on John’s customer journey
proposes relevant product offers. Using
Al, contact centers can anticipate
customer needs, such as renewing
policies or offering proactive discounts,
ensuring higher conversion rates
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Empathetic Support & Seamless Claims : Long Term Disability

Jane

Premium Customer

Associated with leading corporate
and covered under group insurance
policy. Currently he is unable to work
due to injury and checking on long term

Jane reaches out to
check on LTD coverage

disability coverage

Lia

Intelligent Virtual Assistant

the coverage

Key Capabilities

Unified Experience

Unified platform (Google Cloud) with
integrated connectors to dozens of
essential services. Integrates smoothly
with Insurance platforms like Salesforce
& ServiceNow for profile update and
creating a new tickets for device
requests
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Lia understands the emotion of Mike
and empathetically responds to him on

Uploads relevant
documents to validate

Fills the claims form and

submits the document alerts and
the coverage plan with Lia

LTD Coverage Medical Document Upload Notification setup

Enables Mail / SMS

notifications on
updates of claims

Claim Filling Profile Update API integrations Empathetic Recommendations

Empathetically
understands customer
need and assists filling
claims form

Empathetic Response

Deliver interactive and personalized
experiences with empathy and
compassion. Empathy is engineered
through Al that understands and adapts
to customer emotions in real time

Collects info on Medical

Updates Salesforce

Supplemental income

documents, employer profile and creates protection
info and creates case file ServiceNow tickets for recommendations
and processes claims HR review

Al Powered Orchestration
Combining structured conversational
flows with generative Al to deliver a
consistent, personalized, and
emotionally resonant insurance
experiences across the customer
journey

Workflow Automation
Leverage Al to seamlessly unify
enterprise data, streamlining
operations, driving smarter, customer
support across insurance ecosystem

€ cognizant



typical benefits
Driving Results through Integrated Ecosystem

Integrating Al and automation through platforms— empowering insurers to deliver smarter, more human-centric customer experiences

Large Insurance Client F500 Financial Services Client Large Food & Drug Retailer
Soul Machines Soul Machines Google CES
) V) o
14% 80% 40%
Increase in up-sell opportunities Call deflection Increase in Self- Service Containment
Large Insurance Client US Media Client Insurance Client — Digitizing Claims
Google CES Salesforce Salesforce
) V)
87% 20% ~50 M
Intent Recognition Improvement in Agent productivity Customers served in 40+ countries
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Experience-First Orchestration MVP

POD Architecture and timelines

The team is made of different roles, and skill sets that work together to provide oversight and overall management of the product delivery.

Tech Lead

Scrum Master | Sr. Developers

N e

e N

Sr. Business Analyst

Product Owner (Client)

Sr. Quality Analyst
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We adopt a product-centric mindset towards delivering outcomes through our well-

integrated, self-reliant, agile pods.

/ requirements \ / requirements \ / requirements \

review design review design review design
( agile ) ( agile ) ( agile )
develop deploy develop

develop deploy

oL L L/

/ requirements \

review design
( agile )
deploy develop

d

test

projected timeline

[
Sprint 2 Sprint 3

Sprint 1
Week1 Week2 Week3 Week4 Week5 Week6 Week7 Week8 Week9

Sprint 4
Week 10 Week 11 Week 12
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Comprehensive Implementation Approach

Intent Capture API integrations Proactive upsell

Understand current landscape Foundational capabilities: Product Delivery:
* Perioritize initiatives * Build Virtual Agents * Virtual Agent - Basic &
* Use case definition and * Integration with Google Cloud personalized/ sophisticated

Generative Knowledge Assist

prioritization CES, Salesforce & ServiceNow 35-45% call containment

* Plan for MVP & Pilot * Call Summarization - 15% avg

reduction in call handle time

deploy Al across journey

Chat (apps, website) Voice (IVR) Omni-channel ServiceNow
Integration

11 © 2025-2027 Cognizant | Private

Agent Coaching with Next Best
Action enables 50% reduction in
training time

Quality Al insights to improve
Agent effectiveness

Improve virtual agents using
production data - to improve
containment and journey

Salesforce
Integration
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Thank you
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CASE STUDY

Digitizing the claims management blueprint

The initial ask

Client is the industry-leading investing, insurance, and retirement security organization with the next generation of financial
solutions. The client was looking to transform their on premise redundant & distributed claim processes across the value
chain for all lines of business and also wanted to ensure that business processes, functionalities, and claimant
communications meet local regulatory standards. Besides that, they wanted to introduce in their business space multi-

channel claim intake using a portal, claims center, paper based & email, fax, mail channels.

The Cognizant difference

Cognizant designed a beneficiary centric claim management application (one stop shop) for all policies across LOBs.
Identified redundant & non-value-added processes, optimized them, and made them scalable. Connected the dots against
the heterogeneous product landscape. 360-degree view of a single customer using golden contacts to link different

accounts. Automated the entire life cycle, thereby reducing the turnaround time.

Driving results

The client revolutionized its claim operations following the successful automation and digitization of all end-to-end claims
management (CM) procedures across the organization for both individual and group insurance product lines by utilizing

Al/ML capabilities. The new FSC and Claim Vantage platforms significantly improved the experience for claim handlers and

customers.

10% 30% ~50M
reduction in claims Reduction of manual effort through Customers served in
close out time automated claim processing 40+ countries
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CASE STUDY

Omni Channel Solution for an Insurance
Major in US

BUSINESS CHALLENGES

» Client wanted a full featured cloud-based platform

» Business wanted rapid deployment, quick to market without impacting platform’s stability

» Overall cost reduction in their annual spending on infra, license and maintenance

* Wanted to set a foundation stone for NLP, Al and Analytics capabilities

» Customer was looking for an integrated contact center solution that can integrate with any 3rd
party systems

COGNIZANT SOLUTION

« Deployed Enabled Contact Center service with Genesys Cloud Voice, chat (web messenger), and
email channels which includes Self Service IVR with DTMF and Speech inputs

« Integration with Nuance for Voice Bio Recognition within IVR

» Speech and Text Analytics from Genesys Cloud

 Integration with Customer service portal for launching Web Messenger.

« Integrated with customer’s exchange domain for Inbound and Outbound email channels

- Voice and Chat Bot solutions on Google Dialog Flow TECHNOLOGY LEVERAGED

 Integration with Intradiem for automated WFM insights

« Agent Assist (Pilot phase) o \ - ®

+ Google CCAI Insights (Pilot for qualification) O Google Cloud 5> GENESYS Cloud CX N'I'C'E
LY b

BUSINESS BENEFITS @ Cislogfiow NUANCE < Intradiem®

Intent Recognition Reduction of AHT Increase in self-service
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CASE STUDY

Voice Transformation of Legacy IVR with
Conversational Al for Online Retailer

Size:
S M LXL
Colour Choice:
e

Price:89.99

BUY &

BUSINESS CHALLENGES

» Client was running an on premise contact center system and had legacy IVR experiences
for the customer

+ Client wanted to expand presence to other digital channels on Genesys while improving
self-service and reducing customer effort

* High average wait time leading to low customer satisfaction

COGNIZANT SOLUTION

» Cognizant pro-actively proposed to modernize legacy IVR call flows into Voice Ul
experience and Identified 12+ possible self-service options for Orders and Payments

* Workshop with business and IT leaders to create business case, design to-be solution,
customer journeys in IVR and digital channels (Chat)

» Implemented Google Al for voice for IVR (Genesys voice for fallback) while also bringing
same experience in chat.

» Self-Service use cases (Voice and Text, intent driven):-

« Order status, Cancel Order, Order summary, Last order TECHNOLOGY LEVERAGED

» Set up payment, Change payment type, Delete payment etc.

BUSINESS BENEFITS .o 9
i Google Al SOENESYS (i

Increase in CSAT Increase in self-service Reduction in AHT
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