




In an unprecedented short time scope, artificial intelligence (AI) is transforming the insurance

industry to create the ultimate customer goal - convenience - with extreme efficiency and

scalability. Before AI technology, getting a personalized insurance plan, requesting immediate

assistance and resolving claims within seconds sounded impossible. And while AI has been

implemented successfully in many other industries as well, there is no doubt that AI will play a

crucial role in the digitization of the insurance sector as well.

How to enable better, faster and smarter
customer service experiences with
Conversational AI.

Approximately, 98% of insurance executives believe that
cognitive computing will play a disruptive role in the insurance

industry in the upcoming years. (Deloitte)

While there is great potential in the power of AI, there are also reasons to be cautious about the

right AI technology as the quality of solution providers varies greatly. The following pages are

dedicated to shedding light on the challenges and opportunities of Conversational AI in the

insurance industry and best practices.



While insurances are traditionally risk-averse, they now have to adapt to changing customer

expectations. With the emergence of new platforms, consumer habits and the ways they are

interacting with companies is changing. Customers now expect round-the-clock service on all

channels delivered with speed, reliability and accuracy. 

Recent studies show that customer experience management does not show the desired success if

companies do not provide excellent customer service and solve customers’ problems quickly.

Other potential setbacks are lack of data quality and privacy issues. Therefore, it is important to

integrate AI products with a proven track record in insurance and meet the quality standards.

Challenges of the insurance industry.

Thanks to AI and chatbots, insurers can scale their customer service. Scalability is a key

differentiator in digital transformation, enabling established insurers to keep up with new

competitors. The majority of incoming requests are first-level and can be easily automated via AI-

based chatbot. These questions otherwise not only cause high costs but leave customers waiting

for hours or days for a reply. Here,  AI chatbots can reduce costs by routing customers to the

correct website and conducting intelligent conversations with millions of customers at the same

time. 

While the customers preferred channels vary, the AI platform from e-bot7 for example ensures a

consistent customer service across any channel, device or platform. This drastically reduces

waiting times for customers and increases customer satisfaction. This way, insurers can scale their

customer service volume and offer a better customer experience 24/7, while reducing costs.

Opportunities of Conversational AI.

“Chatbot Lizzy from e-bot7 is now one of our best service
agents because 35% of the customers who chat with Lizzy

make the deal. And not only that: thanks to Lizzy, our customer
satisfaction has also increased significantly!"

Miriam Dieser, Head of Content at HDI Insurances

https://bit.ly/37u86L7


As one of Germany’s leading insurers, HDI was facing changes in customer expectations and

wanted to make their customer service processes more scalable and efficient. HDI integrated the

hybrid solution from e-bot7 on their website. Thanks to Chatbot Lizzy, the customer is able to

add another driver to their existing insurance policy quickly and directly via chat. The process is

fully automated, so HDI did not have to allocate any internal resources. Chatbot Lizzy is now one

of HDI’s best service agents with 35% of the customers extending their insurance policy via chat.

With Chatbot Lizzy, HDI is able to offer its customers an outstanding customer experience with

maximum flexibility and answer customer requests around the clock.

35% 
Conversion rate

200% 
Traffic increase

As a digital insurer, mailo wanted to implement a chatbot to improve the user experience on

their website and guide customers to the requested information within seconds. Their goal was

to make it as easy as possible for their customers to find the right information and simplify

complicated processes without having to browse through the whole website. mailo integrated

the e-bot7 AI platform to automate customer requests via Chatbot. Chatbot MIA is prominently

placed on their homepage and welcomes all visitors and lets them choose between different

topics. If users want to express a different issue, the bot offers free text input as well. Chatbot

MIA is online 24/7 without additional resources and automatically answers 98.5% of all incoming

requests regarding insurance and damage reports. 

Best practices for insurers.

98% 
Automation rate

98% 
Automation rate

https://bit.ly/3nvMweR
https://bit.ly/37vr5oR


Our system analyses incoming messages, forwards

them to the right department and equips support

agents with smart reply suggestions during the

operational business. Our AI is constantly learning

and supports employees with automated answers

and processes. The NLP is constantly optimized

during operation so that more and more requests

can be processed more efficiently. This reduces the

average processing time by up to more than 80%.

Find more information about our technology here.

We were looking for an innovative and interactive way to
integrate a chatbot into our sales process. We found that with

e-bot7!
Miriam Dieser, Head of Content at HDI Insurances

The next-generation Conversational AI
platform.

The key to automating customer conversations is a suitable AI solution. e-bot7’s leading

Conversational AI platform can be integrated on all channels and in any language. You can get

started within a few minutes thanks to plug & play technology. The solution can be controlled

directly from the business unit and, thanks to its simplicity, not only supports the specialists

but also the agents. While customers' preferred channels vary, our AI solution ensures

consistent customer service. This allows insurers to scale their customer service volume and

provide a better customer experience 24/7 while reducing costs.

https://bit.ly/37u86L7
https://e-bot7.com/









































