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New thinking shows
agility of award-winning Al

Throughout its 100+ year history, Japanese insurer Mitsui
Sumitomo has kept the needs of its customers front and centre.
Now, its pandemic response has allowed it to prove that exploiting
AI doesn't mean losing the human touch

Fora decade or more digitalsation has been

Based on the latent needs of customers
visualised by the power of AT and the formal
Knowledge of some of Japan's top sales repre-
sentatives, MS1 Brain enables personalised
customer service and helps to uncover new
nceds that would not have been noticed by a
human alone.

During the insurance renewal process,

digital

22 million
ﬁhmh

at the f
workd over. , processes age that Al p ill be in high de-
and mand by 2 f g
from the physical to the phere. The

worldwide ‘Covid effect’served

. In this way,

this phenomenon and, coupled with a need
for reduced hr i i

In Japan, many contracts are signed on

ypany Mitsui Sumi Ms1
Brain system has expanded and improved even

‘The MS1 Brain A

s purpase was to help agents
offer the best possible choice of products by

phy was to create a customer orientated om-
nichannel experience. Customers can send and
receive messages and conduct web interviews

for its innovation and  venience. ronment, but they a to have the
ed Mitaui Sumitomo o win World Finance’s option of ‘Mitsui Sumit
award for ‘Best General Insurance Company via other channels,  Pacticalarly o sibuats

in Japan’ at the Global Insurance Awards  interviews and networks y
2020. The system evolved in response to the . tak lace. In additon,asimpleset-uppr 1ot be available. When custom-
new lifestyle and rapid di ill use the contact

by COVID-19, by i ing new rem

e agent, dra-

digitising
from preparation to after-sales. MS1

-nd-gmummmpmmmpam Cus-
tomers have the option of face-to-face or non-
face-to-face contracting procedures, and they

Brain has two key features: impressve data The human touch can also choose to view maturity information
i it hasmade andi or online.

sign, and now, anew :lgmﬁclm % d of COV-

remote function has been implemented, pro- - 1D-19 and, due to concerns .wa infection,  Disaster response

viding Mit y function of improv-

seamless experience. instead of real contact. On the other hand,  ing the customer experience in any industry.
there are stil Acconding to MS1 Brain

Anticipating needs who prefer ‘real’ contact with their insurers. htlps to support policyholders by sending out

MS1 Brain works by xnn.lvslngnvlsl amount  Mitsui tosuc- ed e-mail newsletter de-

of data, ly digit ire i slgned o prevent accidents. It also provides

customers, accidents, claims, butat

history for the past seven vu.rs and external
data, like corporate infc

the need to mmm with customers u).mu

area before disasters such as typhoons and

suits them.

After the occurrence of a disaster, informa-
tion on insurance claim recommendations is

The customer can then send images of the
damage and the location of the accident digi-
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mitted by the customer without waiting for the
customer to provide a quotation. It then calcu-
lates and presents the amount of damage on
the systems initiative. The system also helps to
prevent the intervention of specific companies.

Carbon neutrality
Looking to the future, MS1 Brain should alsa
help to reduce operating costs and contribute
to carbon neutrality. The system covers ap-
proximately 4,000 insurance sales agents and
up to ane million sales agent representatives,
‘while the remote function covers tens of mil-
lions of existing corporate and individual cus-
tomers throughout Japan. Theimplementation
of the remote function has effectively com-
bined real and digital points of contact, while
at the same time realising more efficicnt sales
activity, resulting in a significant reduction in
business costs. Mitsui

< T Sumitomo has also
INNOWATIVEAI achieved significant
SURELYAFFECTALL cost savings by going
ASPECTS OF OLR paperless, thanks to
the fulldigitisation of
DN e
process, starting with
] adedicated customer
portl.In the past,

response proces:

the accident r
multi-step process that “was diffcul to g
the

rapidly sent to cligible nd agents  tally, and 3
are ready to follow up based on f  pleted on the customer's phone, i the process can be asmart-
email ‘opens,’ - ident report, the s phone.

histe trality.

If an accident happens, customers can check
their policy details and make an accident claim
from their smartphane via a dedicated policy
‘holder page.

While AT becomes more and more adept
at handling customer needs, the system also
features the ability to handle suspect claims.
Mitsui Sumitomo is building a fraudulent

KEY FEATURES OF MS1 BRAIN REMOTE

> No need to download an app, providing a

‘The amount of paper used in automobile
insurance alone is already expected to be re-
duced by about 35 million sheets of A+ paper,
or about 140 tons per year. MS1 Brain Remote
is scheduled to be extended to fire insurance,

ed cases of fraudulent billing by using predic-

each method and type of fraudulent billing.
Italso uses network analysis, a method that

58

isualises the hidden rrhtmn»

ships of the in an accident i

cargo insurance, which is expected to further
contribute to the company's aims for carbon
neutrality.

tive AT will surely affect all aspects
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funct

>
receive proposals and explanations asif they
‘were meeting the agent face-to-face

“The firstis to score suspected fraudulent
claims based on fraud detection scenarios

of our digital lives in future, and
Mitsui Sumitomo Insurance has significantly
enhanced its offering to digitise the entire in-
surance process and create a multi-channel

> Ability procedure

Butlook

.ot caly doss a Al proposethe

screens

> Complete smartphone-based automobil
insurance that enables you to seamlessly
selecta plan, confirm important informa-
tion, register on the palicyhoider’s dedicated
page, complete the procedure, and post the
policy on your smartphonie

isto isualis
between the parties involved in an accident
and create a network diagram using names,
accounts, VIN numbers, and other key infor-
‘mation. The system isalso able to mitigate false
claims by using Al to]

plan, it s
cant reduction in operating costs and a contri-
bution to carbon neutrality. The need for effec-
tive, convenient insurance in a post-pandemic
‘world will not go away, and Mitsui Sumitomo

amount of damage based on the photos sub-

drive for digitisation. =
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Behind every Al-powered purchase
is a delighted customer

What if you could sell significantly
more insurance than with conventional I

Insurance

t 5ees

the heart
n everything

models? And with every sale, your
customer information system becomes
smarter. Revolutionize your sales with
MSIG's first-of-its-kind, Al-powered
MS1 Brain to predict and fulfill your
customers’ needs. Talk to us.

MSIG
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