CRESTA

Maximizing Sales &

Customer Value with
Al in Health Insurance

4 Strategies to Drive Sales
& Customer Value

The Contact Center Has Evolved

In the years since COVID-19, contact centers have

seen a 300% increase in volume. These changes ‘L &\

have been felt particularly acutely in health 4

insurance contact centers.
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Interactions between agents
and policyholders are
emotionally charged -

these are big life decisions
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Opportunities to connect with
policyholders and provide
winning customer experiences
are limited: Claims, Renewals
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300

increase in volume

Macro trends are changing
contact center operations and
keeping pace with these changes
has never been more important

Four trends
shaping the industry

Forrester
Research indicates
that empowering agents
to solve problems them-
selves could generate
millions in incremental
revenue*

External forces are impacting the way

that health insurance contact centers A 2 o
%o

of policyholders say
they don't fully trust
their insurer

operate - and deliver value to policy-
holders and the business

Contact center as a high-velocity
revenue generator

Lack of customer trust

Investment in infrastructure
and technology

60-

of customers are in
favor of applying Al to
customer service

Surging need for staffing

55

of companies say that
Average Handle Time
has increased
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Agents Managers Business

Cresta’s Al-driven real-time
coaching helps agents provide
a more personalized omni-
channel experience and stay
on top of customers’ needs and
account details. On top of that,
productivity tools like automat-
ic note taking help agents keep
up and quickly handle high
volume, particularly during
seasonal spikes.

Effectively manage hybrid
teams with 100% visibility into
all conversations with Al-driv-
en performance insights.
Streamline employee training
and development and
decrease attrition with
robust tools such as coaching
plans, live assist, and much
more.

Surface insights into customer
trends, quickly determine the
best course of action, and
instantly push changes to make
smarter business decisions.
Easily adapt to seasonal
demand —Cresta Virtual Agent
deflects thousands of
requests, freeing up agents to
focus on the most important
conversations.


https://cresta.com/industry/insurance/

