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Corporate Day highlights
Esther Chwei

Customer centric strategy, leveraging on technology innovation
We attended CPIC Corporate Day yesterday in Shanghai. The discussions were
centered around the company’s internet strategy and how it has been able to
leverage on technology to improve customer experience and to streamline its
operations and improve efficiencies. We were impressed by CPIC’s tabletbased tools, which we believe should improve operating efficiency and to
optimize customer experience. Key takeaways as follows:
On its online efforts, the company started to develop an internet platform in
2012 and expanded into mobile app in 2014. Key characteristics of CPIC’s
online business include: 1. Multiple touch-points (including both online
platform and mobile app), 2. Comprehensive services, 3. Data mining, and 4.
Customer experience. The number of visitors to the company’s online
platforms reached 89.2mn (up from 6.4mn in 2012), of which 26.4mn visited
its internet platform, and 62.8mn visited its mobile app.
On online insurance sales, the company generated ~Rmb3,340mn of
premiums in 2014 through the company’s own online platforms (excluding
third-party online channels), a 390% increase compared to Rmb680mn in 2012.
Auto insurance accounted for 97.3% of the online sales.
On customer service, CPIC demonstrated its tablet-based system for individual
agent (Shenxing Taibao), which has been instrumental in improving
effectiveness and customer experience. The company highlighted that it is the
first and only company as of now to have the technology to complete
insurance sales online on 32 types of insurance products. The company has
equipped 243k of its agents (including all productive agents) with the Shenxing
Taibao tablet.
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On auto pricing reform, management expects the reform to be rolled out
nationwide in 2016. Under the new regime, auto insurance policies will be
simplified and be based on car types (vs. car price previously), which could
better reflect repair costs. The number of additional coverage will be lowered
to 3 major types (vs. 10-20 previously). Management believes cost efficiencies
and service differentiation will be key under the new regime and technology
innovation will continue to play an important part to improve cost structure
and customer experience.
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