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Client Support 

 

1. If you have run a Customer Satisfaction Survey within the past 24 months, please explain your objectives? 

Select all that apply: 

 To improve loyalty and advocacy 

 To understand the landscape better 

 To understand competitors behavior 

 To track customer satisfaction level 

 To understand the buying, servicing, and claims experience 

 To address negative sentiment and provide service recovery 

 

Please highlight the tools used for customer satisfaction and feedback, and highlight your achievement and 

process: 

 

 

 

2. What do you do under the circumstances a claim is denied? Please Select all that apply: 

 Explain to the customers the reasons by a dedicated specialist/claim handler 

 Inform the agent and let them explain the reasons 

 Provide the customer a chance for clarification and refile for the claim 

 Send them a written reply and close the case 

 We do something else that is different, and we do it better 

 

Please describe the claim process and its service level undertaking: 

 

 

 

 

3. How do you identify potentially fraudulent claims, and how has the process improve efficiency and help 

optimize pricing for customers? 
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4. How are agent's service levels being measured to meet customers' ongoing needs, ensure that products 

sold align with their long-term goals and conditions, and ensure that customers fully understand the 

coverage and policy before they purchase? 

 

 

 

 

5. Please tell us your service level undertaking for the customers across all segments.  

Account Opening   

Claims and Post Claims follow up  

First Contact Resolution  

Resolution of Complaints  

Others  

 

6. What does your customer portal do for your customers? Please select all that apply: 

 Apply for loans 

 Chatbot 

 Conduct Product comparisons 

 Contact customer service 

 Enroll and follow Health Programs  

 File a claim 

 Make additional purchase 

 Make profile changes 

 Make withdrawal 

 Open an account/Enrol online 

 Perform fund switching 

 Receive market Information 

 Receive product information 

 Submit policy application 

 Track claims progress 

 Track fund performances 

 Tutorial articles or videos 

 View e-statements 

 We do not have a customer portal  

 We do more than the above, and please see the description below: 

Additional Remarks 
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7. What does your mobile app do for your customers? Please select all that apply: 

 Apply for loans 

 Chatbot 

 Conduct product comparisons 

 Contact customer service 

 Health Programs and well-being tracker 

 File a claim 

 Make additional purchase 

 Make profile changes 

 Make withdrawal 

 Open an account/Enrol online 

 Perform fund switching 

 Receive market information 

 Receive product information 

 Submit policy application 

 Track claims progress 

 Track fund performances 

 Tutorial articles or videos 

 View e-statements 

 We do not have a customer portal  

 We do more than the above, and please see the description below: 

Additional Remarks 
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8. What does your Distributor and Agent portal do for internal and external intermediaries? Please select 

all that apply: 

 Chatbot 

 Engage with Customers 

 Make profile changes 

 Manage a claim 

 Product Comparisons 

 Product Information 

 Submit policy application 

 Track claims progress 

 Track performances 

 Tutorial articles or videos 

 We do not have a portal for Distributors or Agents 

 We do more than the above: 

Additional Remarks 

 

 

 

9. Would you please describe the technology used for Clients' Ease of access to Products, Pricing, Advice, 

Research, and the internet?  

 

10. How do you enhance client insights such as big data, A.I., or data warehouse to optimize the client 

experience and journey?   

 

 

11. How is technology made available to customers along the three stages - Pre-sale, Account Opening, 

and Post sale care? 

 

 

 

12. Does the firm discuss or monitor the impact that its products and services have on customers?   

o Yes 

o No 
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13. Has the firm been involved in any customer-related lawsuits or offenses investigated by a 

judicial/regulatory process during 12 months? 

o Yes 

o No 

 

14. How do you ensure that brokers' practices are aligned with client experience and the ongoing 

monitoring of satisfaction level?  

 

 

15. What supports are provided to ensure service level is measured to meet customers' ongoing needs, 

ensure that products sold align with their long-term goals and conditions, and ensure that customers 

fully understand the coverage and policy before purchasing from the intermediary?   

 

 

16. If you have run a Broker Satisfactory Survey in the past 24 months, please tell us about your objectives? 

Select all that apply: 

 To improve loyalty and advocacy 

 To understand the landscape better 

 To understand competitors behavior 

 To track customer satisfaction level 

 To understand the buying, servicing, and claims experience 

 To address negative sentiment and provide service recovery 

 

Please highlight the tools used for customer satisfaction and feedback, and highlight your achievement and 

process: 

 

 Upload all the relevant screenshots, decks, and guidebooks, etc... 

Video URL links: 

  

 

 


