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| Life insurance term plan premium

Male: 30 Years, Sum insured= Rs. 1 crore, Cover upto = 70 Years
Maximum Annual

Insurance company Plan name cover  premium (Rs.)

Up to (Vears) (Male)
Aditya Birla Capital Life Shield Plan 80 12,998
Aegon Life iTerm Insurance Plan 100 9,114
Bajaj Allianz Smart Protect Goal 99 8010
Canara HSBC OBC Life iSelect+ Term Plan 99 9,284
Edelweiss Tokio Life Zindagi+ Term Insurance Plan 80 9,309
Exide Life Insurance Smart Term Plan 75 12411*
Future Generali Flexi Online Term Plan 75 9,427
HDFC Life Click2Protect 3D Plus 85 12,601
ICICI Prudential iProtect Smart 99 15,089
India First Life e-Term Plan 80 8,260
Kotak Life Kotak e=Term Plan 75 9,558
Max Life insurance Online Term Plan Plus 85 10,148
PNB Met Life Mera Term Plan 99 10,148
Reliance Nippon Life Digi Term 80 11,012
SBI Life eShield 80 15,070
TATA AlA Life Maha Raksha Supreme 100 12,980
*Exide coverage upto 60 yrs for age 30 yrs Source: www.policybazaar.com




pnb MetlLife

Publication : The Hindu Business Line
Date : May 09, 2020

| Edition : Chennai

Page: 5

How PNB MetLife is ‘re-imagining’
processes ina post-Covid-19 world

KR SRIVATS

New Delhl, May 8

In a new normal insurance
world ushered in by the
Covid-19 pandemic, PNB Met-
Life India Insurance (PNB Met-
Life) is looking to ‘re-imagine’
the entire value chain around
customer engagement, said a
top official.

This approach will encapsu-
late both the digital techno-
logy thatitwould leverage and
the processes around cus-
tomer-centricity, Ashish K
Srivastava, Managing Director
and CEO, PNB MetLife, told
BusinessLine.

“In these circumstances, we
are now looking at what data
analytics can we do and what
underwriting rules can we re-
write to see that our straight-
through processing can go up.
We have even taken up tele-
medical in a big way. We have
also redefined our claims pro-
cess,” he said.

Srivastava said that the life
insurer was ‘re imagining’ the
entire chain, starting from on-
boarding, propositions, pro-
cesses, technology and claims.

“Our new approach is more
than just looking at products
and needs. It is a holistic ap-
proach. Till now we were think-
ing product and saying this is
your product foryour need. We
are now thinking more behavi-
oural and engaging with cus-
tomers deeply. We are talking
about solutions and product
propositions and not one
single product,” he said.

He said that Covid19 has
presented a new normal, and
there would be no return to
the way the world operated be-
fore the pandemic.

“We know for sure that we
will not return to the previous
normal. We have now taken a
call that15 to 20 per cent of my
people who worked in my cor-
porate office and were travel-
ling 1 to 2 hours for commute
to work, can very much work
from home on a regular basis
and be more efficient.

“l'am in the camp that feels
that work from home can
make employees more pro-
ductive. In fact, we were the
first to introduce work from
home much before this event.

For one day in a week, our HR
policy allowed work from
home. Now, we are expanding
it. This will be the new normal
for us,” said Srivastava.

BCP certification

Srivastava said the life insurer
saw the Covid-19-induced lock-
down coming earlier than oth-
ersand had tested the Business
Continuity Plan (BCP) in ad-
vance.

“As part of our BCP, we had
looked at employee safety, cus-
tomer focus, regulatory com-
pliance, and corporate social
responsibility.

“This acting earlier has
helped us and we have fared
well on all the customer
matrices in these 40 days of
lockdown. We have also been
abletosell 20,000 new policies
in April, largely through the di-
gital channel as all our 106
branches and corporate offices
were closed. So, our digital
push helped in these trying
times,” he said. He said the life
insurer is expected to soon get
1SO certification specific for its
BCP programme.
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Life insurance term plan premium

Male: 30 Years, Sum insured= Rs. 1 crore, Cover upto = 70 Years
Maximum Annual

Insurance company Plan name cover  premium (Rs.)

Up to (Years) (Male)
Aditya Birla Capital Life Shield Plan 80 12,998
Aegon Life iTerm Insurance Plan 100 9,114
Bajaj Allianz Smart Protect Goal 99 8010
Canara HSBC OBC Life iSelect+ Term Plan 99 9,284
Edelweiss Tokio Life Zindagi+ Term Insurance Plan 80 9,309
Exide Life Insurance Smart Term Plan 75 12411*
Future Generali Flexi Online Term Plan 75 9,427
HDFC Life Click2Protect 3D Plus 85 12,601
ICICI Prudential iProtect Smart 99 15,089
India First Life e-Term Plan 80 8,260
Kotak Life Kotak e=Term Plan 75 9,558
Max Life insurance Online Term Plan Plus 85 10,148
PNB Met Life Mera Term Plan 99 10,148
Reliance Nippon Life Digi Term 80 11,012
SBI Life eShield 80 15,070
TATA AlA Life Maha Raksha Supreme 100 12,980
*Exide coverage upto 60 yrs for age 30 yrs Source: www.policybazaar.com
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‘Post covid-19, life insurers will have
to be more nimble, focus on digital

Ashish Kumar Srivastava joined PNB MetLife India Insurance Co. in 2013 but
moved to Dubai in 2015 to head HR for MetLife in the Middle-East region. In

2017, he returned to become the MD and CEO of PNB MetLife. Srivastava

talks about the new strategies that insurers will have to adopt in view of

covid-19 and what will change for the industry

MONEYGURLU

ASHISH KUMAR SRIVASTAVA

Managing director and chief executive officer, PNB MetLife

How is the ongoing cov-
id-19 crisis expected to
impactyou in terms of per-
sistency and new business?

Ithinkboth persistency and
new business are equally
important. We will have tosee
how persistency evolves. The
regulator hasgiven grace time
forpeople to pay their premi-
ums and, therefore, we are all
extending the timeline. Com-
panies that are more digital
and are connected with their
customers through the lock-
down and beyond will fare bet-
ter. For new business, too,
insurers who have a seamless
on-boardingjourney will suc-
ceed. Right now we're in a
period which isbeyond prepa-
ration so anticipating every-
thing may not be possible.

We started planning much
before the lockdown was
announced. We'd

cial products and we believe
that people will now think
more about saving. I know this
isan unfortunate situation, but
the number of protection poli-
cies that we're selling has gone
upby a hugeamount. A lotof it
also depends on customer
needs. If a customer shows
some intention, the agent tells
him that this is the time to
invest in linked products
because the market is down.
Therefore, Ithink therestill is
asegment, which is looking at
unit-linked policies.

Having said this, term plans
are becoming popular and
there are some limited pay-
mentoptions in these, so peo-
ple will choose that if they
want to pay for five or seven
yearsand geta cover.

In terms of surrender pres-
sure, I don’t see a worsening

trend. We do

also started work- Insurers willhave have requests,
ing from home to look at new butIdon’t thinkit
before the  productsolutions  is unnatural. We
announcement so and provide ?_lso ]'III'YO s:)lllf-
we were more ions for this
equipped. We value_-added problem. In case
came up with an services to you need some
app for customer customers cash, you cantake
servicing and in — a loan against

the last one and a
halfmonths, its usage has gone
up by over30%.1think thisisa
big reason for customers to
come back tous. A large part of
our business comes from
agents, but the tide is now
shifting a bit. Other channels,
particularly bancassurance,
are becoming important and
online is picking up. So there is
definitely achange thatistak-
ingplace in the industry.

Will it become difficult to
channelize houschold sav-
ings into insurance prod-
ucts due to the impact of
the pandemic? Also, are
you facing any surrender
pressure due to the liquid-
ity crunch thatpolicyhold-
ers could be facing?

Yes, there might be some
impact on how people save.
Earlier, we've already seen one
shift from real estate to finan-

your insurance
policy, something whicha lot
of companies do, while the
policy continues. So you still
have the cover and you also
have the money when you
needit. We'll have to see how
thingsshape upifthe present
situation continues.

Term plan premiums are
set to go up considerably
some companies
already re-filing their
products. Why is that and
by how much could the pre-
miums go up?

One of the primary reasons
for thisisthe reinsurance com-
panies resetting the rate,
which hasimpacted the entire
industry. Ourunderstanding is
that term productsare new to
India in some sense, so the
experience so far, given that
theratesare much lower than
some of the developed coun-
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“
are coming up with various
optionswithin term plans. The
premiums will still be afforda-

ble for people to buy decent
covers.

What will change for the
industry post the lockdown
and willacrisis of thisscale
pushlife insurers to finally
change the way they work?
Absolutely. From a cus-
tomer point of view, we'll have
to look at product proposi-
tions, solutions and value-
added servicesfor customers.
We'll also have to become
more nimble and agile while
reaching out to customersand
getting things done. Dataand
digital will have to become the
focus. There’sasaying: It'snot
the big that eat the small, it’s
the fast that eat the slowand I
think this is what we need to
understand. Most insurance
companies are big, we have
hundreds of systems support-
ing us, we have a big infra-
structure but going forward
we'll have to think differently.
One of the things all of us
willhave tolookatis the fixed
cost. For example, before the
lockdown, I was looking at
expanding office space in
jurugram because we've got
more people now but now, I've

Gadget you can't
do without

My iPhone

v

tries, is that it was reaching a
pointwhere resetting was the
need. In terms of changes, it
depends on how much each
company moves. Wearestillin
discussions with the regulator
right now, but my view isit will
goup 20-30%.

Having said this, I think
these are products thatinsur-
ers should be selling aggres-
sively and they will become
more popular. In fact, insurers

hanged my mind. We're not
goingtotake upany additional
space post the lockdown.
Instead, we're asking 15-20%
ofouremployees to work from
home. Many tech companies
have been doing this for a
while, but for an insurance
company like ours, the realiza-
tionis setting in now.
‘Weneed to thinkdifferently
and actdifferently now. There
isresearch after research say-
ing that face-to-face interac-
tion is a must for insurance
business. But now, the defini-
tion of face-to-face interac-
tionswill change as people get
used to technology. Compa-
nieswill then have to beavaila-
ble more on mobile phones
and otherdigital media.
Disha Sanghvi
disha.s@livemint.com
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Opt for monthly
premium payment

Some insurers have started raising premia,
others expected to do so in six months

SANJAY KUMAR SINGH

Several life insurers have hiked their
term insurance premium rates
recently. More are likely to follow
suit in the near future. Rates are
expected to move up across com-
panies over the next six months.
The industry may even adopt
tighter underwriting norms.

Insurers set their term premium
rates based on certain assumptions
of what their mortality experience
will be. Their actual experience has
been worse than expected. Also,
owing to competitive pressures,
insurers have reduced their term
policy premiums to unsustainably
low levels.

Now, reinsurers have hiked their
premium rates — by up to 40 per
cent, according to industry sources.

“Insurers keep one portion of
the risk with themselves and trans-
fer thesecond, larger component, to
reinsurers by paying them a premi-
um. Three months ago, all reinsur-
ers operating in India increased
their reinsurance rates substantial-
ly for all insurance

PolicyBazaar.

Some may take a temporary hit
to their margins to push sales, tout-
ing their lower premiums, but even-
tually they will all be forced to hike,
say experts.

Buyers can take a few steps to
minimise the impact of rising pre-
miums. “By buying at a younger
age, you can get a lower premium
rate,” says Pankaj Chauhan, man-
aging director and chief executive
officer (CEO), Epoch Insurance
Brokers.

Opting for a limited premium
payment term of, say, five to 10
years, will also get you a discount,
he suggests.

Right now, a few top-rung insur-
ers have still not hiked their rates.
“Buy from them soon and avail of
the current rock-bottom rates,” says
Naval Goel, CEO, PolicyX.

Consider choosing the monthly
payment option. “Even if the
monthly premium on aZl-crore pol-
icy rises from, say, ¥1,000 t0 1,400,
it will not pinch as much,” says
Agarwal. Also, compare premium

rates online before

companies. They did so buying.

because their claims  YQUR . MONEY While paying the
experience had deterio- minimum premium
rated over the past is important, also
three years. They T A pay heed to what

increased their rates to
continue to write this
business profitably,”
says Mohit Garg, head
of products, PNB
Metlife.

Insurers, therefore, have also
been left with no option but to hike
their premium rates.

A couple of insurers have hiked
their premium rates by 3-4 per cent.

“There has been only a partial
rate hike in the first wave — what
insurers have been permitted in
their existing products. They will
re-file their products with the regu-
lator and pass on the full extent of
the rate hikes they have received
from reinsurers in their new prod-
ucts,” says Santosh Agarwal, chief
business officer, life insurance,

you are getting for

your money. Since

these are long-term

contracts, go with

one of the stronger
brands. Check the insurer’s claim
settlement ratio — it should notbe
less than 95-97 per cent. Buy from
an insurer with a high solvency
margin.

Insurers may tighten under-
writing standards to improve their
claims experience. For instance,
they may hike the annual income
criterion of the people they choose
to cover. “Business persons should
disclose their full income while fil-
ing tax returns. Among other bene-
fits, this will make them eligible to
ahigher sum assured onaterm pol-
icy,” says Goel.

FIRST WAVE OF TERM PREMIUM HIKES

W 0ld premium (%) ™ New premium (%); (% changein bracket)

(4.0) (30.0)

'

HDFC Tata AIA

(21.0)

(3.0)

Max

1cic
Prudential

These are monthly premium rates for a 30-year-old male, non-smoker.

Sum insured: 1 crore; policy tenure: 45 years; Source: Policybazaar.com
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PNB MedLife's focus
on the northern

region

CHANDIGARH: PNB
MetLife India Insur-
ance Company Limited
(PNB MetLie), one

of the top 10 private
life insurance compa-
nies In India (Fiscal
2010, Source: CRI-
SIL) has been present
in India since 2001,
PNB MetLife brings
together the expertise
of a leading global life
insurance provider,
MetLife, Inc., and the
credibility and reliabil-
ity of PNB Bank, one
of India’s oldest and
leading nationalised
banks. The vast distri-
bution reach of PNB
Bank together with

the global insurance
expertise and product
range of MetLife makes
PNB MetLife a strong
and trusted insurance
provider. BPE
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Life insurance term plan premium |
Male: 30 Years, Sum insured- Rs. 1 crore, Cover upto - 70 Years
Maximum Annual

Insurance company Plan name cover  premium (Rs.)

Up to (Years) (Male)
Aditya Birla Capital Life Shield Plan 80 12,998
Aegon Life iTerm Insurance Plan 100 9,114
Bajaj Allianz Smart Protect Goal 99 8010
Canara HSBC OBC Life iSelect+ Term Plan 99 9,284
Edelweiss Tokio Life Zindagi+ Term Insurance Plan 80 9,309
Exide Life Insurance Smart Term Plan 75 12411%*
Future Generali Flexi Online Term Plan 75 9,427
HDFC Life Click2Protect 3D Plus 85 12,601
ICICI Prudential iProtect Smart 99 15,089
India First Life e=Term Plan 80 8,260
Kotak Life Kotak e-Term Plan 75 9,558
Max Life insurance Online Term Plan Plus 85 10,148
PNB Met Life Mera Term Plan 99 10,148
Reliance Nippon Life Digi Term 80 11,012
SB Life eShield 80 15,070
TATA AlA Life Maha Raksha Supreme 100 12,980
*Exide coverage upto 60 yrs for age 30 yrs Source: www.policybazaarcom
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Irdai allows PNB to
hold more than

10% in 2 insurers

The Insurance Regulatory and
DevelopmentAuthority of India
(Irdai) has allowed the recently
merged Punjab National Bank
(PNB) to hold promoterstake in
two life insurance companies
PNB Metlife and Canara HSBC
OBClLife Insurance.
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Cos adding manpower in sales, digital as well as bancassurance segments

Insurers, Expecting Business to Boom
After Lockdown Ends, on Hiring Spree

Salonl Shukla & Ashwin Manikandan

Mumbal: Onthejobhunt? Please get in
touch with your insurer.

Chancesarethat you willbeamong the
5,000 peoplefive top insurers are seeking
toadd to thelr talent pool in the June
quarter. And they areequal-opportunity
recrulters: Bothlifeand general insurers
anticipateabusiness boom when the
lockdown endsand are addingjobs when
many othersare shedding them.

PNB MetLife nsurance isaiming toadd
1,500 people for the quarter, while the
number couldrisetoashighas3,000this
year,sources told ET. CanaraHSBC
Orilental Bank of Commerce LifeIn-
surance islooking to hiremore than1,000
people by Juneend tohelp cater tothe
customer footprint gained through the
merger of their bankingsponsor parents.

Meanwhile, Tata AIG islookingto
recruitnearly1,000 peopleand itslife
Insurance counterpart Tata AIA Life
hasrolled out plans to employ 500 people
thisquarter. Rellance Nipponlife In-
surance has already added 300 people to
its workforce in May, with planstoadd
400morein June, as these firmslook to
capitalize onbusiness opportunities
emergingfrom the pandemic.

“Financial services, espectally insuran-
ce, will continue tosee helghtened hiring
activity asrisks tolife and business be-
comeareal concern after the pandemic,”

ANIRBAN BORA
sald Ajay Shah, Head—Recrultment
Services, Teamlease. “Another aspect is
thatalotof Insurershaveaccesstoa
wider customer base due to mergersatthe
parentlevel. This willalsodrive employ-
mentgeneration. Alotof hiring s happe-
ninginthefeet-on-the-street (sales),
digital and bancassurance segments.”
Inresponse to ET'squery, PNB MetLife
said the merger will unlock synergles.
State-runlender United Bank of Indiaand
Orlental Bank of Commerce wererecent-
Iy merged into Punjab National Bank,
whichowns30% in PNB MetLife. Asimi-
lar amalgamation exercise hasalsoex-
panded the bancassurance network of
Canara HSBC OBCLife, where therecent-

1lymerged OBC wasa promoter.

Mailed queriesto CanaraHSBC OBC
Life, Tata AIA Lifeand Tata AIG remai-
ned unanswered.

The Insurance industry employs more
than6lakh peopleasdirect employees.
Thenumber ismuchlarger when the
contractmanpower is Included. With only
35% of the populationattheend of FY2018
havingaccesstomedical insurance,
nsurersbelieve that significant opportu-
nitlesexist in the health-cover segment.

Several of therecruitersarealsoram-
pingup their digital capabilities, crea-
tingemployment opportunitiesin the
sector ata time when uncertainty due to
Job-lossesand salary cuts dominates the
Dbusiness landscape.

“Theimpact of thelockdown was
pretty severe In the first week when
about80% of the salesdisappearedand
half of therecollection were impacted
Dbecause most companies were not gea-
red with fulldigital capabilities,” said
Ashish Vohra, CEO of Reliance Nippon.
“However, ona week-on-week basls, we
have seenbusiness improve. That tells
us that there isan obviousdemand on
the customer side. People want tosafegu-
ard theirlives and investments...and
therefore wearerecruiting.”

Vohraadded that the company was
addingboth in-house sales teams andan
agency-driven salesforce, althoughaddi-
tlonstothelatter cadreare delayed due to
certification and qualification exams.
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Headline : How insurers are reaping the benefits .
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of rapid digital transformation

Date : June 01, 2020 Journalist: Vaishnavi J Desai

https://cio.economictimes.indiatimes.com/news/strategy-and-management/how-insurers-are-
reaping-the-benefits-of-rapid-digital-transformation/76128395

The pandemic cornered India Inc. The damage for some sectors was relatively intense In the absence of
digital channels and relevant training for the salesforce. Thereby missing the opportunity to utilize the
potential of a pandemic.

If businesses have to look for one benefit from the pandemic it would be the accelerated growth of
digitization. Banking upon this trend is the financial sector in India, especially the insurance industry.

While the sector takes to technology relatively quicker than others, the insurance sector has been firmly
rooted in conventional methods for some time now.

Digitizing takes precedence in a pandemic

A recent report by Forrester states 50 percent consumers prefer digital channels in India. Hence, to
accommodate changing customer patterns and navigating the new normal in a post covid world,
insurance companies in India have been relying on digital channels to acquire, onboard and service
customers for a while now.

Insurance as an industry has three parties involved in it: Customer, distributor, insurer. “A three party
conversation with social distancing has to acknowledge the solicitation of the sale to happen and it to take
place digitally is the reimagined process all about," says Samrat Das, COO, PNB MetLife.

“We are simplifying the whole process of claim intimation or a service request which otherwise was more
templatized. In today's pandemic situation, if you have to intimate a claim there is a standard template to
be filled up and then put on the details, signed and sent to us,” says Das.

Mohit Rochlani, Director of IT and Operations, IndiaFirst Life Insurance takes pride in enabling an end-to-
end paperless process for the on boarding of a customer. “I have a lead management system on the
mobile and the entire process of application of a policy and documents collection for issuing the policy is
totally digital,” he says.

A sales person, during an interaction with the customer, can enter all the details on a tab handled by the
former and get the policy issued. Also, if you cannot meet a customer one can utilize the OTP option and
give the customer a policy.

WhatsApp is a timely savior

Another relief for insurers was to digitize the claims process. Customers and companies are relying on
WhatsApp, for its pervasive influence.

IndiaFirst Life’s Rochlani used WhatsApp for wider reach of the servicing options, “The option of sending
all the claim-related documents through WhatsApp was made available. On that basis, the processing of
claims is possible.

We exposed our chatbot and integrated it with WhatsApp and a specific number. A customer can text a
simple conversational ‘Hi’ on the number, post which services will be listed,” he adds.
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In a quest to simplify and digitize the claim process, Das too took the same route, “With remote working,
a photograph of the claim’s details sent through a WhatsApp message or an email is the only step needed.
Rest will be handled by the company. This eliminates the delay of claims and customers are not deprived
of their benefits.”

Advisory goes digital

As customers get acclimatized to digital platforms, insurance advisory would move online too. Digital tools
have gained prominence in the country as a Forrester report states 86 percent of consumers in
metropolitan India believe it is important for agents to use digital tools to help them understand the best
products that meet their needs.

Nilesh Parmar, COO of Edelweiss Tokio Life, assured the right training for the salesforce, which in turn
proved beneficial for the company.

“Through digital channels like video conferencing and tele calling salesforce is being trained to build
necessary skills and communicate the process of onboarding transactions to customers seamlessly,”
explains Parmar.

It is also being utilized in providing requisite information on tackling customer concerns and queries,
relating to the ongoing disruption and recommending suitable products.

Cloud and analytics pave the way

The cloud migration journey began last financial year for Edelweiss Tokio Life. “It helps us adopt new-age
platforms with ease as cloud-based platforms typically auto-update. We are focusing on facilitating
platforms rather than tools and cloud provides easy access to such platforms that can be immediately
enabled for use,” Parmar says.

A natural consequence then is that the company could rein in infrastructure requirements and implement
a server-less architecture and optimise cost.

Samrat Das believes data and analytics is an important tool in the way PNB MetLife grew its businesses.
One of the important things he believes is to use analytics to predict a few things on underwriting.

“We have data from eKYC and data from income tax, CIBIL. We are trying to figure out a model to assess
risk ahead of time when a customer is virtually getting on board. It is in the early stages but this is how it
will work in the sales aspect,” he says.



| PNL MetLife

Headline : How PNB MetlLife is ‘re-imagining’
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processes to cope with post Covid-19 world
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Journalist: K.R. Srivats
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Looking to provide product propositions on a
holistic basis, says MD & CEO Srivastava

In a new normal insurance world ushered in by the Covid-
19 pandemic, PNB MetLife India Insurance ( PNB
MetLife) is looking to ‘re-imagine’ the entire value chain
around customer engagement, a top official said.
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Headline : Looking at offering 15-20% staff WFH
facility post-lockdown: Ashish Kumar Srivastava, Domain : Moneycontrol

PNB Metlife Insurance CEO
Date : May 14, 2020 Journalist: M Saraswathy

https://www.moneycontrol.com/news/business/companies/looking-at-offering-15-20-staff-wfh-
facility-post-lockdown-ashish-kumar-srivastava-pnb-metlife-insurance-ceo-5268131.html

The COVID-19 outbreak has led to companies across the country being forced to offer work-from-home
facility for employees, life insurer PNB MetLife Insurance is looking at a possibility of offering remote
working to 15-20 percent even after the situation normalises.

In an interaction with Moneycontrol, Ashish Kumar Srivastava, MD and CEO of PNB MetLife Insurance,
said the company is working with the human resource, business continuity and communication teams to
look into this possibility even in a normal scenario post the lockdown ends.

"We have employees who travel 1.5-2 hours one way to office. Right now, employees are allowed to work
from home once a week. We are looking into whether some employees can be allowed to work-from-
home atleast in some locations," he added.

PNB MetlLife's employee strength was 10,444 employees including 6,077 full-time employees and 4367
part-time employees as on March 31, 2019.

As far as the business is concerned, Srivastava said the company is hoping that by June 2020, a few
employees would be able to resume reporting to offices as and when required.

For the year ended March 31, 2020, PNB MetLife saw a 5.75 percent year-on-year growth in its first year
premium to Rs 1,778.63 crore. However for the month of April 2020, the life insurer saw a 39.64 percent
drop in premium collection to Rs 43.80 crore compared to the year-ago period.

From a distribution perspective, Srivastava said the company will be leveraging the digital channels as well
as its bank network.

"Punjab National Bank has 70,000 employees. We are connecting with these individuals as to whether
they need a life cover. Through them we are also trying to connect with their friends, family and bank
customers to look into the life insurance needs of such people," he added.

Apart from PNB, the life insurer also has bank partners like Jammu & Kashmir Bank, Karnataka Bank, ESAF
Small Finance Bank among others.
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Headline : Leading With People-Centric Approach: . .
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Head HR, PNB MetLife
Date : May 13, 2020 Journalist: Resham Suhail

http://bwpeople.businessworld.in/article/Leading-With-People-Centric-Approach-Head-HR-PNB-
MetLife/13-05-2020-191991/

How are you efficiently managing this COVID crisis hit situation at your organization?

Our company is a people-centric company and our foremost priority in responding to the crisis has been
the safety and wellbeing of both, our employees and customers. When the Government announced the
national lockdown, we moved quickly to close our 106 branches and advise all our employees to work
from home.

Having successfully tested our business continuity plans (BCP) well before the lockdown, our business was
able to smoothly transition into the work from home -mode with minimal disruption to customers.

Flexible work arrangements were already strongly ingrained in our work culture, and we’ve continued to
support and encourage employees to work flexibly — particularly those juggling caring responsibilities with
the closure of schools and other institutions.

We have also hosted webinars with a medical doctor from International SOS to help employees learn the
latest facts about COVID-19, and launched a dedicated microsite with information, tips and best practices
from all our markets on supporting our customers during COVID19.

Our strong adoption of digital tools, including our real-time customer service app, ‘khUshi,” has enabled
our people to service customers from home. We have taken additional measures to expand our online
capabilities to process claims, set up a dedicated customer care number, and relaxed the timeline for
renewal of payments.

How are you as an HR leader keeping employees happy and hopeful? In this low time, it is important to
stay hopeful.

Both as an employee and the HR Leader, | understand the impacts this period of isolation can have on
morale and the stress and anxiety it can create.

This is something we anticipated and have significantly increased our focus on regular communication
with employees through SMS, emails, WhatsApp and frequent calls. Our leaders, including our MD & CEO,
have been highly active in engaging with employees and have sent out regular messages encouraging
them to stay motivated and focused on supporting our customers.

Various innovative employee engagement programs have been developed including a “Friday Connect”
email with tips on wellness and staying connected with colleagues. These programs have been well
received and attracted strong participation.

Another area which we have actively focused on is skill-building and using this time of lockdown to
encourage employees to complete virtual training programs.

Through the company’s USD 10 million Workforce of the Future Development Fund, which was
established in 2018, we have been introducing new learning programs focused on enhancing digital skills,
innovation and collaboration globally.
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Additionally, our Learning and Development team has converted many face-to-face programs into virtual
training sessions. Besides this, we also identified customized and specially curated programs for each team
and assigned the related training to them.

Keeping your employees well connected. How are you keeping the workforce/ employees connected and
productive?

This is indeed one of the biggest challenges that we face as an organisation with over 10,000 employees
spread across 106 locations of India. Thanks to our BCP preparedness, we could provide laptops and VPN
connectivity to many of our employees to stay connected at home. Our digital servicing platforms have
enabled us to continue serving customers 24 hours a day in these challenging times.

The larger challenge is ensuring that our geographically dispersed field salesforce stays connected and
continues to be productive in this challenging time. Like the corporate offices, our sales leaders have
adopted digital channels and set up daily virtual sales huddles to discuss leads and how they can help
advise customers in a virtual environment. We also organized special training programs to help the sales
teams up-skill and improve productivity.

| am sure this has a direct impact on fresh hiring. How do you think this has impacted the hiring trends?

While the current situation has created a lot of uncertainty for businesses, we generally take a careful and
considered approach to hiring and continue to do so.

This being a time of lockdown and social distancing, we are leveraging technology to replace face-to-face
interviews with virtual ones — this is something we were trialling even before the lockdown.

Do you think you'll be facing some challenges in the post-COVID situation to be back in the conventional
setup? What will they be like?

Nobody knows exactly what things will be like post-COVID19 so there will most likely be challenges as we
adjust to the “new normal”. We anticipate employees will have heightened anxiety and concerns about
travelling to work (especially via public transport) and as well as questions about how we will protect their
health and safety in the workplace. As employers, we need to be aware of these concerns and higher
levels of stress and anxiety and be ready to support our people as they transition back to work.

On a positive note, | think this situation has demonstrated the benefits of working from home (WFH) and
offering employees greater flexibility and going forward, new ways of working will emerge. Also, | believe
the connection that employees have established while working remotely has built new friendships and
will positively impact our working environment.
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Business revival post lockdown is a common theme across enterprises around the globe now. Samrat Das,
COO, PNB MetLife devised re-imagining businesses would define the new normal for the company and
the industry in turn.

Redefining customer value chain

Financial services organizations have embarked on the digital journey as a means of customer acquisition
and servicing. That has aided businesses like PNB MetLife reimagine the perception of digitization. “Earlier
it was more about digitalization, eliminating paper. Now, as social distancing comes into picture, the norm
is to carry on your digital journey but make it immersive and abide to new norms of the game.

Insurance as an industry has three parties involved in it: Customer, distributor, insurer. A three party
conversation with social distancing has to acknowledge the solicitation of the sale to happen and it to take
place digitally is the reimagined process all about, Das said.

Earlier all of these were quasi-digital, says Das. But now the plan for the team is to go fully online with it.

“We are also simplifying the whole process of claim intimation or a service request which otherwise was
more templatized. In today's pandemic situation, if you have to intimate a claim there is a standard
template to be filled up and then put on the details, signed and sent to us. With remote working, a
photograph through a WhatsApp message or an email is the only step needed. Rest will be taken care of
by us. This eliminates the delay of claims and customers are not deprived of their benefits,” he adds.

Disruption with analytics

Das explains the digital theme is divided as: Digitize, data and disrupt. He believes data and analytics is an
important tool in the way PNB MetLife grew its businesses. “There are a lot of enablers across our various
ecosystems of our sales and servicing journey to help us predict for decision making. We will continue to
accelerate this. In today's times, particularly, the intelligence on analytics gives us an unique opportunity
to adopt initiatives to make processes much simpler. Right now, it is more of a war room zone trying to
see what best can be leveraged around analytics to dovetail into a reimagined process to make it more
simpler, digitized and customer centric,” Das said.

One of the important things is to use analytics to predict a few things on underwriting. “We have data
from eKYC and data from income tax, CIBIL. We are trying to figure out a model to assess risk ahead of
time when a customer is virtually getting onboarded. It is in the early stages but this is how it will work in
the sales aspect. On the servicing part, we rely on an Al-based app called Khushi. One of the core
ingredients of Khushi is trying to use analytics to predict service requests. We have close to 100,000
downloads and it's a digital asset for us in the times of pandemic,” Das explained.

Khushi is an Al-driven app to initiate various customer service requests. Das says traditionally servicing is
usually viewed as a linear reactive mode, via portal or call center. “With Khushi, we wanted to make the
experience more immersive. We used Al to make it more proactive. For instance, you log in and want to
make a premium payment due next month. Khushi is intelligent enough to understand that your premium
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due next month is actually on a Saturday and the policy may lapse. Intelligence informs of the same hiccup.
It is a small nudge but a huge customer delight,” he said.

Das believes that these unprecedented times have led the company to rethink the way it operates. “This
challenge of a pandemic is more of an opportunity in driving digital stories and efficiency. A lot of changes
will happen in an accelerated fashion which otherwise would have moved in a particular rate of change,”
Das concludes.
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Ashish Kumar Srivastava joined PNB MetLife India Insurance Co. in 2013 but moved to Dubai in 2015 to
head HR for MetLife in the Middle-East region. In 2017, he returned to become the MD and CEO of PNB
MetLife. Srivastava talks about the new strategies that insurers will have to adopt in view of covid-19 and
what will change for the industry.

How is the ongoing covid-19 crisis expected to impact you in terms of persistency and new business?

| think both persistency and new business are equally important. We will have to see how persistency
evolves. The regulator has given grace time for people to pay their premiums and, therefore, we are all
extending the timeline. Companies that are more digital and are connected with their customers through
the lockdown and beyond will fare better. For new business, too, insurers who have a seamless on-
boarding journey will succeed. Right now we’re in a period which is beyond preparation so anticipating
everything may not be possible.

We started planning much before the lockdown was announced. We'd also started working from home
before the announcement so we were more equipped. We came up with an app for customer servicing
and in the last one and a half months, its usage has gone up by over 30%. | think this is a big reason for
customers to come back to us. A large part of our business comes from agents, but the tide is now shifting
a bit. Other channels, particularly bancassurance, are becoming important and online is picking up. So
there is definitely a change that is taking place in the industry.

Will it become difficult to channelize household savings into insurance products due to the impact of the
pandemic? Also, are you facing any surrender pressure due to the liquidity crunch that policyholders could
be facing?

Yes, there might be some impact on how people save. Earlier, we’ve already seen one shift from real
estate to financial products and we believe that people will now think more about saving. | know this is
an unfortunate situation, but the number of protection policies that we’re selling has gone up by a huge
amount. A lot of it also depends on customer needs. If a customer shows some intention, the agent tells
him that this is the time to invest in linked products because the market is down. Therefore, | think there
still is a segment, which is looking at unit-linked policies.

Having said this, term plans are becoming popular and there are some limited payment options in these,
so people will choose that if they want to pay for five or seven years and get a cover.

In terms of surrender pressure, | don’t see a worsening trend. We do have requests, but | don’t think it is
unnatural. We also have solutions for this problem. In case you need some cash, you can take a loan
against your insurance policy, something which a lot of companies do, while the policy continues. So you
still have the cover and you also have the money when you need it. We'll have to see how things shape
up if the present situation continues.

Term plan premiums are set to go up considerably with some companies already re-filing their products.
Why is that and by how much could the premiums go up?
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One of the primary reasons for this is the reinsurance companies resetting the rate, which has impacted
the entire industry. Our understanding is that term products are new to India in some sense, so the
experience so far, given that the rates are much lower than some of the developed countries, is that it
was reaching a point where resetting was the need. In terms of changes, it depends on how much each
company moves. We are still in discussions with the regulator right now, but my view is it will go up 20-
30%.

Having said this, | think these are products that insurers should be selling aggressively and they will
become more popular. In fact, insurers are coming up with various options within term plans. The
premiums will still be affordable for people to buy decent covers.

What will change for the industry post the lockdown and will a crisis of this scale push life insurers to
finally change the way they work?

Absolutely. From a customer point of view, we’ll have to look at product propositions, solutions and value-
added services for customers. We'll also have to become more nimble and agile while reaching out to
customers and getting things done. Data and digital will have to become the focus. There’s a saying: It’s
not the big that eat the small, it’s the fast that eat the slow and | think this is what we need to understand.
Most insurance companies are big, we have hundreds of systems supporting us, we have a big
infrastructure but going forward we’ll have to think differently.

One of the things all of us will have to look at is the fixed cost. For example, before the lockdown, | was
looking at expanding office space in Gurugram because we’ve got more people now but now, I’'ve changed
my mind. We're not going to take up any additional space post the lockdown. Instead, we’re asking 15-
20% of our employees to work from home. Many tech companies have been doing this for a while, but
for an insurance company like ours, the realization is setting in now.

We need to think differently and act differently now. There is research after research saying that face-to-
face interaction is a must for insurance business. But now, the definition of face-to-face interactions will
change as people get used to technology. Companies will then have to be available more on mobile
phones and other digital media.
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The Insurance Regulatory and Development Authority of India (Irdai) has allowed the recently merged
Punjab National Bank (PNB) to hold promoter stake in two life insurance companies — PNB Metlife and
Canara HSBC OBC Life Insurance.

After the merger of Oriental Bank of Commerce and United Bank of India with PNB on April 1, the Delhi-
based lender holds 30 per cent stake in PNB MetLife and 23 per cent in Canara HSBC OBC Life Insurance.

The insurance regulator has allowed PNB to keep its shareholding in both the insurance companies intact
for now. It has directed the bank to have board representation in one of the life insurance companies to
ensure there is no conflict of interest.

Banking sources say PNB is likely to have board representation in PNB MetLife. A decision on this will be
taken this week.

According to insurance regulations, a bank cannot promote more than one insurance company. The
mergers, however, have created a problem: Many of these banks are promoters of insurance firms.

Prior to the merger with PNB, Oriental Bank of Commerce held 23 per cent in Canara HSBC OBC Life
Insurance.

Similarly, Union Bank of India - which has absorbed Andhra Bank and Corporation Bank - has 25.1 per cent
stake in Star Union Dai-ichi Life Insurance, and 30 per cent stake in IndiaFirst Life Insurance.

It is believed that the regulator has also allowed the public sector lender to hold its promoter stake in
both the insurance companies with board representation in one of the companies.

According to the regulations, an entity can either be an investor or a promoter in an insurance firm. If an
entity holds more than 10 per cent stake in an insurance firm, it is a promoter. If the stake is less than 10
per cent, it is an investor.

The insurance regulator had earlier hinted at allowing the merged public sector banks to hold over 10 per
cent stake in multiple insurance companies, given they limit their promoter control to one entity and
remain an investor in others with no say in management decisions.

“It is not prohibited by regulation. But it is prohibited because there will be conflict of interest. We can
take care of this by allowing them not to participate in the decision-making,” Irdai chairman had said on
the sidelines of an Associated Chambers of Commerce and Industry of India event last year.

“If they give up seats on the board and do not take part in the decision-making process, they can still hold
stake in as many firms as they may want to,” he had said.
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Nipun Kaushal, chief marketing officer, PNB MetLife, says it is important for the industry to reach out to
customers regularly in these crucial times. He says the company kept customers totally informed on what
is happening and how they can reach out to them. He adds that content plays a very important role in

how you project to your customers and creating new processes, building new digital engagement tools
are going to be the focus in future. Watch full video below;
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On the job hunt? Please get in touch with your insurer.

Chances are that you will be among the 5,000 people five top insurers are seeking to add to their talent
pools in the June quarter. And they are equal-opportunity recruiters: Both life and general insurers
anticipate a business boom when the lockdown ends and are adding jobs when many others are shedding
them.

PNB MetLife Insurance is aiming to add 1,500 people for the quarter, while the number could rise to as
high as 3,000 this year, sources told ET. Canara HSBC Oriental Bank of Commerce Life Insurance is looking
to hire more than 1,000 people by June end to help cater to the customer footprint gained through the
merger of their banking sponsor parents.

Meanwhile, Tata AlG is looking to recruit nearly 1,000 people and its life insurance counterpart Tata AlA
Life has rolled out plans to employ 500 people this quarter. Reliance Nippon life insurance has already
added 300 people to its workforce in May, with plans to add 400 more in June, as these firms look to
capitalize on business opportunities emerging from the pandemic.

“Financial services, especially insurance, will continue to see heightened hiring activity as risks to life and
business become a real concern after the pandemic,” said Ajay Shah, Head - Recruitment Services,
Teamlease. “Another aspect is that a lot of insurers have access to a wider customer base due to mergers
at the parent level. This will also drive employment generation. A lot of hiring is happening in the feet-on-
the-street (sales), digital and bancassurance segments.”

State-run lender United Bank of India and Oriental Bank of Commerce were recently merged into Punjab
National Bank, which owns 30% in PNB MetLife. A similar amalgamation exercise has also expanded the
bancassurance network of Canara HSBC OBC Life, where the recently merged OBC was a promoter.

“PNB Metlife as a policy does not comment on market speculation” PNB MetLife said responding to ET’s
mailed query. “We believe as the merger takes place, the synergies of the amalgamation will come into

play.”
Mailed queries to Canara HSBC OBC Life, Tata AlA Life and Tata AlG remained unanswered.

The insurance industry employs more than 6 lakh people as direct employees. The number is much larger
when the contract manpower is included. With only 35% of the population at the end of FY2018 having
access to medical insurance, insurers believe that significant opportunities exist in the health-cover
segment.

Several of the recruiters are also ramping up their digital capabilities, creating employment opportunities
in the sector at a time when uncertainty due to job-losses and salary cuts dominates the business
landscape.

“The impact of the lockdown was pretty severe in the first week when about 80% of the sales disappeared
and half of the recollection were impacted because most companies were not geared with full digital
capabilities,” said Ashish Vohra, CEO, Reliance Nippon. “However, on a week-on-week basis, we have seen
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business improve. That tells us that there is an obvious demand on the customer side. People want to
safeguard their lives and investments...and therefore we are recruiting.”

Vohra added that the company was adding both in-house sales teams and an agency-driven sales force,
although additions to the latter cadre are delayed due to certification and qualification exams.
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PNB MetLife India Insurance Company Limited (PNB MetLife), one of the top 10 private life insurance
companies in India (Fiscal 2019, Source: CRISIL) has been present in India since 2001.

PNB MetlLife brings together the expertise of a leading global life insurance provider, MetLife, Inc., and
the credibility and reliability of PNB Bank, one of India’s oldest and leading nationalised banks. The vast
distribution reach of PNB Bank together with the global insurance expertise and product range of MetLife
makes PNB MetLife a strong and trusted insurance provider.

In these unprecedented and challenging times, PNB MetLife is determined to deliver the utmost value to
all its stakeholders. The Company has been focusing on employee safety, continuity of customer services,
and stakeholders whilst its running business. PNB MetLife already has a robust Business Continuity Plan
(BCP) in place and technology is the most critical aspect of it.

Guided by its purpose statement, PNB MetLife has put in a robust customer communication plan to drive
usage of its digital channels for any servicing request, with focus on downloading Al based customer
service app — khUshi. Modes of communication ranging from emails to website updates, push notifications
on customer service app and social media posts have been used extensively to build-up this
communication. The Company has set-up a dedicated customer care number and opened the online
channel to process claims.

In line with the regulator’s (IRDAI) announcement, all PNB MetLife policies offer cover for Covid-19 and
this has been proactively informed to the customers.

Product Mix

PNB MetLife understands the needs of its customers and offer products based on their needs. Through its
“circle of life” approach of developing need based solutions, the Company partners with its customers
through different stages of life; with products catering to financial needs of — Child Education, Family
Protection, Long Term Savings and Retirement. PNB MetLife’s comprehensive product portfolio comprises
of 17 Savings Products, 13 Protection Products, 5 pension products, and 8 optional riders

Focus on the region
Punjab and Haryana are growing markets for PNB MetLife.

- These two states are mostly driven by the bancassurance channels, which contribute 84% of NBP of the
total sales from the region.

- Punjab National Bank alone contributes 74%+ of NBP sales in these two states. As on 31st Mar 2020,
Punjab and Haryana together contributed ~12% of the New Business Premium and ~10% of the customers
hail from these two states. PNB MetLife has an employees strength of 1723 employees at the region


https://sakhtkhabar.wordpress.com/2020/05/21/pnb-metlifes-focus-on-the-northern-region/

Pnb MetlLife

Headline : PNB MetLife’s focus on the northern .
Domain : Newz New

region
Date : May 22, 2020 Journalist: CP Singh

https://www.newznew.com/pnb-metlifes-focus-on-the-northern-region/

PNB MetLife’s focus on the northern region: PNB MetLife India Insurance Company Limited (PNB MetLife),
one of the top 10 private life insurance companies in India (Fiscal 2019, Source: CRISIL) has been present
in India since 2001.

PNB MetlLife brings together the expertise of a leading global life insurance provider, MetlLife, Inc., and
the credibility and reliability of PNB Bank, one of India’s oldest and leading nationalised banks. The vast
distribution reach of PNB Bank together with the global insurance expertise and product range of MetLife
makes PNB MetLife a strong and trusted insurance provider.

In these unprecedented and challenging times, PNB MetLife is determined to deliver the utmost value to
all its stakeholders. The Company has been focusing on employee safety, continuity of customer services,
and stakeholders whilst its running business. PNB MetLife already has a robust Business Continuity Plan
(BCP) in place and technology is the most critical aspect of it.

Guided by its purpose statement, PNB MetLife has put in a robust customer communication plan to drive
usage of its digital channels for any servicing request, with focus on downloading Al based customer
service app — khUshi. Modes of communication ranging from emails to website updates, push notifications
on customer service app and social media posts have been used extensively to build-up this
communication. The Company has set-up a dedicated customer care number and opened the online
channel to process claims.

In line with the regulator’s (IRDAI) announcement, all PNB MetLife policies offer cover for Covid-19 and
this has been proactively informed to the customers.

Product Mix

PNB MetLife understands the needs of its customers and offer products based on their needs. Through its
“circle of life” approach of developing need based solutions, the Company partners with its customers
through different stages of life; with products catering to financial needs of — Child Education, Family
Protection, Long Term Savings and Retirement. PNB MetLife’s comprehensive product portfolio comprises
of 17 Savings Products, 13 Protection Products, 5 pension products, and 8 optional riders

Focus on the region
Punjab and Haryana are growing markets for PNB MetLife.

These two states are mostly driven by the bancassurance channels, which contribute 84% of NBP of the
total sales from the region.

Punjab National Bank alone contributes 74%+ of NBP sales in these two states. As on 31st Mar 2020,
Punjab and Haryana together contributed ~12% of the New Business Premium and ~10% of the customers
hail from these two states. PNB MetLife has an employees strength of 1723 employees at the region


https://www.newznew.com/pnb-metlifes-focus-on-the-northern-region/

Pnb MetlLife

Headline : PNB MetLife’s focus on the northern . . .
Domain : Chandigarh City News

region
Date : May 21, 2020 Journalist: ANU SHARMA

https://www.chandigarhcitynews.com/pnb-metlifes-focus-on-the-northern-region/

PNB MetLife’s focus on the northern region: PNB MetLife India Insurance Company Limited (PNB MetLife),
one of the top 10 private life insurance companies in India (Fiscal 2019, Source: CRISIL) has been present
in India since 2001.

PNB MetlLife brings together the expertise of a leading global life insurance provider, MetlLife, Inc., and
the credibility and reliability of PNB Bank, one of India’s oldest and leading nationalised banks. The vast
distribution reach of PNB Bank together with the global insurance expertise and product range of MetLife
makes PNB MetLife a strong and trusted insurance provider.

In these unprecedented and challenging times, PNB MetLife is determined to deliver the utmost value to
all its stakeholders. The Company has been focusing on employee safety, continuity of customer services,
and stakeholders whilst its running business. PNB MetLife already has a robust Business Continuity Plan
(BCP) in place and technology is the most critical aspect of it.

Guided by its purpose statement, PNB MetLife has put in a robust customer communication plan to drive
usage of its digital channels for any servicing request, with focus on downloading Al based customer
service app — khUshi. Modes of communication ranging from emails to website updates, push notifications
on customer service app and social media posts have been used extensively to build-up this
communication. The Company has set-up a dedicated customer care number and opened the online
channel to process claims.

In line with the regulator’s (IRDAI) announcement, all PNB MetLife policies offer cover for Covid-19 and
this has been proactively informed to the customers.

Product Mix

PNB MetLife understands the needs of its customers and offer products based on their needs. Through its
“circle of life” approach of developing need based solutions, the Company partners with its customers
through different stages of life; with products catering to financial needs of — Child Education, Family
Protection, Long Term Savings and Retirement. PNB MetLife’s comprehensive product portfolio comprises
of 17 Savings Products, 13 Protection Products, 5 pension products, and 8 optional riders

Focus on the region
Punjab and Haryana are growing markets for PNB MetLife.

These two states are mostly driven by the bancassurance channels, which contribute 84% of NBP of the
total sales from the region.

Punjab National Bank alone contributes 74%+ of NBP sales in these two states. As on 31st Mar 2020,
Punjab and Haryana together contributed ~12% of the New Business Premium and ~10% of the customers
hail from these two states. PNB MetLife has an employees strength of 1723 employees at the region
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PNB MetLife’s focus on the northern region: PNB MetLife India Insurance Company Limited (PNB MetLife),
one of the top 10 private life insurance companies in India (Fiscal 2019, Source: CRISIL) has been present
in India since 2001.

PNB MetlLife brings together the expertise of a leading global life insurance provider, MetlLife, Inc., and
the credibility and reliability of PNB Bank, one of India’s oldest and leading nationalised banks. The vast
distribution reach of PNB Bank together with the global insurance expertise and product range of MetLife
makes PNB MetLife a strong and trusted insurance provider.

In these unprecedented and challenging times, PNB MetLife is determined to deliver the utmost value to
all its stakeholders. The Company has been focusing on employee safety, continuity of customer services,
and stakeholders whilst its running business. PNB MetLife already has a robust Business Continuity Plan
(BCP) in place and technology is the most critical aspect of it.

Guided by its purpose statement, PNB MetLife has put in a robust customer communication plan to drive
usage of its digital channels for any servicing request, with focus on downloading Al based customer
service app — khUshi. Modes of communication ranging from emails to website updates, push notifications
on customer service app and social media posts have been used extensively to build-up this
communication. The Company has set-up a dedicated customer care number and opened the online
channel to process claims.

In line with the regulator’s (IRDAI) announcement, all PNB MetLife policies offer cover for Covid-19 and
this has been proactively informed to the customers.

Product Mix

PNB MetLife understands the needs of its customers and offer products based on their needs. Through its
“circle of life” approach of developing need based solutions, the Company partners with its customers
through different stages of life; with products catering to financial needs of — Child Education, Family
Protection, Long Term Savings and Retirement. PNB MetLife’s comprehensive product portfolio comprises
of 17 Savings Products, 13 Protection Products, 5 pension products, and 8 optional riders

Focus on the region
Punjab and Haryana are growing markets for PNB MetLife.

These two states are mostly driven by the bancassurance channels, which contribute 84% of NBP of the
total sales from the region.

Punjab National Bank alone contributes 74%+ of NBP sales in these two states. As on 31st Mar 2020,
Punjab and Haryana together contributed ~12% of the New Business Premium and ~10% of the customers
hail from these two states. PNB MetLife has an employees strength of 1723 employees at the region
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PNB MetLife India Insurance Company Limited (PNB MetLife), one of the top 10 private life insurance
companies in India (Fiscal 2019, Source: CRISIL) has been present in India since 2001.

PNB MetlLife brings together the expertise of a leading global life insurance provider, MetLife, Inc., and
the credibility and reliability of PNB Bank, one of India's oldest and leading nationalised banks. The vast
distribution reach of PNB Bank together with the global insurance expertise and product range of MetLife
makes PNB MetLife a strong and trusted insurance provider.

In these unprecedented and challenging times, PNB MetLife is determined to deliver the utmost value to
all its stakeholders. The Company has been focusing on employee safety, continuity of customer services,
and stakeholders whilst its running business. PNB MetLife already has a robust Business Continuity Plan
(BCP) in place and technology is the most critical aspect of it.

Guided by its purpose statement, PNB MetLife has put in a robust customer communication plan to drive
usage of its digital channels for any servicing request, with focus on downloading Al based customer
service app - khUshi. Modes of communication ranging from emails to website updates, push notifications
on customer service app and social media posts have been used extensively to build-up this
communication. The Company has set-up a dedicated customer care number and opened the online
channel to process claims.

In line with the regulator's (IRDAI) announcement, all PNB MetLife policies offer cover for Covid-19 and
this has been proactively informed to the customers.


http://121newsonlines.blogspot.com/2020/05/pnb-metlifes-focus-on-northern-region.html

Pnb MetlLife

Headlinezmﬁmﬁmmaﬁw

ﬂ Domain : Wishavwarta

Date : May 21, 2020 Journalist:

https://wishavwarta.in/?p=75860

YR & 2 10 A5l Sita i1 Hufal § Q te (fherd 2019 FNd: ool dioad Acars®w sfean
TRY Hu e s (dieel Aeasw 2001 9 HRA B HNG 7

HUTe Aedrs & A1y 3 g6 Ue 3pult 3fye Siiam i uerar Acag® §& SR HRd & 999 /A
3R syt Itapd St 7 § T dieae 3% @t fasyeiaar oiR wre g1ivd gt 71 duet ot afys
faaRuT fa=wzar iR Iare 9oft & WY-A1Y Aeag® & fFwnd o uge died Aeass & e
A R fa=1a U5 VeI ST 8 |

A YYD 3R GO T & feel Aeamzg® = 30 Tft fedure! &) siffan qeg ueH
TR BT €¢ Yohed Fdd (b1 g1 HUAT HHART Y& T Jareff B FRaRar iR s9F Ia
I & o FFAURS! R e Higd B gt & | Tud Hearg® d ugd ¥ & Udh Aoigd foaomy
HEGLT T (ST § SR CoaTon ST 9oy Heayul Uge g |

3 IR I YN gIpx UiTa Aearsth 3 T3S SMUTRd UTed JdT VU — SIS0 B UR & higd
B P 1Y fort ot IR ey & forg arom fEfSted o=@l &1 SUaT %A & folt Ue Holgd e
TR IS 915 § | SHA J AhR JaUT3C 3USC db HIeHR a9 U0 IR Y- Aifeftheem ik aerd
HfEar URe &1 ST 98 T a1 71 § 1 ST 3 U JHUT HieriR HIR FoR [T fbar g 3R
2141 1 WY B P oY 3iTels 9-d Wi @ g |

e (SMEIRIITSHTE B GV & 3y Yus! Aears®h &t Gt uifaiia Hifds -19 & fau dar
TEH BT § SR 39 IR T 5! o1 (aftd ©u 9 gfd fear T g |

Trede ey

g HedsWh U TEHh! o1 SRexdl &l THSIAT § 3R 3! SRexdl & 3MYR IR IATG] 1 D
HIAT & | TG MYTRT T D1 [ABRIT B B U Ffhd 3HTh A’ T b AIeHH
HUHT 3T UTEh! & 1Y St & e TRUT & H1e0H ¥ ISR Hall & | HU- Aeh| &bl JaH Ay
TS AT B1 gfef & fore Misae Iuaisl HRId 8



https://wishavwarta.in/?p=75860

