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Currently, insurance providers who are not equipped with digital channels, are facing 
severe issues while selling their products and providing services to their existing customers. 
Processes like customer onboarding and claims processing, in the insurance industry, have 
been largely manual and time-consuming. A typical insurance customer goes through 
many broken processes filled with numerous manual interventions and spends days before 
getting a policy. 

Subsequently,  during claims processing, once a claims process is submitted, multiple 
partners work together to complete the process. Insurers have realized the need for digital 
and secured onboarding systems, that reduce the number of physical interruptions for 
policy creation and provide seamless customer experience. As intelligent automation and 
digitalization are being increasingly being adopted, the integration of the insurance value 
chain will become an essential part to drive insurers’ business.
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Zensar, with its broad experience in Artificial Intelligence, Automation and 
Machine Learning, helps enterprises in digitalizing customer onboarding 
process by augmenting their existing channels.

Zensar aims to digitalize the customer onboarding process by providing 
ML-based personalized recommendations and enhance customer 
engagement by providing AI-powered bot to solve customer queries instantly. 
For policies that the customer is interested in, risk assessment, quote 
generation and document submission are digitalized and automated with the 
help of AI-ML based automation tools.

Our partner onboarding solution brings all the partners, who currently work in 
silos to complete the process, on a single digital platform to streamline 
connection, configuration and execution of transactions within a partner 
ecosystem. 

Introducing Zensar’s 
customer-centric digital 
onboarding platform

Key 
Functionalities

Risk Assessment and 
Quote Generation

Partnership Relationship 
Management

Digital Customer 
Onboarding



1.Risk Assessment and Quote Generation
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Key Offerings:

The current onboarding system lacks personalized recommendation, online risk 
modelling/assessment tool and other digital channels of engagement, which disrupts 
customer experience. It can be minimized by digitalizing the risk assessment and quote 
generation with the help of our automation tools that have the following salient 
features:

Risk modelling and assessment
Quote generation
Self-service assistance using a bot
Rule-based process automation and underwriting and policy issuance
Personalized and targeted offerings, product displays, top benefits for customers
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2. Digital Customer Onboarding
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Key Offerings:
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Insurers can now increase customer loyalty by saving on customer onboarding time and 
providing personalized recommendations using our AI-ML based digital platform that 
has the below salient features:

Portfolio risk assessment
Online document submission and authentication
Customer validity check
Digitally enabled policy construction and issuance
AR-based property marker, as a check against fraudulent claims in the future
App and web interface for viewing policy details
Payment reminders and billing services
Payment gateway expansion



3. Partnership Relationship Management
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Key Offerings:
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Insurers can now bring all the partners - agents, claims processor, adjusters, assessors, 
contractors and underwriters – on to a single platform and integrate the whole journey 
of the claims process. The current challenges faced by insurers, such as difficulty in 
confirming potential client’s product quality and verifying partner identity, can be 
addressed by augmenting their existing channels with our platform which has following 
key features:

Authority-validated decentralized identities
Key data validation on request
Blockchain recording of user validation
Capability to validate authority verification of user shared information
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Partner Onboarding Journey

Third party agent applies for 
securing a contract with an 
insurance company using 

onboarding platform

Third party agent uploads 
documents mentioning his/her 
expertise and other required 

information

Insurance company 
validates all the required 

documents

Application Documents Digital assessment 
and Validation

Policy holder is able to check the 
status of claim on app

After assessment of all the 
documents, the third-party agent is 
onboarded in the claims adjustors 

network, based on his/her 
expertise, for the particular 

company
Real-time 

status check

Onboarding
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After matching the skillset, thclaim 
adjustor is assigned to the 
particular claims request

Assigning claims 
adjustor Insurance company receives a 

request for claims process and 
matches claim type with the 

claims adjustors skillset

Claims request



Page 08  |  Digital Claims Servicing Platform

Key Differentiators
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Zensar’s digital onboarding platform provides seamless customer and partner 
experience and increases customer loyalty. It also has these unique features:

Vehicle-Telematics based UBI: A solution that helps assess and score the driver 
behavior based on Deep Learning Architecture, to help Insurers with risk profiling of 
their customer and set customized premiums accordingly.

Document management: An end-to-end document management solution through 
which the policyholder can gain hassle-free access to key documents required for 
verification. This helps reduce the time for the document verification process, which is a 
major bottleneck currently.

AR property marker: An accelerator that helps map customer, property and policy, 
acting as a check against fraudulent claims in the future by enabling the first-level 
authentication for damaged or destroyed property. 



With new norms for person-person interaction due to the pandemic, insurers have 
realized the need to adopt digital and automation techniques across different 
touchpoints in the value chain. Discovery, advice and quotation, customer onboarding, 
and policy creation are currently operating in silos in the customer journey. By 
digitalizing the customer onboarding, automating the advice and quotation, and 
augmenting policy creation with AI-ML and big data, the whole journey till policy 
creation can be integrated into one stage. Zensar has also developed other offerings 
targeting claims processing and contact center management, thus covering the entire 
insurance value chain to help insurers operate efficiently and effectively.

Digital Contact Center: A complete digitalized omnichannel platform augmenting 
the capacity of agents to handle a large number of calls and providing seamless 
customer experience 24*7 across multiple platforms. 

Digital Claims servicing platform: AI-enabled self-service mobile platforms 
embedded with a bot providing a digital interface to file claims and to know real-time 
status along with 24*7 assistance.

Zensar’s package of digital 
solutions spanning the 
insurance value chain
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Zensar is committed to standing by our customers during this unprecedented time. We 
are investing in making ourselves more robust, and our service offerings more relevant 
to you, in your time of need. We are here to listen to your challenges and present 
solutions that you can implement today to prepare for the future.

Dhiman Ray
AVP and Head,
Digital Transformation

dhiman.ray@zensar.com

Vishal Verma
Sub-Function Head,
Digital Practice and 
Integrated Solutions

vishal.verma@zensar.com

Biswajit Barua
Product Manager, 
Insurance and Digital 
Contact Centre

biswajit.barua@zensar.com

Talk to our P&C 
Insurance experts today! 



Zensar is a leading digital solutions and technology services company that 
specializes in partnering with global organizations across industries on their Digital 
Transformation journey. A technology partner of choice, backed by a strong track 
record of innovation, credible investment in Digital solutions; and unwavering 
commitment to client success. Zensar’s comprehensive range of digital and 
technology services and solutions enables its clients to achieve new thresholds of 
business performance. Zensar, with its experience in delivering excellence and 
superior client satisfaction through myriad of technology solutions, is uniquely 
positioned to help its clients surpass challenges they face running their existing 
business most efficiently, helping in their legacy transformation, and planning for 
business expansion and growth through innovative and digital ways. 

For more information on Zensar, please contact:
Covid19support@zensar.com | www.zensar.com 

Corporate Headquarters: Pune, India
Global Offices: US | UK | Europe | South Africa 

About Zensar


