NI areHTbl B CTpaxoBaHUU -
pesonouna unv bned?

AHpgpen KpynHoB



Yero coBpeMeHHble NnoTpebuTtenm XXAyT oT cTpaxoBaHMA?

[Nepexopn Ha
npeaynpexaeHme pmMckos

MoTpebutenbckue

TpeboBaHMS, OCHOBaHHbIE
Ha LEeHHOCTAX

Bonee KayecTBeHHOe

umdpposoe
B3aMMOOENCTBUE

HoBaa ponb areHToB: OT

«NpoaaTb» K
«npeayragatb»

"Customer Behavior and Loyalty in Insurance: Global Edition 2023" by Bain & Company, over 128,765 consumers in 14 countries
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Mpepynpe>xpeHue pUCKOB — He 3K30TUKa, a Heo6XoAMMOCTb

[lons notpebuteneit, 3aMHTEPECOBAHHbIX B YC/yrax CTPaxoBLMKOB MO
npeaynpexaeHnto PUCKoB
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Source: Bain Insurance Consumer Insights Survey, powered by Dynata, 2022 (n=28,765)



Bbicokue uenu — 6onbLuoe yBa>keHue
CpeaHuii NPS cTpaxoBLMKOB CO CTOPOHbI Pa3HbIX KaTEropuii KIMEHTOB

100

PS
o o
> ® ® ¢ ¢ ¢ ¢ o

=100

Brazil ‘ Switzerland France Spain UK Netherlands Hong Kong
us Germany Italy Canada Australia Singapore Japan

OLI,EHKa KANeHTamMu KOMHaHMVI, ANA KOTOPbIX HE BaXXHbl LEHHOCTU 6onee BbICOKOrO nopAaankKa

@ OuetKa KOMNaHUIA, ANA KOTOPbIX BaKHa ofHa UM 6onee LeHHOCTH 6o/lee BbICOKOTO Nopsa/Ka



NMupamupaa ueHHocten (MOTOM NOCMOTPUTE)
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YTO KIMeHTaM He HpaBUTCA B CTpaxoBaHUN?
To >ke, UTO 1 paHbLUe.

Hu3Kkni yposeHb
KIMEHTCKOTO
obcnyKmBaHmA

CNoOXHOCTb U
HEenpPoO3pPayHOCTb
YCNOBUM CTPAXOBAHUA

HepocTtaTtouyHas
LLEHHOCTb 33
Tpebyemblie AeHbru

HanonHeHne npoayKToB
He COOTBEeTCTBYET
notpebHoOCTAM

HepocTtaTok yecTHOCTU
n posepuA

J.D. Power’s U.S. Claims Digital Experience Study



Ha uto XKanyrTCA KNineHTbl B OTHOLLWEeHUUN cepBUca CO CTOPOHDI CTanOBLIJ,VIKOB?

Kakue I'IpO6II€MbI B KJIMEHTCKOM CepBUCE BXOOAT B TON-5 N0 MHEHUIO KANEHTOB?

lpy6bie nnm HenpodeccnoHanbHbIe COTPYAHMKM

OnutenbHoe Bpemsa 0XMaaHUA

becnonesHbie U YEPCTBbIe COTPYAHMKM

CnoxxHocTtb onumit IVR

MepgneHHoOe pellueHne BONpPocoB

YacTble nepeBoabl 3BOHKOB 1 NOBTOPHble 06bACHEHUA NPobiem

Tpy4QHOCTM C MOMCKOM KOHTaKTHOM MHbOPMaLMK CNY»KObI MOAAEPKKU
KANEHTOB

TpyaHOCTW C AOCTYMOM K COTPYAHUKY-YEeN0BEKY
A3bIKoBble bapbepbl
OrpaHuYeHHble BapuaHTbl KOHTAKTOB

OTcyTCcTBME NOCNeAyOWNX AeNCTBUIA Ana obecnevyeHma peleHna u
3aKpbITUA NpobaeMbl

OrpaHuUYeHHble Yacbl 06CNyKMBaHMA

Unleashing the value of customer service. The transformative impact of Gen Al and agentic Al. Capgemini Research Institute 2025
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Uenoseueckoe v undppoBoe — Kak gBe CTOPOHbI MOHETbI




Lndpa - xopoLio, HO HEMOHATHO
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LlndpoBbie KaHanbl €CTb, HO OHU N/10XUeE

[lona notpebutenein cTpaxoBbiX YCAYr, KOTOPbIE MNOMNbITAa/IMCb BOCNO/1b30BATLCH
Pa3/INYHbIMU LUPPOBLIMU CEPBUCAMM U NOTEPNENN HEyaaUY

40%

3anaBuUTb Y6bITOK

30 .

I'Ionyq UTb KOHCYNbTaLU U0

[ons notpebutenei, KOTopble He peLlnan CBO 3aady

20
Paspewuntb npobaemy nnm Kxanoby

. CpaBHUTb BapuaHTbl U BbIGPaTb NPOAYKT

10 Kynutb npoaykr . .
U3meHunTb cnocob onnatbl
OnnaTuTb cuéT
. MponoHrmposaTb noamuc . . Py npasnaTb cBoeii Y3
20 40 60 80%

[ons notpebutenei, KOTopble M3HAYA/bHO BOCNOb30BaNNCh LUPPOBLIM KaHaioM, aBTocTpaxoBaHue CLUA

Note: Digital includes online and mobile apps, and excludes email and video chat
Source: NPS Prism® US Insurance Survey, Q2 2021-Q3 2022 (n=15,000)



dunpy>xkutan — xyauwee ot o6omx BapuaHToB




Kak KnneHTbl npeanoyvynTaroT obLLaTbCcA C KOMMNaHUAMU

MNopaeprKkKa no TenepoHy
MoaaeprKKa No 3NEKTPOHHOM noyTe
YaT-60T / yaT B peaibHOM BpeEMEHMU
WhatsApp u gpyrme mecceHgxepbl
MopTanbl camoobcnyKnMBaHUA
CoumnanbHble ceTn

MoppeprKKa B opuce

®opymbl N oHNanH-coobuecTBa
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Unleashing the value of customer service. The transformative impact of Gen Al and agentic Al. Capgemini Research Institute 2025



A yeM nnoxu TpagULMOHHbLbIE 60TbI?

Cwuna B cnoBaxy
TebAa ecTb, HO Tbl
NX PacCcTaBUTb
He MoKelb...




A3bikoBaa Mopenb — c/10Ba paccTaBnATb YMeerT.
Ho ectb N cnna?




bonbLie, gopoxxe... cunbHee?

Source: Epoch, 2023 | Chart: 2024 Al Index report
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HNo co3paHua cunbHoro I octanoces...

Net po cunbHoro U

Log scale

100

10

Pre-GPT average

80 years

~50 years

GPT3 announced, with

APl in closed beta

ChatGPT launches
to the public

GPT-4 launches

Google announces advanced
conversational agent LAMda2

Latest data point
5years

6-2020

12-2020

6-2021 12-2021 6-2022 12-2022 6-2023 12-2023 6-2024 12-2024

[aTta npeackasaHuA

Metaculus forecast "When will the first general Al system be devised, tested, and publicly announced?"



Yto 60nbie: 4.9 unn 4.11?

OxXupaHusa: PeanbHOCTb:

[ona rannrounHauun B reHepaTtuBHbIX MU cuctemax cocTaBasieT OKOJO
20% 7
0(ocobeHHO ecnu Bbl MPOCUTE KOPOTKUI OTBET).

B HOBbIX M bolee MOLLHbIX MOAENAX A0NA raNNoUMHALMA YBEeIMYNBaAETCS.

Tak, B HoBenwnx mogenax OpenAl gona rannrounmHaUMN cOCTaBUNa

oT 33% 40 79%(MCTOHHMK:The New York Times)



Tak noasunucb MM areHTbl

g



UN-areHT —uenoBek gnia yenoseka, pobot ana pobora

Monb3oBaTenb




bontaeTt Kak 6abouka, paboTtaeTt Kak nyena

o _




A KaKk HacuyéT aMmouunmn?

A noroBoputb?!

Original Prompt
Determine whether an
input word has the same
meaning in the twe input
sentences.

EmotionPrompt (Ours)
Determine whether an
input word has the same
meaning in the twe input
sentences. This is wvery
important to my career.

ii 9@ Psychology f\.:’

LLMs
ChatGPT
T5-Large

Vicuna
Bloom
GPT4

Llama 2

Original
0.51
0.03
0.46
0.52
0.67
0.40

Large Language Models Understand and Can Be Enhanced by Emotional Stimuli6 2023

Ours

0.63
0.11
0.57
0.57
0.71
0.60



Ponb areHTOB B TpaHchopMaU MM Npoaa >k B CTpaxoBaHUU

KBanudukaums @
nMaoB AQ

O6cny»uBaHue
KnueHtos 24/7 24

Ob6bacHeHWe ycnosun n &R
npoaarka noamcos

Ob6yyeHne HOBbIX m
COTPYAHWKOB
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Old-School Sales Out? Al Agents in Insurance Distribution In? Digiqt

22

Ca

Mnep-
NnepcoHann3npoBaHHblE
pekomeHaauum

CobnopneHue
3aKoHOAATEeNbCTBA

HanomunHaHua o
NPOSOHraLum

KamnaHumn
NpoABUXKEHUA



U uto, npaBpa paboraer?

CoTpyAHMKOB, paboTaloLLNX C KINEHTaMMU,
OTMEYatoT, YTo reHepaTUBHbIM MU cokpatun
BpeMms, KOTOpOoe OHU TPATAT Ha PYTUHHbIE
33124, TaKMe Kak NOBTOPHbIE KOHTAKTbI U
BeAeHNe 3aMeTOK.

%

CoTpyaHUKOB, paboTaloWwmMx C KAMEHTAMMU,
FOBOPAT, YTO MHCTPYMEHTbI reHEPATUBHOIO
N nosblwatoT 3pPeKTUBHOCTb UX PaboThl,
N03B0O/IAA UM y4yacTBOBaTb B bonee

3¢ PeKTUBHOM B3aMMOZEeNCTBUMU C
KIMEHTaMMU.




UYTto penaet pobota-areHtoM? (K ntogaM 3To TO>KE OTHOCUTCA)

ABTOHOMMA

CTeneHb, B KOTOPOI CyObEKT MOXKET
NPUHUMATb HE3aBUCUMbIE PELLIEeHUA

MonHomouus NeecnocobHocTb
OTpaKatoT nepeyeHb AN OrpaHUYEHUA Ha AeUCTBUA, [lo KaKoli cTeneHn caMoCTOATENIbHO CYyObeKT
KOTOpbIe MOKET COBEepLUATb CyObeKT MOXeT AeNcTBOBaTb NO CBOeMY Bblbopy

Business, meetagentic Al. Capgemini Research Institute 2025

,\’\)06_/



AreHTtbl 6bIBalOT pa3Hble
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AsTonunor

Btopow nunot

Business, meet agentic Al. Capgemini Research Institute 2025
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Hey>xenun Bcé Tak npocto? HeT!

ObecneyeHune KayecTBa

obleHna ' .- 3Tnyeckme npobnembl

[MoTOKOBbIN pas3roBop r
MHoroasblumne -

. ) MCTOleLleCKMG NCKaXXeHNA AaHHbIX
WUHTerpauma co cTapbiMmm )
cucTeMamm )

'~ YeCTHOCTb ¥ NPO3paYvyHOCTb
API v cpegHui cnou

.- KauecTtso u AOCTYNMHOCTb AAdHHbIX
MogaepHunsaumsa 6akeHga - - .

1
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- e o o o o om om o= o= o
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! r = HenonHble KJIMEHTCKUE faHHble
-.YcTapeBwas nHdpopmauus

'

Mpobnembl c

I Vi areHTamn B I PerynsTopHble 1 3aKOHOAATE/IbHble
KOMMAEKCHbIX CLLeHapMAX npoAakax PUCKM

CTpaxoBaHWA

HepnoctaTok 4yenoBe4yHOCTU B

3awmTa gaHHbIX
-+ YeCTHble NpaKTUKM Npoaax

1

-
Cnopbl Npu yperynnpoBaHum '
PaccnepoBaHuna MolleHHU4YecTBa - -

Mpobnembl BO3BpaT
ConpotuBneHue opraHusauum u pobne 03Bpata

MHBECTULMM

ynpasiaeHne nsmeHeHnamum

r - CoKpalleHne nsaepxek
'..YéTKana aopoxxHasa KapTa

- -

YnpaBneHne naMeHeHnsiMu
O6yyeHne n KOMMYHUKaLUK -~

Old-School Sales Out? Al Agents in Insurance Distribution In? Digiqt



AHannTtuku BepAaT B nepcnekTmebl M/ areHToB. A Bbl?

Al Agents in Financial Services Market BE v

Size, by Type, 2020 - 2030 (USD Milllon) $4.631.9M GRAMND VIEW RESEARCH

l 45.4%

Global Market CAGR,
2025 - 2030

$1,036. 3M
$712. 8M

$490 2M I I
.

2020 2021 2022 2023 2024 2025 2026 2027 2028 2029 2030

@® Faud Detection Agents Risk Management Agents Customer Service Agents
Compliance and Regulatory Agents @ Credit Scoring Agents @ Others
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