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Agenda
• Overview (45 mins)

by Son Tran (Sonny), Chief Information Technology Officer, Prudential VN

• Data/AI in focus (60 mins)
By Le Nguyen Hung Edward, Head of IT Governance and Data Practice, Prudential VN

• AI in focus (60 mins) 
by NamiTech, an AI voice solution provider backed by FPT Corporation



❑ Introduction

❑ Industry value chain for customers and agency distribution

❑Technology role shift to enable the business strategic priorities

❑CITO Investment focus in the next 5 years

Overview (45 mins)
by Son Tran (Sonny), Chief Information Technology 
Officer, Prudential VN



A typical Customer Journey before 2020



An outside-in view of the value chain

1. Research 2. Engage 3. Purchase 4. Serve 5. Claim 6. Advocate

1. Inquiry general information

2. Registration

1. Submission

4. Customer onboarding 

2. Quotation

2. Processing

3. Issuing

1. Information inquiry 1. Retention

2. Health & Wellness2. Submit request

3. Processing

5. Communication

4. Payment

1. Recruit 2. Onboard 3. Train 4. Sell 5. Manage 6. Serve

1. Candidate onboarding 1. Agent Onboarding

2. Interview

1. Training course enrollment

2. Learning management

1. Lead management
1. Sale performance 
management

2. Manpower management

3. Selection & Hire

2. Agency Activity management

3. Sale submission

4. Policy Issuing

2. Retention

1. Customer relationship 
management 

2. Qualification

3. Payment

4. Communication



An inside-out view of a TechOps factory

source: Neutrinos



An inside out view of a TechOps factory

source: Neutrinos



The technology convergence towards
customer experience and distribution touchpoints

• What have been converged?

• What are diverged?

Opportunities ?



Opportunities
• Generative AI has many applications for the insurance industry, such as:

• Product design and innovation: Generative AI can help insurers create new products and services that meet the needs and preferences of their customers. For example, 
generative AI can generate personalized insurance plans, policies, and quotes based on the customer’s profile, behavior, and risk factors12.

• Marketing and distribution: Generative AI can help insurers reach and engage their customers through various channels and platforms. For example, generative AI can 
generate catchy slogans, headlines, and ads for insurance products2. It can also create chatbots and virtual assistants that can answer customer inquiries, provide 
recommendations, and sell policies in real-time12.

• Pricing and underwriting: Generative AI can help insurers improve their pricing and underwriting processes by using data-driven models and algorithms. For example, 
generative AI can analyze historical and current data to predict future claims, losses, and risks12. It can also generate fair and accurate premiums and rates based on the 
customer’s characteristics and behavior12.

• Claims and operations: Generative AI can help insurers streamline their claims and operations processes by automating tasks and reducing errors. For example, generative AI 
can generate claims forms, reports, and documents based on the customer’s input and evidence12. It can also verify claims, detect fraud, and process payments faster and more 
efficiently12.

• Governance: Generative AI can help insurers comply with regulations and standards by generating audit trails, reports, and documentation. For example, generative AI can 
generate explanations for how it arrived at its decisions and outputs12. It can also monitor and flag any potential issues or violations in its processes12.

• As you can see, generative AI has the potential to transform the insurance industry by creating new opportunities and efficiencies for insurers. However, generative AI also 
comes with some challenges and risks, such as ethical, legal, social, and technical issues. Therefore, insurers need to be careful and responsible when using generative AI in 
their business.

• I hope this answer was helpful. If you want to learn more about generative AI and its impact on the insurance industry, you can check out these sources:

• Reinventing Insurance With Generative AI - Oliver Wyman

• The era of generative AI: Driving transformation in insurance - Microsoft Industry Blogs

• How insurers can leverage the power of generative AI

• Impact of Generative AI on Insurance Industry - Medium

https://www.oliverwyman.com/our-expertise/insights/2023/apr/reinventing-insurance-with-generative-artificial-intelligence.html
https://www.oliverwyman.com/our-expertise/insights/2023/apr/reinventing-insurance-with-generative-artificial-intelligence.html
https://www.microsoft.com/en-us/industry/blog/financial-services/2023/06/06/the-era-of-generative-ai-driving-transformation-in-insurance/
https://www.microsoft.com/en-us/industry/blog/financial-services/2023/06/06/the-era-of-generative-ai-driving-transformation-in-insurance/
https://www.microsoft.com/en-us/industry/blog/financial-services/2023/06/06/the-era-of-generative-ai-driving-transformation-in-insurance/
https://www.oliverwyman.com/our-expertise/insights/2023/apr/reinventing-insurance-with-generative-artificial-intelligence.html
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https://www.microsoft.com/en-us/industry/blog/financial-services/2023/06/06/the-era-of-generative-ai-driving-transformation-in-insurance/
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https://www.oliverwyman.com/our-expertise/insights/2023/apr/reinventing-insurance-with-generative-artificial-intelligence.html
https://www.microsoft.com/en-us/industry/blog/financial-services/2023/06/06/the-era-of-generative-ai-driving-transformation-in-insurance/
https://www.oliverwyman.com/our-expertise/insights/2023/apr/reinventing-insurance-with-generative-artificial-intelligence.html
https://www.oliverwyman.com/our-expertise/insights/2023/apr/reinventing-insurance-with-generative-artificial-intelligence.html
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https://www.oliverwyman.com/our-expertise/insights/2023/apr/reinventing-insurance-with-generative-artificial-intelligence.html
https://www.oliverwyman.com/our-expertise/insights/2023/apr/reinventing-insurance-with-generative-artificial-intelligence.html
https://www.microsoft.com/en-us/industry/blog/financial-services/2023/06/06/the-era-of-generative-ai-driving-transformation-in-insurance/
https://www.oliverwyman.com/our-expertise/insights/2023/apr/reinventing-insurance-with-generative-artificial-intelligence.html
https://www.microsoft.com/en-us/industry/blog/financial-services/2023/06/06/the-era-of-generative-ai-driving-transformation-in-insurance/
https://www.oliverwyman.com/our-expertise/insights/2023/apr/reinventing-insurance-with-generative-artificial-intelligence.html
https://www.microsoft.com/en-us/industry/blog/financial-services/2023/06/06/the-era-of-generative-ai-driving-transformation-in-insurance/
https://insurancenewsnet.com/innarticle/how-insurers-can-leverage-the-power-of-generative-ai
https://medium.com/@sai.seethala/impact-of-generative-ai-on-insurance-industry-3b4ba142cbf3


Investment focus in the next 3-5 years

• Investment strategy shift to balance run and build (70:30 to 50:10:40)

• Martech & Customer Data Platform => to work with enterprise unified data 
platform to enable customer experience and distribution

• Automation => support efficiency at scale

• Integration platform => for inter-enterprise integration

• Micro AI/ML, GenAI experiment adoption => new engine for all



Discussions (15 mins) & Tea break (15mins)



Data/AI in focus (45 mins)
By Le Nguyen Hung Edward, Head of IT Governance and Data 
Practice, Prudential VN

• Data/AI strategy

• Data/AI governance

• Data/AI in practice



Discussions (15 mins) & Tea break (15mins)



AI in focus (60 mins) 
by NamiTech, an AI voice solution provider backed by FPT 
Corporation namitech.io

• AI Voice solution to unlock customer’s real time feedback data

• Generative AI in practices, Demystify the adoption of GenAI in insurance.

• Demo

• Q&A

https://www.namitech.io/
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