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Aegon Life Insurance, the new-age digital 

experience organization provides the 

highest level of service with their 

self-employed service team. With 

businesses in more than 20 countries in 

the Americas, Europe and Asia, Aegon is 

the world’s prominent financial services 

organization providing life insurance, 

pensions and asset management. Since 

its establishment in the year 2007, 

Aegon Life has grown to become a 

leading online-focused Life Insurance 

provider in India. 

NEED STATE
In today’s competitive market where technology and compliance 

undergo frequent upgradation, delivering memorable experiences has 

become a necessity for businesses to succeed. However, when taking 

action on customer experience opportunities, organizations face a 

number of challenges including departmental silos, legacy systems and 

changing market regulations. 

With the aim to deliver rich experience to its customers, Aegon Life 

insurance was in search of a technology that could deliver highly 

personalized outbound communications. They wanted effective 

tracking of open and click rate on the links shared with the customers 

via email and text messages. The untangled and siloed communication 

processes were affecting their operational efficiency. Having realized 

the importance of interactivity and personalization, the Life Insurance 

organization decided to embark on the journey of transforming its 

customer communications delivery process.



CHALLENGES

SOLUTION OFFERED

Aegon life insurance lacked the effective mechanism to track the open & click rates of the 

communications email sent to customers.

Being agile and responding to the changing customer needs was difficult for the insurance firm 

due to the existing legacy platform.

Increasing digital outreach and readily responding and reflecting to dynamic market needs were 

one of the major challenges for the firm.

Mechanism for customers to better understand new products of Aegon was missing due to 

which the organization was not able to upsell and cross-sell.

Transparency and depth of information on claims for every customer was not available due to 

which the insurance firm was lacking customers trust.

With FCI’s assistance, Aegon Life Insurance amplified their customer facing processes in order to deliver top-notch 

customer experience. FCI simplified their existing legacy environment and empowered the insurance provider with an 

agile framework to deliver communications that were regulatory compliant. Thus, providing the organization with a more 

unified approach to process and organize communications across all channels.

The interactive documents delivered by FCI has personalization for every customer while keeping the viewer acquainted 

with information on company’s achievement, claim settlement ratio, new initiatives and new products or services.  

Hyperlinked buttons appearing on the customer’s screen allowed the viewer to navigate from section to section and 

explore the company’s website.
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CHANGES AFTER THE IMPLEMENTATION

ABOUT FCI

IMPROVED CUSTOMER RESPONSE RATES

Aegon life insurance sent 2,25,792 links of personalized documents via email and SMS.  The open rate of the emails and 

SMS considerably improved by 70% and the percentage of people clicking the links on interactive document improved by 

73%.

POSITIVE CUSTOMER FEEDBACK

Aegon life was able to witness high satisfaction rate with their new and improved customer communications. With 

customers being able to interact and respond to the communications in real-time, the feedbacks started showing a 

positive trend. The Dynamic customer communications turned out to be a game-changer for Aegon Life Insurance.

FOSTERING DEEPER CONNECTIONS WITH CUSTOMERS

The interactive document engenders stronger ties between the insurance company and its policy holders by directing 

viewers to the Aegon customer portal and website. Customers could discover more solutions relevant to their financial 

needs making them more likely buy other products and renew their policies.

FCI is revolutionizing the customer communications for its clients who are 
in the consumer-facing business by delivering amazing digital experiences 
to their customers with the help of dynamic, interactive and highly 
personalized communications. FCI help organizations improve operational 
efficiency, support regulatory compliance, and drive business growth via its 
customer communication management solutions and services.

To see FCI in action, please click the button below:

RESULTS

Real-time custom-
er feedback

Single window 
summarizing the 
information of policy

Improved open 
rate and click rate

Increase in customer 
digital usage and 
adoption

Elimination of 
error in output

https://fci-ccm.com/request-a-demo-insurance.php


