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Methodology @ Speed
The 2017 Eptica Insurance Conversation Study evaluated the customer service capabilities Q Rel
of 20 leading UK insurers in five ways - through the web, email, Twitter, Facebook and chat. It looked in elevance
more depth at the experience and expectations of consumers. Responses were graded not just on speed Context
and relevance, but also on key factors such as understanding the context of a query, personalisation of the
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answer and demonstrating empathy when replying. The Study also surveyed 1,000 consumers on their views «a Personalisation
and satisfaction levels with the customer experience provided by insurance companies to get their perspec-
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tive - and to find out if their expectations are being met.
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Number of responses, and number of correct responses across the web, email, Twitter,
Facebook and chat

#-Unichannel, not multichannel 3 - Social media beats email
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7l - The growing importance of quality conversations

What is the most important factor when talking to insurers through digital channels?
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Quality of insurance conversations across all channels
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Toread the press release please visit: https://www.eptica.com/icx17 To download the full report: https://www.eptica.com/icxuk



