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The total sum of our transformation strategy

MORE THAN

70 PROJECTS 
WORKING TOWARDS A MORE 

EFFICIENT, DIGITAL MARKET

MORE THAN

50 

ORGANISATIONS 
THAT WANT TO JOIN UP TO IMPROVE 

OUR INDUSTRY AND POSITIVE IMPACT

EVOLUTION OF 

OUR SOLUTIONS

EVOLUTION OF 

OUR INTERACTION 

MODEL

OPEN INNOVATION 
CULTURAL 

CHANGE
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The challenge of 

touch point 

proliferation
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EVOLUTION OF 

OUR SOLUTIONS
From protection to 

prevention

EVOLUTION OF 

OUR INTERACTION 

MODEL
fit to the needs of our

partners and customers

Instant 

feedback

Integration with

Partners

Phygital

Simple & 

modular

Connected

Sharing

Economy

Ecosystems

Our license to operate in today’s and tomorrow’s ecosystems depends 

on our ability to evolve the way we provide insurance solutions 

and how we cater customer interactions in an digital world 
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EVOLUTION OF OUR 

SOLUTIONS

From protection to 

prevention

EVOLUTION OF OUR 

INTERACTION MODEL 

fit to the needs of our

partners and customers

DATA DRIVEN
to offer personalised and relevant solutions to our customers

CULTURAL CHANGE 
to accelerate our pace of change 

Ecosystems

…as well as on our ability to match the speed of change of the outside world 

in our operating model

OPEN INNOVATION 
to connect to global and local platform players
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Epargne Santé

Hébergement

Business

Mobilité

Longévité

My Mobility:

Ex: Fleet : reporting tool about 

driving behaviour, potential 

technical failures, weather 

forecast

Pension

Ex: Long-term absence 

reintegration 

Longevity

• Ex: Living as long as 

possible independent at 

home

My Home and Family

• Ex: Support & emergency 

services

Health

Ex: Digital check up

My business

Ex: Well being at work

We are preparing for these ecosystems through an adapted Offer and 

a new interaction model with brokers and customers, 

while encouraging prevention and sustainable services
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Translated into P&V’s
transformation program
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How do we want to change our interaction model?

02

Omnichannel Communication

01

Customer Orientation

Every customer conversation starts 

with the customer, rather than the 

transaction. 

Optimal insurance 

Not under nor over insured. 

Leveraging the online Customer Zone, the 

Contact Center and minisites next to the 

agent interaction.

24/7 with the customer

Whenever the customer needs us. 

T
ra

n
s
it
io

n
C

o
m

p
e
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v
e
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n
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g
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03

Connect with the customer and his 

ecosystem through API’s

Open Architecture

Integrated in ecosystems

Where  the customer needs us. 
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Our Engagement Layer creates the foundation for the evolution of our

interaction model, using transactional building blocks in a decoupled

architecture

Eparg

ne
Santé

Busin

ess

Mobili

té

Long

évité

Integration layer

Engagement Layer

API

Transactional 

Front EB 

Transactional 

Front Non-Life

Transactional 

Front Life 

Platform EB Platform Non-Life Platform Life

Customer Portal Agent Portal Broker Portal

Broker Agent B2B Customer Participant
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One segment, one need, one process: we operate on a principle of 

"differentiation on the outside, simplification on the inside". 

differentiation 

on the 

outside, …

simplification 

on the inside

Transactional platforms

API

Artificial intelligence

As one of the first local 

players to have identified 

this growing number of 

touchpoints with brokers, 

agents and market players, 

our API-first strategy allows 

partners to be integrated 

into STP processes within 

days.

New forms of 

interaction

Contact Center; 

Customer Zone; 

Websites; Chat(bots)

New types of brokers 

and broker 

connections

Engagement layer

Customer zone

Agent portal

360° selling view

Chatbot

New partners B2B / 

InsurTechs

Brokers Agents B2B

DATA

As a result, our internal processes remain standardized, while our 

distribution partners and customers benefit from differentiated experiences.
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Enabling us to evolve to
Insurance as a service
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Agent

Digital 

Experience

Customer

Digital 

Experience

Broker

Digital 

Experience

Combining the ecosystem-centric and user-centric perspective into our 

organization for growth

Customer journey : MOBILITY

Customer journey : FAMILY AND HOME

Customer journey : SME

Customer journey : PENSION

Customer journey : …

Discovery Proposal
Under-

writing

Admini-

stration
ClaimsContract Retention

In a 

digital-

first 

world

The product

office defines

the customer

journey per 

ecosystem

The digital office defines the digital user 

experience of brokers, agents and customers
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We are able to develop new “Insurance as a Service Value” Propositions… 

DATA - DRIVEN

OPEN INNOVATION
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… together with partners and Insurtechs

Mobility Home & Family
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B2B-partnerships

Platform –
activate information 

App – supply Value 
Propositions

Data

Services & 
income

Connected services

Government & 
City of Things

Broker

MaaS – Platforms : 
interconnections

Mobility Ecosystem: an integrated Offer of Value Propositions, Services and 

Partnerships to create a virtual circle of Customer Engagement

Customer
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Example weCover : a Usage Based insurance for young drivers

The insurance cost tailored to driving habits

Prevention and gamification tailored to 
driver behaviours

Additional services in case of loss
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Example CliCover : an on demand Insurance for bikers

In Test phase

The insurance on demand for leisure bikers

On a platform enabling us to develop new 
partnerships related to the bikers world
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►From Process, Planning & Control to Ability, Experiment & Networks

►From Process oriented to Customer oriented

►From Product oriented to Solution & Ecosystem oriented

►From Protection to Prevention

►From Single channel to Omnichannel 

►From complex products to simple personalised data-driven solutions

►From Closed architecture to Open architecture

►

Culture eats strategy for breakfast
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Thank you

sophie.misselyn@pvgroup.be


