Three ‘Evolutions’ Gaining Momentum amid Global Pandemic

To many, it may seem that we are living in revolutionary times. COVID-19 is
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Evolving Client Engagement

Perhaps most important, the way we

engage with each other has changed.

As the world has embraced remote

work to help prevent the spread of -
the virus, insurers have embraced
technology to connect with the

claimant, his or her family, brokers,

agents, and other stakeholders. 0

But perhaps an old tool can also serve /

that new purpose: The telephone is , "l_‘\

the first and best starting point to : —
increase connection with clients and TN e - =

customers. And the tele-interview ; e —
remains key, not only to obtain more

information, but also to validate

information already received. s 4
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It may also be time to expand our use of telehealth or telemedicine. At a time when many claimants don’t want to go
to doctors or hospitals for consultations or investigations, healthcare providers are turning to telehealth to maintain
a continuum of care. Although a clinical, in person assessment is preferable whenever possible, Insurers can utilize
similar technologies to conduct a test to determine functional capacity or connect the claimant with vocational

and career counselling and assessment, among other services. These technologies are supplementary and not a
replacement for all conditions and circumstances, but they can help insurers better assess a claimant’s health status,
occupational, financial and personal circumstances to obtain better evidence and manage recovery.

While many factors are out of insurers’ control, the way in which they manage claims and communicate with policyholders
during these uncertain times is not. People need more support than ever at this time, especially as insurers work to better
understand each claimant’s circumstances.

Summary

COVID-19 has disrupted so much of our daily lives and many have speculated that as lockdown restrictions are lifted,
we will emerge into a “new normal,” a changed reality in work and in our home lives — at least for the short-to-medium
term. We all are learning something new every day, and as with any crisis, we must constantly and critically evaluate
our processes and adapt to new circumstances. Yet, even amid sweeping change, some principles remain fixed —
and immovable. In di cult times, it is even more essential to operate ethically and for the benefit of all those we
serve. Insurers must demonstrate consistent, e cient, and fair claims practices — not only regarding claims by those
directly a ected by the COVID-19 — but by all clients.

At RGA, we are eager to speak with clients about any support needed as we confront this challenge together.
Contact us to learn more about the resources, solutions, and services available.
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