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— About this book

Welcome to the "Bancassurance Relationship Associate" training program. This handbook is crafted to
furnish participants with a comprehensive understanding of the role of a data analyst in the financial
services sector, with a specific focus on managing information systems, generating insights, and ensuring
data integrity and security. Throughout this training initiative, participants will delve into various facets
of data analysis, including data collection, processing, interpretation, and presentation. The handbook
aims to equip participants with the requisite skills to navigate through vast datasets, extract meaningful
information, and provide actionable recommendations.

Participants will also be trained to stay abreast of emerging technologies, tools, and methodologies
in data analysis relevant to the financial services domain. Emphasis will be placed on effective
communication skills, enabling participants to convey complex data findings in a clear and concise
manner to stakeholders. The handbook outlines the key competencies and proficiencies essential for
successful MIS data analysts in financial services. This encompasses proficiency in data visualization,
database management, statistical analysis, and adherence to regulatory compliance standards.

Performance metrics are established to motivate participants to attain the necessary skills through
practical application and adherence to industry best practices.

This Participant Handbook is designed based on the Qualification Pack (QP) under the National Skill
Qualification framework (NSQF) and it comprises of the following National Occupational Standards
(NOS)/ topics and additional topics.

1. BSC/N8418: Perform Insurance Sales Activities

2. BSC/N8419: Manage Relationships and Records

3. DGT/VSQ/N0102: Employability Skills (60 Hours)
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— Key Learning Outcomes | ¢

By the end of this module, the participants will be able to:

1.

2.
3.
4

N oo v

Outline the overview of Skill India Mission
Discuss the Banking Industry and its sub-sectors
Define the roles and responsibilities of a Bancassurance Relationship Associate

Show how to train the lead generators of the bank to generate qualified insurance leads from
the bank's customers

Draft a sample product/service proposal
Role plays on how to aid the branch staff to log in to the prospective customer application
Show how to capture customer feedback as per the standards
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UNIT 1.1: Bancassurance Relationship Associate Profile

— Unit Objectives | ©

By the end of this unit, the participants will be able to:

1. Describe the significance of the Skill India Mission

2. Describe the expanse of the Indian Banking Industry and its sub-sectors

3. Exemplify the roles and responsibilities of a Bancassurance Relationship Associate
4. Elucidate the activities of insurance sales.

—1.1.1 Skill India Mission Objectives And Benefits

The Skill India Mission, launched by the Government of India in 2015, aims to train over 40 crore (400
million) people in various skills by 2022. The mission's primary objectives and benefits are designed to
enhance the skills of the Indian workforce, thereby improving employability and productivity. Here are
the key objectives and benefits of the Skill India Mission:

Improve employability:

e Provide quality training to enhance the employability of the youth.
e Develop a workforce that meets the demands of various industries.

Bridge the skill gap:
e Address the existing skills gap in various sectors of the economy.
e Create a pool of skilled professionals aligned with market needs.

Standardization and quality assurance:

e Establish standard procedures for skill development programs.
e Ensure that training programs meet global standards of quality.

Inclusivity:

¢ Include marginalized sections of society, including women, differently-abled persons, and
economically disadvantaged groups, in skill development initiatives.

Promote entrepreneurship:

e Encourage and support entrepreneurship among the youth.
e Facilitate the creation of small and medium enterprises (SMEs) and startups.

Integration with education:

e Integrate skill development with formal education.
e Promote vocational education and training in schools and colleges.

—______&__________
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Use of technology:

e Leverage technology to make skill training more accessible and efficient.
¢ Implement e-learning platforms and digital training tools.

International collaboration:

e Collaborate with international organizations and countries to adopt best practices in skill
development.

e Facilitate the global mobility of skilled professionals.

Economic growth:

e Contribute to economic growth by creating a skilled workforce.
e Enhance productivity and efficiency in various sectors.

Employment generation:

e Create job opportunities for millions of youths.
e Reduce unemployment and underemployment rates.

Improved quality of life:

* Increase the earning potential of individuals through skill enhancement.
e Improve the standard of living for families and communities.

Industrial development:

e Support industrial growth by providing industries with skilled labour.
e Foster innovation and competitiveness in the economy.

Social equity:

e Promote social inclusion by empowering disadvantaged groups with skills and opportunities.
e Reduce socio-economic disparities.

Sustainable development:

e Encourage sustainable practices through skill training in green jobs and renewable energy sectors.
e Support environmental sustainability through skilled manpower in relevant fields.

Global competitiveness:

e Position India as a global hub for skilled manpower.
e Enhance the country's competitiveness in the international market.

Enhanced quality of workforce:

e Improve the overall quality and reliability of the Indian workforce.
e Equip workers with modern skills and knowledge required by contemporary industries.
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The Skill India Mission aims to transform the skill development landscape in India, making it more
responsive to the changing economic and technological environment, thus ensuring inclusive and
sustainable growth.

Skill India

BI2AeT ¥R - B2 HRd

Fig. 1.1.1: Skill India Mission Logo

—1.1.2 Indian Banking Industry

1. Scope of Indian banking industry

The Indian banking industry traces its origins back to the early 18th century with the establishment
of the Bank of Hindustan in 1770, the General Bank of India in 1786, and the Presidency Banks
in the early 1800s. The sector saw significant expansion with the formation of the Imperial Bank
of India in 1921, which later became the State Bank of India in 1955. Post-independence, the
industry evolved through nationalization in 1969 and 1980, which brought major private banks
under government control, aiming to increase financial inclusion and extend banking services to
rural areas. The liberalization and economic reforms of the 1990s introduced new private banks,
enhanced competition, and led to the adoption of technology and modernization of banking
services. Today, the industry is characterized by a mix of public sector banks, private banks, foreign
banks, regional rural banks, cooperative banks, and specialized financial institutions, all contributing
to India's dynamic and diverse banking landscape.

The scope of the Indian banking industry is extensive, encompassing a diverse range of institutions,
products, services, and technological advancements. It plays a crucial role in the economic
development and financial stability of the country. With continuous innovation and regulatory
support, the industry aims to meet the growing and changing needs of its vast and diverse customer
base. The Indian banking industry is a critical component of the country's economy, playing a vital
role in financial intermediation, economic development, and financial inclusion. Its scope is broad
and encompasses a wide range of activities and services. Here are the key aspects of the scope of
the Indian banking industry:

e Products and services:

o Deposits: Savings accounts, current accounts, fixed deposits, and recurring deposits.

o Loans and advances: Personal loans, home loans, vehicle loans, education loans, and
business loans.

Investment services: Mutual funds, fixed-income products, and investment advisory.

Payment and settlement services: Credit and debit cards, electronic funds transfer (EFT),
mobile banking, internet banking, and UPI (Unified Payments Interface).

'
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Insurance: Life insurance, general insurance, and health insurance products.

Wealth management: Financial planning, portfolio management, and wealth advisory
services.

Trade finance: Letters of credit, bank guarantees, and trade-related finance.
Foreign exchange services: Currency exchange, remittances, and forex trading.

e Technological integration:

Digital banking: Internet banking, mobile banking apps, and digital wallets.

Fintech collaborations: Partnerships with fintech companies to offer innovative financial
solutions.

Blockchain and Al: Implementation of blockchain technology for secure transactions and
artificial intelligence for customer service and risk management.

Cybersecurity: Enhancing security measures to protect against cyber threats and fraud.

e Regulatory and compliance framework:

Reserve Bank of India (RBI): The central bank that regulates and supervises the banking
sector.

Compliance requirements: Adherence to guidelines on capital adequacy, asset quality,
liquidity, and risk management.

Financial inclusion programs: Initiatives like Pradhan Mantri Jan Dhan Yojana (PMJDY) to
ensure access to banking services for all sections of society.

e Market segmentation:

Retail banking: Services to individual customers, including personal banking, mortgages,
and consumer loans.

Corporate banking: Services to businesses and corporations, including working capital
finance, project finance, and corporate loans.

SME banking: Specialized services to small and medium enterprises, including business
loans, trade finance, and advisory services.

Agricultural banking: Financial services to the agricultural sector, including crop loans,
equipment finance, and rural development initiatives.

e Economic contribution:

Economicgrowth: Facilitatinginvestment, consumption, and overall economicdevelopment.

Job creation: Generating employment opportunities within the banking sector and related
industries.

Infrastructure development: Financing infrastructure projects such as roads, ports, and
power plants.

International trade: Supporting export and import activities through trade finance and
foreign exchange services.

e Opportunities:

Financial inclusion: Bridging the gap between urban and rural areas in terms of access to
banking services.

Non-Performing assets (NPAs): Managing and reducing the burden of NPAs to maintain
financial stability.

Regulatory changes: Adapting to evolving regulatory norms and guidelines.

Technological advancements: Leveraging technology to improve efficiency, customer
experience, and security.

Competition: Facing competition from fintech companies, digital banks, and non-banking
financial companies (NBFCs).
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Indian banking industry sub-sectors

The Indian banking industry comprises a wide range of sub-sectors, each catering to different
financial needs and customer segments. This diversity helps in addressing the varied economic
requirements of the country, promoting financial inclusion, and supporting overall economic
growth and development. The Indian banking industry is diverse and segmented into several sub-
sectors, each serving different financial needs and customer bases. Here are the main sub-sectors
of the Indian banking industry:

e Public sector banks (PSBs)

o Examples: State Bank of India (SBI), Punjab National Bank (PNB), Bank of Baroda (BoB).

o Characteristics: Majority ownership by the government, extensive branch network,
significant role in financial inclusion and rural banking.

e Private sector banks
o Examples: HDFC Bank, ICICI Bank, Axis Bank.

o Characteristics: Privately owned, known for efficiency, innovation, and better customer
service, significant presence in urban and semi-urban areas.

e Foreign banks
o Examples: Citibank, HSBC, Standard Chartered Bank.

o Characteristics: Operate branches in India, bring international banking practices, focus on
high-net-worth individuals and multinational corporations.

e Regional rural banks (RRBs)
o Examples: Andhra Pradesh Grameena Vikas Bank, Uttar Bihar Gramin Bank.

o Characteristics: Focusonruralareas, promotefinancialinclusion, provide creditto agriculture
and rural industries, joint ownership by the central government, state government, and
sponsor banks.

e Cooperative banks
o Examples: Saraswat Cooperative Bank, Cosmos Bank.

o Characteristics: Operate on a cooperative model, significant role in financial inclusion at the
grassroots level, serve both urban and rural areas, focus on small borrowers and businesses.

e Small finance banks (SFBs)
o Examples: Ujjivan Small Finance Bank, Equitas Small Finance Bank.

o Characteristics: Focus on providing financial services to underserved sections, including
small business units, small and marginal farmers, and micro and small industries.

e Payments banks
o Examples: Airtel Payments Bank, Paytm Payments Bank.

o Characteristics: Offer limited banking services like deposits, remittances, internet banking,
but cannot issue loans or credit cards, aim to enhance financial inclusion.

e Non-Banking financial companies (NBFCs)
o Examples: Bajaj Finance, HDFC Ltd.

o Characteristics: Provide banking services without holding a banking license, focus on asset
financing, personal loans, housing finance, and microfinance.

e Development banks

o Examples: National Bank for Agriculture and Rural Development (NABARD), Small Industries
Development Bank of India (SIDBI).

o Characteristics: Provide long-term credit for economic development, focus on sectors like
agriculture, industry, infrastructure, and small-scale industries.

'
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e Specialized banks
o Examples: Export-Import Bank of India (EXIM Bank), National Housing Bank (NHB).

o Characteristics: Focus on specific sectors or purposes, such as export finance, housing
finance, infrastructure development.

e Urban cooperative banks (UCBs)
o Examples: Shamrao Vithal Cooperative Bank, Punjab and Maharashtra Cooperative Bank.

o Characteristics: Operate in urban and semi-urban areas, focus on retail banking, cater to
small borrowers and businesses.

e Investment banks
o Examples: ICICI Securities, Kotak Investment Banking.

o Characteristics: Provide services such as underwriting, facilitating mergers and acquisitions,
advisory services, and capital raising for companies.

e Microfinance institutions (MFls)
o Examples: Bandhan Financial Services, SKS Microfinance.

o Characteristics: Provide financial services to low-income groups, focus on microcredit, aim
to promote entrepreneurship and financial inclusion.

~
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Fig. 1.1.2: Indian Banking Domains
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—1.1.3 Basic Terminologies in Banking Services

In the banking system, several basic terminologies are frequently used to describe various products,
services, and functions. Understanding basic terminologies in banking systems is essential for both
customers and banking professionals as it facilitates clear communication, informed decision-making,
and effective financial management. For banking professionals, these terminologies are crucial for
assessing financial health, managing risks, and ensuring regulatory compliance. Overall, a solid grasp
of these terms enhances transparency, builds trust, and promotes financial literacy, contributing to a
more efficient and resilient banking sector. A bancassurance relationship associate must be aware of
the following basic terminologies;

Terminologies Explanation

A record of your financial transactions with a bank, such as a savings

Account . .
account, checking account, or credit card account.
The amount of money remaining in your account after all debits and credits
Balance
have been posted.
Beneficiary The person or organization that receives money in a transaction
Cheaue A written order to a bank to pay a specific amount of money to a named
q person or company.
Credit The ability to borrow money from a bank or other financial institution.
Debit The removal of money from your account, such as when you make a

purchase with a debit card or write a cheque.

Fixed Deposit (FD) A deposit that earns a fixed interest rate for a specific period.

Interest The fee charged for borrowing money or the money earned for lending

money.
Loan A sum of money that you borrow from a bank or other financial institution
and repay over time with interest.
. nlin nking allow r bank nt and man r
Net Banking O e ba . g allows you to access your bank account and manage you
finances online.
Personal Identification Number, a secret code that you use to access your
PIN
bank account or ATM.
RTGS Real-time Gross Settlement is a system for immediately transferring large
amounts of money between banks.
NEET National Electronic Funds Transfer is a system for transferring money
between banks electronically.
IESC Code Indian F.inanc.ial System Code is a unique code that identifies each bank
branch in India.
Investment Money that is put into something with the expectation of making a profit.
KYC Know Your Customer is a process that banks use to verify the identity of
their customers.
Magnetic Ink Character Recognition Code is a code printed on cheques that
MICR Code :
allows them to be processed electronically.
A | of mon Il from many in rsand in in a diversifi
Mutual Fund pool of money collected fro any investors and invested in a diversified

portfolio of securities, such as stocks, bonds, and real estate.
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Terminologies Explanation

NAV Net Asset Value is the price per unit of a mutual fund scheme.
National Electronic Funds Transfer is a system that allows for the electronic
NEFT
transfer of funds between bank accounts.
. Online banking allows customers to access their bank accounts and perform
Net Banking . . .
banking transactions online.
NPAs Non-Performing Assets are loans that the borrower is not repaying.
sip A systematic Investment Plan allows you to invest a fixed amount of money
in a mutual fund scheme at regular intervals.
Lump Sum L .
A one-time investment in a mutual fund scheme.
Investment
Entry Load A fee is charged when you invest in a mutual fund scheme.
Exit Load A fee is charged when you sell your units in a mutual fund scheme

Open-ended Fund A mutual fund scheme that allows you to buy and sell units at any time.

A mutual fund scheme with a fixed number of units only allows you to buy

Closed-ended Fund and sell units on the stock exchange.

A mutual fund scheme that invests primarily in bonds and other fixed-

Debt Fund . .
income securities.

Equity Fund A mutual fund scheme that invests primarily in stocks.

UPI Unified Payments Interface is a system that allows instant real-time money
transfer between bank accounts on mobile phones.

Withdrawal They are taking money out of an account.

Table. 1.1.1: Basic Banking Terminologies

—1.1.4 Bancassurance Relationship Associate Job-Role

A Bancassurance Relationship Associate acts as a bridge between banks and insurance companies,
aiming to maximize insurance product sales and enhance customer satisfaction through effective
relationship management and sales strategies. A Bancassurance Relationship Associate plays a crucial
role in the collaboration between banks and insurance companies, known as bancassurance, which
aims to provide insurance products to bank customers. The primary responsibilities of this role include:
e Customer engagement:

o Identify potential customers from the bank’s client base.

o Approach and engage with customers to explain the benefits and features of various insurance
products.

e Sales and cross-selling:

o Promote and sell insurance products, including life insurance, health insurance, and general
insurance, to bank customers.

o Cross-sell insurance products to existing bank customers based on their needs and profiles.
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e Relationship management:

o Build and maintain strong relationships with bank staff and customers to facilitate smooth
bancassurance operations.

o Address customer queries and concerns regarding insurance products and policies.
e Product knowledge:

o Stay updated with the latest insurance products, services, and market trends.

o Provide detailed information and advice to customers to help them make informed decisions.
e Training and support:

o Train bank staff on the basics of insurance products and bancassurance processes.

o Support bank employees in understanding and selling insurance products effectively.
e Compliance and documentation:

o Ensure all sales and marketing activities comply with regulatory and company standards.

o Assist in the completion of necessary documentation and application forms for insurance
policies.

e Reporting and analysis:
o Maintain accurate records of sales, customer interactions, and follow-ups.
o Analyze sales performance and provide regular reports to the management.
e Marketing initiatives:
o Participate in marketing campaigns, promotional activities, and customer education programs
to increase awareness of bancassurance products.
e Customer service:
o Excellent customer service skills to build and maintain relationships with clients.

o Provide excellent customer service by addressing customer inquiries and resolving issues
related to insurance products.

o Ensure a smooth and hassle-free experience for customers during the insurance purchase
process.

o Assist customers with completing necessary documentation and application forms accurately
and efficiently.

Responsibilities and skills:

As the role of a bancassurance relationship associate is to augment the sales the insurance company
that is associated with the bank, and in the same time increase the customer base of the bank, the
responsibilities and skills of the said post caters to the following attributes;

1. Interpreting workplace instructions

A bancassurance relationship associate in India can develop their reading and interpreting skills in
several ways at the workplace:

e Product brochures and policy documents:

o Meticulously study product brochures and policy documents: These documents outline
the features, benefits, exclusions, and terms of various insurance products offered through
the bank. Grasping this information is crucial to accurately explaining them to potential
customers.

o Practice explaining complex terms in simpler language: Insurance documents often contain
technical jargon. By understanding the meaning and practicing clear explanations, the
associate can effectively communicate product details to customers with varying financial
literacy levels.

'
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e Bank and insurance company guidelines:

Stay updated on bank and insurance company guidelines: Both banks and insurance
companies have specific procedures for selling insurance products. The associate should
thoroughly read and understand these guidelines to ensure they comply with regulations
and meet customer needs effectively.

Maintain a reference system for guidelines: This could be a physical folder or digital
bookmarks for easy access to frequently referenced guidelines.

e Customer data and applications:

Develop strong data analysis skills: Analyzing customer data (age, income, existing
investments) helps identify suitable insurance products. Accurately interpreting this data is
essential for making appropriate recommendations.

Pay close attention to detail when processing applications: Even minorerrorsin applications
can delay policy issuance. Carefully reviewing applications for completeness and accuracy
ensures a smooth customer experience.

e Internal communication materials:

Proactively read internal communication materials: Banks and insurance companies
often circulate internal communications regarding product updates, sales targets, or claim
procedures. Staying informed about these updates allows the associate to provide accurate
information to customers.

Seek clarification from superiors if anything is unclear: Don't hesitate to ask for clarification
on any confusing information in internal communications. This ensures a clear understanding
and avoids miscommunication with customers.

By consistently practicing these strategies, a bancassurance relationship associate can become
adept at reading and interpreting information in the workplace, ultimately leading to better
customer service and sales success.

2. Effective communication with stakeholders
Here are some ways a bancassurance relationship associate in India can communicate effectively
with customers:

e Active listening and rapport building:

Listen attentively to understand customer needs: Pay close attention to what the customer
says, both verbally and non-verbally. Ask clarifying questions to ensure a clear understanding
of their financial situation, risk tolerance, and goals.

Build trust and rapport: Be friendly, approachable, and show genuine interest in the
customer's well-being. This creates a comfortable environment for open communication.

e Tailored communication and clarity:

Use clear and concise language: Avoid technical jargon and financial terms that might
confuse the customer. Explain insurance products in simple, easy-to-understand language
with real-life examples.

Focus on benefits, not features: Highlight how the insurance product addresses the
customer's specific needs and financial goals. Don't just list features; explain how they
translate into benefits for the customer.

Tailor your communication style: Adjust your communication style to suit the customer's
comfort level. Some may prefer a more detailed explanation, while others might appreciate
a brief overview.
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e Transparency and Building Trust:
o Be transparent about limitations and exclusions: Clearly explain any limitations or
exclusions associated with the insurance product. Don't make misleading claims.

o Address customer concerns proactively: Anticipate potential concerns and address them
head-on. Be prepared to answer questions about claim processes, premium payments, and
renewal procedures.

o Maintain a professional demeanour: Be confident and knowledgeable, but also empathetic
and respectful. This builds trust with the customer.
e Effective Communication Tools:
o Utilize visual aids: Use brochures, infographics, or presentations to visually represent
complex information and make it easier for customers to understand.
o Practice active listening skills: Maintain eye contact, use open body language, and
summarize key points to ensure understanding.

o Actively encourage questions: Create a space where customers feel comfortable asking
questions and clarifying any doubts they may have.

o Follow up after the interaction: Send a follow-up email or phone call to thank the customer
for their time and reiterate key points discussed. This demonstrates professionalism and
strengthens the relationship.

By mastering these communication techniques, a bancassurance relationship associate can
effectively connect with customers, build trust, and ultimately achieve successful sales outcomes.

—1.1.5 Career Opportunity

The job opportunities for a Bancassurance Relationship Associate are diverse and promising, spanning
across both banking and insurance sectors. With the right skills and experience, professionals in this
role can pursue various career paths, advance to senior positions, and explore specialized roles within
the financial services industry. The role of a Bancassurance Relationship Associate offers a range of
job opportunities within the banking and insurance sectors. This position is pivotal in driving the
collaboration between banks and insurance companies, creating various career paths and growth
prospects. Here are some potential job opportunities and career paths for a Bancassurance Relationship
Associate:
e Bancassurance manager:

o Overseeing the bancassurance operations within a bank.

o Managing a team of bancassurance associates and advisors.

o Developing strategies to enhance insurance sales through bank channels.
e Sales and relationship manager:

o Focusing on high-value clients and managing key relationships.

o Driving sales through targeted customer engagement and personalized service.
e Insurance sales manager:

o Leading the sales efforts for an insurance company within the bancassurance channel.

o Coordinating with bank branches to maximize insurance product penetration.
e Product development manager:

o Working on developing and refining insurance products tailored for bancassurance channels.

o Conducting market research to identify customer needs and preferences.

'
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e Customer service manager:

o Leading customer service teams to handle inquiries and resolve issues related to bancassurance
products.

o Ensuring high levels of customer satisfaction and retention.
e Training and development manager:

o Designing and delivering training programs for bank staff on insurance products and sales
techniques.

o Ensuring that employees are well-equipped to meet sales targets and regulatory requirements.
e Compliance officer:
Ensuring that bancassurance activities comply with regulatory standards and internal policies.

o Conducting audits and risk assessments to mitigate compliance risks.
o Financial advisor:
o Providing comprehensive financial planning services, including insurance solutions, to clients.

Offering personalized advice on a range of financial products to meet clients' long-term goals.
e Branch manager:
o Managing overall operations of a bank branch, including the bancassurance segment.
o Driving branch-level sales and ensuring seamless integration of insurance products.
e Advancement within bancassurance:

o Starting as an associate, one can progress to senior roles such as Bancassurance Manager or
Regional Head of Bancassurance, overseeing larger territories and strategic initiatives.

e Transition to banking roles:

o Leveraging the experience gained in bancassurance, individuals can move into broader banking
roles, such as Branch Manager, Relationship Manager, or roles in wealth management and retail
banking.

e Specialization in insurance:

o With a strong foundation in bancassurance, one can shift focus entirely to the insurance
industry, taking up roles like Insurance Underwriter, Claims Manager, or Sales Director in an
insurance company.

e Sales and marketing:

o Develop strong sales techniques, customer relationship management, and marketing skills with
a wide range of product knowledge.

e Consulting:
o Bancassurance relationship associates can opt to become great consulting executives.

—1.1.6 Insurance Sales Assistantship

Insurance Sales Assistantship involves supporting insurance sales agents in their daily tasks and
responsibilities. An assistant in this role typically handles administrative duties such as scheduling
appointments, preparing insurance quotes, managing customer records, and processing policy
applications. They also assist in client communications, addressing inquiries, and resolving issues,
thereby ensuring smooth sales operations. This role is crucial in enabling sales agents to focus on their
primary task of selling insurance policies and providing exceptional customer service. The role of a
bancassurance relationship associate in insurance sales assistantship proceeds through the following
activities;
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Lead Generation

A bancassurance relationship associate can play a vital role in assisting bank staff with lead
generation through various methods such as walk-ins, data mining, and referrals. Here's how they
can contribute:

e Walk-ins: By actively engaging with walk-in customers at the bank branch, the associate can
identify potential leads by understanding their financial needs and offering relevant insurance
products. They can initiate conversations, provide product information, and schedule follow-up
meetings to explore insurance options further.

e Data Mining: Leveraging the bank's customer database, the associate can analyze customer
profiles, transaction histories, and demographics to identify individuals who may benefit from
insurance products. By segmenting the data and applying predictive analytics, they can pinpoint
potential leads and tailor marketing strategies accordingly.

e Referrals: Building strong relationships with existing bank customers and staff members can
lead to valuable referrals. The associate can educate bank employees about insurance offerings
and incentivize them to refer interested customers. Additionally, satisfied customers can be
encouraged to refer friends, family, and colleagues, expanding the network of potential leads.

e Cross-Selling Opportunities: During routine interactions with bank customers, the associate
can proactively identify cross-selling opportunities by assessing their financial needs and
recommending complementary insurance products. For example, if a customer is opening a
new savings account, the associate can propose an insurance policy to protect their savings or
provide coverage in case of unforeseen events.

e Training and Support: Providing training sessions for bank staff on insurance products, sales
techniques, and lead generation strategies can empower them to identify and refer potential
leads more effectively. The associate can offer ongoing support, answer questions, and share
best practices to ensure staff members feel confident in their ability to generate leads.

e Follow-Up and Tracking: After identifying potential leads, the associate should maintain regular
communication to nurture relationships and guide prospects through the sales process. Utilizing
customer relationship management (CRM) tools, they can track interactions, set reminders for
follow-up tasks, and monitor the progress of leads from initial contact to conversion.

By actively engaging with walk-in customers, analyzing customer data, fostering referrals, identifying
cross-selling opportunities, providing training and support to bank staff, and implementing effective
follow-up procedures, a bancassurance relationship associate can significantly contribute to lead
generation efforts within the bank. This collaborative approach enhances customer engagement,
increases sales opportunities, and strengthens the bancassurance partnership.

Lead generation training

Training lead generators within the bank to generate quality insurance leads requires a structured
approach that focuses on product knowledge, effective communication skills, and lead generation
techniques. Here's how a bancassurance relationship associate can train lead generators to generate
quality insurance leads from the bank's customers:

Product knowledge:

e Provide comprehensive training on the insurance products offered by the bancassurance
partnership. This should include an overview of different insurance types, coverage options,
benefits, and exclusions.

e Ensure lead generators understand the unique selling points of each product and how they
address customers' insurance needs.

e Conduct product demonstrations and simulations to familiarize lead generators with sales
scenarios and typical customer inquiries.
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Understanding customer needs:

Train the lead generators to identify and understand the insurance needs of bank customers.
Emphasize the importance of active listening and asking probing questions to uncover potential
insurance gaps or areas where customers may benefit from coverage.

Provide examples of common customer profiles and corresponding insurance solutions to
illustrate how different life stages, financial goals, and risk factors influence insurance needs.

Effective communication skills:

Teach lead generators how to communicate effectively with customers to build rapport,
establish trust, and convey the value of insurance products.

Provide guidance on using clear and concise language, avoiding jargon, and addressing customer
concerns with empathy and understanding.

Conduct role-playing exercises to practice communication skills in various sales scenarios, such
as objection handling and closing techniques.

Lead generation techniques:

Introduce lead generators to different lead generation techniques, including walk-ins, data
mining, referrals, and cross-selling opportunities.

Provide strategies for initiating conversations with customers, identifying potential insurance
needs, and positioning insurance products as solutions.

Offer practical tips for leveraging customer interactions, such as asking open-ended questions,
actively listening for cues, and offering personalized recommendations.

Follow-Up and relationship building:

Stress the importance of follow-up in lead generation and conversion. Train lead generators
on effective follow-up strategies, including timely communication, personalized outreach, and
ongoing relationship building.

Provide tools and resources, such as CRM systems or lead tracking software, to facilitate follow-
up activities and monitor lead progress.

Emphasize the value of maintaining positive relationships with customers, even if they don't
immediately express interest in insurance, as they may become valuable leads in the future.

Performance monitoring and feedback:

Establish metrics for evaluating lead generation performance, such as lead conversion rates,
lead quality, and customer satisfaction.

Regularly review lead generators' performance, provide constructive feedback, and offer
additional training or support as needed.

Encourage lead generators to share success stories, challenges, and best practices with their
peers to foster a culture of continuous learning and improvement.

By providing comprehensive training on product knowledge, effective communication skills,
lead generation techniques, follow-up strategies, and performance monitoring, a bancassurance
relationship associate can empower lead generators within the bank to generate quality insurance
leads from the bank's customers. This collaborative approach enhances lead generation efforts,
strengthens customer relationships, and drives business growth for the bancassurance partnership.
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Prospective customer’s portfolio analysis

A bancassurance relationship associate in India can conduct a thorough analysis of banking
customers' portfolios to identify prospects for insurance products by following these steps:

e Access customer portfolio data: Obtain access to the bank's customer database or portfolio
management system, ensuring compliance with data privacy regulations such as GDPR and
local laws in India.

e Segment customers: Segment banking customers based on various criteria such as age, income
level, life stage, financial goals, and existing banking products held. This segmentation helps
prioritize prospects for insurance products.

e |dentify potential insurance needs: Review each customer's portfolio, transaction history,
and financial behavior to identify potential insurance needs and gaps in coverage. Look for
indications of major life events (e.g., marriage, childbirth, retirement) or significant financial
transactions that may trigger insurance requirements.

e Analyze risk profiles: Assess the risk profiles of banking customers based on factors such as
occupation, lifestyle, health status, and geographic location. Identify customers who may be
exposed to specific risks that could be mitigated through insurance coverage.

e Cross-referencing with insurance products: Cross-reference customer profiles with the range
of insurance products offered through the bancassurance partnership. Determine which
insurance products align best with the identified needs and risk profiles of banking customers.

e Prioritize prospects: Prioritize prospects based on their potential value to the bancassurance
business, considering factors such as the likelihood of purchasing insurance, premium potential,
and long-term relationship value.

e (Create targeted marketing campaigns: Develop targeted marketing campaigns tailored to the
specific insurance needs and preferences of identified prospects. Craft personalized messaging
and offers to attract their interest and encourage engagement.

e Engage proactively: Initiate proactive outreach efforts to engage identified prospects through
various channels such as email, phone calls, in-person meetings, and digital platforms. Offer
value-added services such as financial planning consultations or insurance education seminars
to build rapport and trust.

e Track and monitor progress: Implement systems to track and monitor the progress of
prospecting efforts, including the number of prospects contacted, responses received, and
conversions achieved. Use customer relationship management (CRM) tools to maintain detailed
records and facilitate follow-up activities.

e |terate and refine strategies: Continuously evaluate the effectiveness of prospecting strategies
and adjust approaches as needed based on feedback and performance metrics. Identify areas
for improvement and refine prospecting tactics to optimize results over time.

By conducting a systematic analysis of banking customers' portfolios and proactively identifying
prospects for insurance products, a bancassurance relationship associate in India can effectively
leverage the bancassurance partnership to drive business growth and enhance customer
satisfaction. This approach ensures that insurance offerings are aligned with customers' evolving
needs and preferences, ultimately leading to increased sales and revenue for both the bank and
the insurance provider.

Customer concern analysis

A bancassurance relationship associate in India can assist bank staff in determining the needs and
requirements of prospective customers through several effective strategies:
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e Customer profiling and needs assessment

o Data analysis: Utilize customer data to create profiles based on age, income, occupation,
and existing financial products.

o Surveys and questionnaires: Develop tools to capture customer preferences, risk appetite,
and financial goals.

e Training and support

o Regular training sessions: Educate bank staff on various insurance products and how to
identify suitable prospects.

o Role-playing exercises: Conduct mock customer interactions to practice need assessment
techniques.

e Consultative Selling approach

o Open-ended questions: Encourage staff to ask open-ended questions that allow customers
to express their needs and concerns.

o Listening skills: Train staff to actively listen and pick up on verbal and non-verbal cues.
e Technology utilization

o CRM tools: Implement Customer Relationship Management (CRM) systems to track
customer interactions and preferences.

o Predictive analytics: Use predictive analytics to anticipate customer needs based on
historical data.

e (Collaborative environment

o Joint meetings: Organize joint meetings between bank staff and insurance representatives
to discuss strategies and share insights.

o Feedbackloops: Establish feedback mechanisms to continuously improve the understanding
of customer needs.

e Educational workshops and seminars

o Financial literacy programs: Host workshops to educate customers about financial planning
and the role of insurance.

o Product seminars: Conduct seminars on specific insurance products to help customers
make informed decisions.

e Customer journey mapping

o Mapping Touchpoints: Identify and analyze all customer touchpoints to ensure a seamless
experience.

o Gap analysis: Conduct gap analysis to identify areas where the bank staff might need
additional support or information.

e Customizing solutions

o Tailored proposals: Develop customized insurance solutions based on the specific needs
identified during the assessment.

o Scenario analysis: Present different scenarios to the customer to illustrate how various
products can meet their requirements.

e Customer follow-ups
o Regular check-ins: Schedule follow-up meetings or calls to reassess needs as they evolve.

o Feedback collection: Gather customer feedback post-interaction to refine the approach
and offerings.

e Marketing and communication

o Targeted campaigns: Design marketing campaigns based on the identified needs and
preferences of different customer segments.

'
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o Informational materials: Provide brochures, flyers, and other materials that clearly outline
product benefits in the context of customer needs.

By implementing these strategies, a bancassurance relationship associate can significantly enhance
the bank staff's ability to accurately determine and meet the needs and requirements of prospective
customers, leading to more effective cross-selling of insurance products.

Preparing product/service proposals

A bancassurance relationship associate in India can effectively prepare product/service proposals
by following a structured approach that ensures the proposals are tailored to meet the specific
needs and requirements of prospective customers. Here’s how they can achieve this:

e Understanding customer needs

o Needs assessment: Conduct thorough assessments to understand the customer’s financial
goals, risk tolerance, and coverage requirements.

o Customer interviews: Engage in detailed discussions with customers to gather relevant
information and preferences.

e Product knowledge

o In-depth product understanding: Gain comprehensive knowledge about the insurance
products offered, including benefits, features, exclusions, and pricing.

o Comparative analysis: Be aware of how different products compare and which ones best
meet specific customer needs.

e Customization of proposals

o Personalized proposals: Tailor proposals to align with the individual needs and circumstances
of the customer.

o Multiple options: Provide a few tailored options to give the customer a choice, explaining
the pros and cons of each.

e Clear and concise documentation

o Standardized templates: Use standardized templates for consistency but ensure flexibility
for customization.

o Easy-to-understand language: Avoid jargon and use clear, straightforward language to
explain complex terms and conditions.

o Detailed inclusions

o Coverage details: Clearly outline the coverage, including what is covered and what is
excluded.

o Premium information: Provide detailed information on premium amounts, payment
options, and any potential discounts.

o Benefits and features: Highlight the key benefits and unique features of the product that
align with the customer’s needs.

o lllustrations: Use examples and illustrations to show how the product works in different
scenarios.

e Compliance and accuracy

o Regulatory compliance: Ensure that all proposals comply with relevant regulatory
requirements and guidelines.

o Accuracy: Double-check all figures, terms, and conditions to avoid errors and omissions.
e Supporting documents

o Supplementary materials: Include brochures, FAQs, and other informational materials that
can help customers understand the proposal better.
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o Case studies: Provide case studies or testimonials from similar customer profiles to build
trust and credibility.

e Presentation

o Professional presentation: Ensure that the proposal is professionally formatted and
presented.

o Digital Tools: Utilize digital tools and platforms to create visually appealing and interactive
proposals.

e Follow-up and clarifications

o Scheduled follow-ups: Arrange follow-up meetings to discuss the proposal and address any
questions or concerns.

o Clarification sessions: Be available for any additional clarifications the customer might need
after reviewing the proposal.

o Feedback and iteration

o Customer feedback: Seek feedback on the proposal to understand if it meets the customer’s
expectations.

o Revisions: Be prepared to revise the proposal based on feedback to ensure it fully addresses
the customer’s needs.

Sample proposal structure

e Introduction

e Brief introduction about the bancassurance relationship and the purpose of the proposal.
e Customer Profile Summary

e A summary of the customer’s needs and requirements as understood from the assessment.
e Product Options

Detailed description of the proposed insurance products.

Key benefits and features of each product.

Comparisons between different options.

Financials

Premium details.

Payment options and schedules.

Potential discounts or loyalty benefits.

Coverage Details

Inclusions and exclusions.

Policy terms and conditions.

Additional Benefits

Any additional services or benefits included with the product.

Next Steps

Outline the next steps for moving forward with the proposal.

O 0O 0O 0O O OOO OO O O o o o

Contact information for further discussions.

By following these steps, a bancassurance relationship associate can create comprehensive and
compelling product/service proposals that are likely to resonate with prospective customers and
facilitate informed decision-making.
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Appropriate product/service suggestion

A bancassurance relationship associate in India can ensure that the appropriate product or service
is suggested to potential customers by adopting a systematic and customer-centric approach.
Here’s how:

e Thorough needs analysis

o Customer profiling: Create detailed profiles based on demographics, financial status, risk
appetite, and future goals.

o Financial health check: Conduct a comprehensive analysis of the customer’s current
financial situation, including assets, liabilities, income, and expenses.

o Life Stage assessment: Consider the customer's life stage (e.g., young professional, married
with children, nearing retirement) to tailor recommendations.

e Effective communication and engagement

o Active listening: Engage in conversations where the customer feels heard. Ask open-ended
questions to uncover needs and concerns.

o Building trust: Establish a rapport with the customer to make them comfortable sharing
personal financial information.

e Knowledge of products and services

o Product expertise: Maintain in-depth knowledge of all insurance products and services
offered, including benefits, exclusions, and ideal customer profiles.

o Regulatory updates: Stay updated on regulatory changes and ensure all products meet
compliance requirements.

e Customized recommendations

o Match products to needs: Based on the needs analysis, recommend products that align
with the customer’s specific requirements and financial goals.

o Present options: Offer a few tailored product options, explaining how each meets the
customer’s needs and the differences between them.

e Use of technology and tools

o CRM systems: Utilize Customer Relationship Management (CRM) systems to track customer
interactions and preferences.

o Risk profiling tools: Use risk assessment tools to determine the customer’s risk tolerance
and suggest suitable products accordingly.

o Financial planning software: Implement financial planning software to create personalized
plans and projections.

e Continuous education and training

o Regular training: Participate in regular training sessions to stay updated on product
knowledge and sales techniques.

o Customer education: Conduct educational sessions for customers to help them understand
the importance of insurance and how different products can benefit them.

Compliance and ethical practices

Adherence to guidelines: Follow all regulatory guidelines and ethical practices to ensure
customers are not misled.

o Transparent communication: Be transparent about product features, benefits, costs, and
any potential risks.

e Regular Follow-ups and reviews

o Periodic reviews: Schedule regular reviews with customers to reassess their needs and
adjust recommendations as necessary.
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o Feedback mechanism: Establish a feedback mechanism to understand customer satisfaction
and areas for improvement.

e Collaborative approach

o Team collaboration: Work closely with bank staff and other advisors to gather insights and
ensure a holistic approach to customer needs.

o Joint meetings: Organize joint meetings with the customer and relevant experts (e.g.,
financial planners, insurance underwriters) to provide comprehensive advice.

e (Case studies and real-life examples

o lllustrative examples: Use case studies and real-life examples to show how specific products
have benefited customers with similar profiles.

o Scenario planning: Discuss different scenarios and how the recommended products can
address potential future financial challenges.

Steps for ensuring appropriate product recommendation

e Initial consultation:
o Understand the customer’s background, financial status, and objectives.
o Document all gathered information accurately.
e Needs and risk assessment:
o Conduct a detailed needs and risk assessment using questionnaires and profiling tools.
o Determine the customer’s risk tolerance and financial goals.
e Product matching:
o ldentify suitable products based on the assessment.
o Prepare a shortlist of products that align with the customer's needs.
e Presentation and explanation:
o Present the shortlisted products to the customer.
o Clearly explain the features, benefits, and limitations of each product.
e Decision support:
o Assist the customer in evaluating the options and making an informed decision.
o Answer any questions and provide additional information if needed.
e Documentation and compliance:
o Ensure all recommendations and decisions are well-documented.
o Follow all compliance and regulatory requirements.
¢ Implementation and follow-up:
o Facilitate the implementation of the chosen product.

o Schedule follow-ups to review the product’s performance and reassess customer needs
periodically.

By implementing these strategies, a bancassurance relationship associate can ensure that the
product or service suggested to potential customers is well-suited to their individual needs, thereby
enhancing customer satisfaction and trust.

7. Customer application log-in

A bancassurance relationship associate in India can aid branch staff in logging prospective customer
applications efficiently by following these steps:
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Training and knowledge sharing

o Comprehensive training: Conduct regular training sessions for branch staff on how to use
the bancassurance application system. This includes step-by-step guides and hands-on
practice.

o User manuals: Develop and distribute user manuals and quick reference guides that outline
the application logging process.

Creating a supportive environment

o Dedicated support: Establish a dedicated support system or helpdesk that branch staff can
contact for immediate assistance.

o On-the-job support: Spend time at the branch to provide on-the-job training and support,
helping staff with real-time application logging.

Clear documentation and procedures

o Standard operating procedures (sops): Create and distribute SOPs produced according to
government’s guidelines that clearly outline the steps for logging in prospective customer
applications.

o Checklists: Provide checklists to ensure all necessary information is collected before starting
the application process.

Utilization of technology

o Interactive tutorials: Use interactive tutorials and e-learning modules that staff can access
anytime to learn or refresh their knowledge on the application process.

o Screen sharing tools: Implement screen sharing tools to provide remote assistance and
walkthroughs if branch staff face difficulties.

Regular updates and feedback

o Feedback mechanism: Implement a feedback mechanism where branch staff can report
issues or suggest improvements for the application logging process.

o Regular updates: Keep branch staff updated on any changes or updates in the application
system through newsletters, emails, or training sessions.

Role-specific training
o Customized training: Tailor training sessions to the specific roles and responsibilities of

different branch staff members to ensure they understand how the application process fits
into their daily tasks.

Real-time assistance

o Hotline support: Provide a hotline or direct line of communication for immediate assistance
during application logging.

o On-site visits: Schedule regular visits to branches to assist with any recurring issues and
reinforce training.

Performance tracking

o Monitor and track: Keep track of application logging performance metrics to identify
common issues and areas where branch staff might need additional training or support.

o Incentives: Implement incentive programs to encourage staff to accurately and efficiently
log applications.

Simplifying the process

o Streamlined procedures: Work with IT and process improvement teams to simplify the

application logging process, reducing the number of steps and making the interface more
user-friendly.

o Automated checks: Incorporate automated checks and prompts within the application
system to ensure that all required fields are completed correctly.
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Sample process for aiding branch staff

e |Initial training:
o Conduct an initial training session for all branch staff on the application logging process.
o Provide hands-on practice and address any immediate questions.

e Step-by-step guide:

o Develop a detailed step-by-step guide that includes screenshots and explanations for each
part of the application process.

o Distribute this guide in both digital and printed formats.
e Live demonstration:

o Perform live demonstrations of the application logging process during staff meetings or
training sessions.

o Allow staff to practice with supervision.
e One-on-one support:

o Offer one-on-one support sessions for staff members who need extra help or are new to
the process.

o Use these sessions to address specific concerns and provide personalized guidance.
e Feedback and improvement:

o Collect feedback from branch staff about any difficulties or suggestions for the application
process.

o Use this feedback to make necessary adjustments and provide further training if needed.
e Continuous learning:

o Encourage continuous learning by providing regular updates on new features or changes in
the application system.

e Periodic refresher courses

o Byimplementing these steps, a bancassurance relationship associate can effectively support
branch staff in logging prospective customer applications, ensuring accuracy and efficiency
in the process.

8. Insurance product’s awareness
Creating awareness among the bank's customers about insurance products is a crucial role for a
bancassurance relationship associate in India. This can be achieved through a combination of direct
customer engagement, strategic marketing, educational initiatives, and leveraging digital tools.
Here are the steps and strategies that can be implemented:
e Customer engagement and interaction

o Personalized meetings: Schedule one-on-one meetings with customers to discuss their
financial needs and introduce relevant insurance products.

o Customer service touchpoints: Use regular bank interactions (like account opening, loan
applications, etc.) to inform customers about insurance products.

o Educational initiatives

o Workshops and seminars: Organize workshops and seminars focused on financial planning
and the role of insurance in achieving financial security.

o Webinars: Conduct online webinars to reach a broader audience, offering insights into
different insurance products and their benefits.

e In-branch marketing

o Brochures and flyers: Place informative brochures and flyers in branch lobbies and waiting
areas, highlighting key insurance products and their benefits.
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o Posters and banners: Use eye-catching posters and banners within the branch to draw
attention to insurance offerings.

e Digital marketing and communication

o Email Campaigns: Send targeted email campaigns to bank customers, providing information
about insurance products and their benefits.

o Social media: Utilize the bank’s social media platforms to post educational content,
customer testimonials, and product promotions related to insurance.

e Leveraging technology

o Mobile banking apps: Integrate insurance product information and promotional banners
within the bank’s mobile banking app.

o Interactive tools: Provide interactive tools and calculators on the bank’s website to help
customers understand their insurance needs.

e Customer segmentation and targeting

o Data analytics: Use customer data to identify segments that may benefit most from specific
insurance products (e.g., young professionals, families, retirees).

o Personalized recommendations: Tailor marketing messages and product recommendations
based on customer profiles and past interactions.

e Incentives and promotions

o Special offers: Create special promotions and discounts for bank customers who purchase
insurance products.

o Referral programs: Implement referral programs where customers are rewarded for
referring friends and family to the bank’s insurance products.

e Training bank staff

o Staff training programs: Regularly train bank staff on insurance products so they can
effectively communicate the benefits to customers during their interactions.

o Information sharing: Provide staff with talking points and FAQs to help them answer
customer queries about insurance.

e Partnerships with local organizations

o Community events: Partner with local community organizations and participate in
community events to promote insurance awareness.

o Financial literacy programs: Collaborate with schools, colleges, and local businesses to
conduct financial literacy programs that include information about insurance.

e Customer testimonials and success stories

o Real-life examples: Share customer testimonials and success stories that highlight the
benefits of having insurance coverage.

o Case studies: Provide case studies that illustrate how specific insurance products have
helped customers in different scenarios.

Implementation plan for creating awareness
e |Initial planning:

o Identify key target segments within the bank’s customer base.

o Develop a comprehensive plan outlining the strategies and channels to be used.
e Resource development:

o Create brochures, flyers, and digital content.

o Develop training materials for bank staff.
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e Execution:
o Launch email and social media campaigns.
o Organize workshops, seminars, and webinars.
o Place marketing materials in branches.

e Staff training:

o Conducttraining sessions for bank staff on insurance products and customer communication
strategies.

e Monitoring and feedback:

o Track the effectiveness of different initiatives through customer feedback and engagement
metrics.

o Adjust strategies based on what works best in reaching and educating customers.
e Continuous improvement:
o Regularly update marketing materials and training programs.

o Keep customers informed about new insurance products and benefits through ongoing
communication.

By following these steps and strategies, a bancassurance relationship associate can effectively
create awareness about insurance products among the bank’s customers, thereby enhancing
customer knowledge and increasing the uptake of insurance offerings.

9. Customer meetings

Meeting bank customers within and outside the branch is a vital aspect of a bancassurance
relationship associate's role. To do this effectively, the advisor can follow these steps and strategies:

Scheduling appointments

e In-branch appointments:

o Booking system: Implement a system for scheduling appointments within the branch. This
could be an online booking tool or a dedicated phone line.

o Convenienttiming: Offer flexible appointment times to accommodate customers' schedules,
including after regular banking hours or on weekends.

e Qutside branch appointments:

o Customer preferences: Reach out to customers to determine their preferred meeting
locations, such as their home, workplace, or a neutral location like a café.

o Logistics planning: Plan and map out the day’s meetings to optimize travel time and
efficiency.

Preparation and follow-up

e Before the meeting:

o Customer research: Gather all relevant information about the customer’s financial profile,
existing products, and potential needs.

o Tailored materials: Prepare personalized materials and proposals tailored to the customer’s
specific requirements.

e After the meeting:

o Follow-up communication: Send a follow-up email or message summarizing the discussion,
key points, and next steps.

'



Bancassurance Relationship Associate g

o Action items: Ensure any agreed-upon actions, such as sending additional information or
processing applications, are completed promptly.

e Utilizing technology

o CRM systems: Use Customer Relationship Management (CRM) systems to track customer
interactions, schedule meetings, and record notes from discussions.

o Virtual meetings: Offer virtual meeting options (via Zoom, Teams, etc.) for customers who
prefer not to meet in person or when travel is impractical.

e Effective communication

o Clear communication: Clearly explain the purpose of the meeting, what customers can
expect, and how it will benefit them.

o Active listening: Listen to the customer’s needs and concerns to tailor the conversation and
product recommendations effectively.

e Creating value in meetings

o Educational approach: Use meetings as an opportunity to educate customers about the
importance of insurance and how it fits into their overall financial plan.

o Personalized solutions: Provide customized solutions that address the customer’s unique
needs and circumstances.

e Building relationships

o Trust building: Use face-to-face interactions to build trust and rapport with customers,
showing genuine interest in their financial well-being.

o Long-term engagement: Foster long-term relationships by scheduling regular check-ins and
reviews of their financial and insurance needs.

e (Collaboration with bank staff

o Referral system: Work closely with bank staff to identify potential customers who could
benefit from insurance products and schedule meetings accordingly.

o Joint meetings: Arrange joint meetings with bank staff and customers to provide a
comprehensive financial advisory service.

e Event participation

o Customer events: Participate in bank-organized customer events, such as financial planning
seminars or customer appreciation days, to meet multiple customers in a single setting.

o Community events: Attend community events where potential customers might be present,
offering informal consultations and advice.

Implementation plan for meeting customers

e Initial setup:

o Develop a system for scheduling and managing appointments, both in-branch and outside
the branch.

o Train the advisor and bank staff on the use of CRM systems and scheduling tools.
e Preparation:

o Gather customer data and prepare personalized materials for each meeting.

o Confirm appointments a day in advance to ensure the customer’s availability.
e Meeting execution:

o Conduct meetings, ensuring to address the customer’s needs and provide valuable insights
and solutions.

o Take detailed notes during the meeting to ensure accurate follow-up.
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10.

Follow-up:

o

(o]

Send a summary of the meeting to the customer, along with any additional information or
next steps discussed.

Schedule any required follow-up meetings or actions.

Monitoring and feedback:

o

Collect feedback from customers about their meeting experience to identify areas for
improvement.
Monitor the outcomes of meetings to measure effectiveness and make necessary
adjustments.

By following these steps and strategies, a bancassurance relationship associate can effectively
meet bank customers both within and outside the branch, ensuring that their needs are met in a
convenient and personalized manner.

Cross-selling existing and new products to existing and new clients

A bancassurance relationship associate can effectively partake in cross-selling existing and new
products to both existing and new clients by adopting a strategic, customer-centric approach.
Here’s how:

Understand customer needs

o

o

Customer profiling: Use the bank’s CRM system to gather comprehensive information about
customers, including their financial status, life stage, current products, and potential needs.

Needs analysis: Conduct thorough needs analysis during interactions to identify gaps in
coverage or unmet financial goals.

Leverage data and analytics

o

Data mining: Analyze customer data to identify patterns and opportunities for cross-
selling. For instance, customers with savings accounts might benefit from life insurance or
investment products.

Predictive analytics: Use predictive analytics to anticipate customer needs based on their
behavior and transaction history.

Tailored recommendations

o

Personalized solutions: Based on the customer’s profile and needs analysis, recommend
products that align with their financial goals and circumstances.

Bundle offers: Create and promote bundled products that offer added value, such as
combining a savings account with a life insurance policy.

Effective communication

o

Educate customers: Explain the benefits of the new or existing products in simple, clear
terms. Highlight how these products can help achieve their financial objectives.

Value proposition: Emphasize the unique value proposition of the products being cross-
sold, such as additional coverage, financial security, or investment growth.

Utilize multiple channels

o

In-branch engagement: Engage customers during their branch visits. Train branch staff to
identify cross-selling opportunities and refer customers to the bancassurance associate.

Digital platforms: Use the bank’s digital platforms, such as mobile banking apps and
websites, to promote insurance products and provide easy access to information and
purchase options.

Outbound calls and emails: Conduct targeted outbound calls and email campaigns to
inform customers about new product offerings and their benefits.
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e Leverage customer life events

o Life events marketing: Identify key life events such as marriage, the birth of a child,
purchasing a home, or retirement. Use these events as opportunities to discuss relevant
insurance products.

o Proactive outreach: Reach out to customers proactively when they approach these
milestones to offer tailored insurance solutions.

e Collaborative approach with bank staff

o Training programs: Regularly train bank staff on identifying cross-selling opportunities and
understanding the features and benefits of various insurance products.

o Joint meetings: Arrange joint meetings with bank staff and customers to provide
comprehensive financial advice and cross-sell relevant products.

e Customer feedback and follow-up

o Gather feedback: After cross-selling a product, seek feedback from the customer to ensure
they understand the product and are satisfied with the service.

o Regular follow-ups: Schedule follow-up meetings or calls to review the customer’s financial
situation and introduce additional products as their needs evolve.

¢ Incentive programs

o Incentives for staff: Implement incentive programs for bank staff to encourage them to
identify and refer cross-selling opportunities to the bancassurance associate.

o Customer incentives: Offer incentives such as discounts or bonus benefits to customers
who purchase multiple products.

e Promotional Campaigns

o Marketing campaigns: Design and run marketing campaigns that highlight the benefits of
cross-buying insurance products along with other financial products.

o Customer testimonials: Use testimonials and case studies to illustrate how other customers
have benefited from cross-buying products.

Implementation plan for cross-selling

e |Initial assessment:
o Review customer data to identify potential cross-selling opportunities.
o Segment customers based on their needs and product holding.
e Preparation:
o Develop tailored product bundles and marketing materials.
o Train bank staff on the features and benefits of the products being cross-sold.
e Customer engagement:
o Engage with customers through in-branch visits, calls, emails, and digital platforms.
o Conduct needs analysis during interactions to identify suitable products.
e Presentation of products:
o Present personalized product recommendations and explain their benefits.
o Highlight the value of bundling products and any available promotions.
e Follow-up:
o Follow up with customers who show interest in cross-buying products.
o Ensure the smooth processing of the new product purchase and address any queries.
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e Feedback and improvement:
o Collect customer feedback on the cross-selling process and products.
o Use feedback to refine strategies and improve customer satisfaction.

By implementing these strategies, a bancassurance relationship associate can effectively cross-sell both
existing and new products to existing and new clients, thereby increasing customer satisfaction and
driving business growth.
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UNIT 1.2: Pre-Sales Activities

— Unit Objectives

©

By the end of this unit, the participants will be able to:

1. Describe the methods of enhancing prospective customers through customer categorization,
profiling, and increasing leads.

2. Elaborate on the aspects of product awareness, company products, pre-sales techniques, and

services.

—1.2.1 Customer Prospecting

In India, banks employ sophisticated methods of customer profiling and portfolio analysis adapted to
the country's diverse population and financial landscape. By leveraging data analytics, segmentation,
and needs-based profiling, banks can effectively identify prospects for bancassurance and tailor their
marketing strategies to meet the unique needs of Indian customers. Additionally, regulatory compliance
and technological advancements play crucial roles in ensuring the accuracy and privacy of customer
data. Here are the key methods used:

Methods Steps

Data Collection and
Segmentation

1. Data Collection:

e Demographic Data: Age, income level, occupation, education,
family structure.

e Geographic Data: Location, urban or rural area, tier of the city.

e Behavioral Data: Transaction history, spending patterns, channel
preferences.

e Psychographic Data: Lifestyle, values, aspirations, financial goals.
2. Data Segmentation:

e Urban vs. Rural Segmentation: Recognizing the unique needs and
preferences of urban and rural customers.

e Income-Based Segmentation: Segmenting customers based on
income levels to offer appropriate products.

e Age-Based Segmentation: Catering to different age groups with
products suited to their life stages.

Customer Profiling
Techniques

1. Socio-Economic Profiling:

e Understanding customers' socio-economic backgrounds and their
implications on financial behaviors.

e |dentifying potential prospects based on income, education, and
occupation.

2. Behavioral Analytics:

e Analyzing transaction patterns, frequency of banking interactions,
and digital banking usage.

e |dentifying patterns indicative of potential interest in bancassurance
products.
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Methods Steps

3. Needs-Based Profiling:

e Assessing customer needs and financial goals, such as retirement
planning, education funding, or health coverage.

e Offering customized bancassurance solutions tailored to specific
needs.

1. Regional Analysis:

e Analyzing customer demographics and behaviors at regional levels
to understand local preferences.

e Tailoring product offerings and marketing strategies accordingly.
2. Product Penetration Analysis:

e Evaluating the uptake of existing products within the customer
Analyzing the base.

Customer Portfolio e |dentifying gaps and opportunities for introducing new
bancassurance products.

3. Channel Preferences Analysis:

e Understanding customer preferences for banking channels (branch,
digital, mobile) and communication mediums.

e Targeting prospects through preferred channels for bancassurance
promotions.

1. Data Analytics Platforms:
e Utilizing data analytics tools to process and analyze customer data.

e Extracting insights to identify potential prospects and trends in the
customer base.

2. Customer Relationship Management (CRM) Systems:
e Managing customer interactions and storing relevant data for

Tools and segmentation and profiling.
Technologies e Integrating CRM with analytics for a holistic view of customer
behavior.

3. Mobile and Digital Platforms:

e Leveraging mobile banking apps and digital platforms for customer
engagement.

e Analyzing digital interactions to understand customer preferences
and behaviors.

1. Compliance with KYC Norms:

e Ensuring compliance with Know Your Customer (KYC) regulations

Regulator . .
gu y while collecting customer data.

Considerations
e Data Privacy: Adhering to data privacy regulations and safeguarding

customer information.

Table. 1.2.1: Customer Prospecting
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—1.2.2 Lead Generation Methods

There are certain strategies, by which a bancassurance relationship associate can effectively generate
a steady stream of qualified leads, ultimately contributing to increased sales and a successful
bancassurance partnership in the following manner;

Leveraging bank customer data:

e Customer segmentation: Collaborate with the bank to identify potential customer segments based
on demographics, banking activity, and existing investments. This allows for targeted outreach with
relevant insurance products.

e Data analytics: Utilize bank data analytics tools to identify customers with upcoming life events
(marriage, childbirth) or approaching milestones (retirement) that might necessitate specific
insurance solutions.

Building relationships with bank staff:

e Train Bank Staff on Insurance Products: Conduct training sessions for bank staff on the features
and benefits of various insurance products offered through the bancassurance partnership. This
empowers them to identify potential leads and initiate conversations with customers.

¢ Incentivize Bank Staff Referrals: Develop a referral program where bank staff receive incentives
for recommending customers who purchase insurance products. This motivates them to actively
promote insurance alongside banking services.

Proactive lead generation techniques:

e Walk-in customer engagement: Develop engaging communication strategies to approach walk-
in customers at the bank. This could involve setting up informational booths or offering brief
consultations to assess their insurance needs.

e Telephonic outreach: Conduct well-prepared telephonic conversations with existing bank
customers, focusing on understanding their financial situation and suggesting suitable insurance
products.

Utilizing digital marketing tools:

e Develop targeted social media campaigns: Create social media content promoting the benefits of
insurance products relevant to the bank's customer base. Utilize targeted advertising options to
reach specific demographics and interests.

e Leverage bank's digital platforms: Collaborate with the bank to place informative content about
insurance products on their website or mobile app. This allows customers to learn about insurance
options at their convenience and generate leads for further contact.

Building brand awareness:
e Organize customer awareness workshops: Host workshops at bank branches to educate customers
about the importance of financial planning and risk management through insurance.

e Co-branded marketing initiatives: Partner with the bank on co-branded marketing campaigns that
promote the benefits of bancassurance solutions, reaching a wider audience and generating leads.

'
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Revision and follow-up

Compliance with regulations: Always adhere to regulations set by the Insurance Regulatory and
Development Authority of India (IRDAI) regarding customer communication and product promotion.

Data Privacy: Ensure responsible use of customer data while adhering to data privacy regulations.

Focussing on lead generation training and techniques

By incorporating training elements and techniques, bancassurance relationship associates in India
can become skilled lead generators, ultimately contributing to the success of the bancassurance
partnership. The following are some processes;

Understanding the customer journey:

(o]

Developing empathy for bank staff: Train associates to understand the challenges and priorities
of bank staff. This helps them tailor their approach to build strong working relationships and
gain their support in lead generation.

Customer journey mapping: Map the typical customer journey within the bank, identifying
touchpoints where insurance conversations can be initiated organically. This could be loan
applications, wealth management discussions, or account opening processes.

Building referral networks:

o

Identifying key bank personnel: Train associates to identify branch managers, wealth advisors,
and relationship managers within the bank who can become valuable referral partners.

Developing referral scripts and communication strategies: Equip associates with clear and
concise scripts to explain the benefits of referring customers for insurance needs. This should
highlight the advantages for both the bank staff (incentives) and the customer (financial
security).

Role-playing exercises: Conduct role-playing exercises to help associates practice their
communication skills and feel comfortable approaching bank staff for referrals.

Data-driven Lead Generation:

(o]

Data analysis training: Provide training on basic data analysis techniques to interpret customer
data (age, income, investment portfolio). This allows associates to identify customers who
might benefit from specific insurance products.

Developing lead scoring system: Collaborate with the bank to develop a lead scoring system
that assigns points based on pre-defined criteria. This helps prioritize outreach efforts towards
customers with a higher likelihood of converting into insurance sales.

Data visualization tools: Train associates on using data visualization tools to create reports and
presentations for bank staff. This allows them to effectively highlight customer segments with
potential insurance needs.

Effective communication and lead qualification:

o

Developing strong questioning techniques: Train associates on asking open-ended questions
to uncover customer needs, risk tolerance, and financial goals. This helps qualify leads by
identifying those who are genuinely interested in exploring insurance options.

Active listening and objection handling: Equip associates with active listening skills to truly
understand customer concerns and tailor their communication accordingly. Train them on
effective objection handling techniques to address customer hesitation and concerns about
insurance products.

Articulating value propositions: Train associates to clearly articulate the value proposition of
different insurance products. This involves explaining how each product addresses specific
customer needs and financial goals, not just focusing on features.
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e Leveraging technology for lead generation:

o CRMtraining: Provide comprehensive training on using the Customer Relationship Management
(CRM) system to track leads, record interactions, and measure success.

o Data mining tools: Train associates on using basic data mining tools within the bank's system
to identify customers who meet specific criteria for insurance products (e.g., approaching
retirement age, recent loan application).

o Social media marketing basics: Provide basic training on social media marketing principles to
help associates understand the potential of targeted social media campaigns to generate leads
for specific insurance products.

e Additional tips:

o Developing a positive and enthusiastic attitude: Train associates to maintain a positive and
enthusiastic demeanour when discussing insurance products. This creates a more receptive
environment for lead generation.

o Setting realistic goals and track progress: Establish clear and measurable lead generation goals
for associates. Regularly track their progress and provide feedback for improvement.

o Celebrating success: Recognize and celebrate the achievements of associates in lead generation.
This motivates them to continue their efforts and achieve better results.

—1.2.3 Cross-Selling And Up-Selling Techniques

Cross-selling and up-selling are essential techniques used by banks to increase revenue and deepen
customer relationships applicable to both, new and existing products. By implementing these cross-
selling and up-selling techniques effectively, banks can maximize revenue opportunities, increase
customer satisfaction, and strengthen loyalty among their client base, both existing and new. Here
are the essential strategies of implementing cross-selling and up-selling processes for a bancassurance
relationship associate;

e Relationship building:

o Focus on building trust and rapport with customers to enhance their receptiveness to cross-
selling and up-selling efforts.

o Provide personalized attention and exceptional customer service to strengthen the relationship.
e Continuous engagement:

o Maintain regular communication with customers through various channels, including phone
calls, emails, and in-person meetings.

o Keep customers informed about new products, upgrades, and promotions.

e Data-driven insights:
o Utilize customer data and analytics to identify cross-selling and up-selling opportunities.
o Monitor customer behavior and preferences to tailor offerings and timing effectively.

e Training and development:

o Provide training and resources to frontline staff on effective cross-selling and up-selling
techniques.

o Empower employees to identify and seize opportunities to enhance customer relationships..
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Customer Needs Analysis:

Conduct thorough assessments of the
customer's financial needs and goals.

Identify gaps in their current product
portfolio where additional services could
add value.

Personalized Recommendations:

Tailor product recommendations based on
the customer's profile, transaction history,
and behavioural patterns.

Offer solutions that address specific pain
points or anticipated future needs.

Bundling Packages:

Bundle complementary products or services
together to provide added convenience and
value to customers.

Offer discounts or incentives for purchasing
bundled packages.

Education and Awareness:

Educate customers about the benefits and
features of additional products or services.

Use newsletters, emails, and educational
content to inform customers about relevant
offerings.

Cross-Selling Techniques Up-Selling Techniques

Needs-Based Selling:

Understand the customer's evolving needs
and financial aspirations.

Recommend higher-tier products or upgrades
that align with their goals and lifestyle.

Value-Based Propositions:

Highlight the additional benefits and features
of premium products compared to standard
offerings.

Emphasize the long-term value and cost
savings associated with upgrading to a
higher-tier product.

Incentives and Rewards:

Offer incentives, rewards, or loyalty points
for upgrading to premium products.

Provide exclusive perks, such as access
to premium services or priority customer
support.

Strategic Promotions:

Promote cross-selling opportunities during
key customer touchpoints, such as account
opening, loan applications, or customer
service interactions.

Leverage digital channels, such as mobile
banking apps or online banking platforms, to
showcase relevant products

Limited-Time Offers:

Create a sense of urgency by offering limited-
time promotions or special discounts for
upgrades.

Use targeted marketing campaigns to
encourage customers to take advantage of
these offers.

Customer Success Stories:

Share success stories or testimonials from
other customers who have benefited from
upgrading their products.

Use social proof to instil confidence in the
value of the upgrade.

Table. 1.2.2: Cross-Selling and Up-Selling Techniques




Bancassurance Relationship Associate g

Product/Service development process:

The bancassurance relationship associate typically wouldn't be directly involved in developing new
insurance products. Product development is usually handled by product managers and underwriters
within the insurance company. However, a bancassurance relationship associate can play a crucial role
in identifying customer needs and relaying that information to influence product development. Here's
how they can contribute:

Gathering customer insights:

Actively listen to customer concerns and feedback: During conversations with customers, pay close
attention to their financial goals, risk tolerance, and any unmet needs regarding insurance products.

e Conduct customer surveys and focus groups: Partner with the bank and insurance company to
conduct surveys or focus groups specifically targeting the bank's customer base. This can provide
valuable insights into customer preferences and needs for insurance products.

e Analyze customer data and trends: Collaborate with the bank's data analysis team to identify trends
in customer demographics, banking activity, and loan applications. This data can reveal potential
gaps in insurance coverage that new products could address.

e Communicating customer needs:

e Prepare detailed reports: Compile customer insights, feedback, and data analysis results into clear
and concise reports for the insurance company's product development team.

e Regular meetings with insurance company representatives: Schedule regular meetings with
product managers and underwriters from the insurance company to discuss customer needs and
potential product development opportunities.

e Highlight market gaps and potential: Present compelling arguments that showcase how new
insurance products can address unmet customer needs within the bank's customer base, potentially
increasing sales and market share.

Collaboration and feedback:

e Participate in product testing and feedback sessions: If the insurance company involves you in
product testing or pilot programs, provide constructive feedback based on customer interactions
and market response.

e Maintain open communication channels: Continuously communicate with the insurance company
to ensure a smooth flow of information and customer insights that can influence future product
development strategies.

By effectively gathering customer insights and communicating them to the insurance company,
a bancassurance relationship associate can indirectly influence product development, ultimately
leading to products that better serve the bank's customer base and contribute to the success of the
bancassurance partnership.

—1.2.4 Company Offerings Awareness

Creating awareness about a company's offerings among a bank's customers requires a strategic
approach that leverages various channels and tactics. By implementing a combination of the strategies
and customizing them to fit the preferences and behaviours of the bank's customer base, one can
effectively create awareness about your company's offerings and drive engagement and sales.

e Partnership with the bank: Collaborate closely with the bank to leverage their existing
communication channels, such as newsletters, website banners, or in-branch displays, to showcase

'



e Participant Handbook

your offerings.

Targeted email campaigns: Segment the bank's customer base and craft personalized email
campaigns highlighting the benefits and features of your offerings. Include compelling visuals and
clear calls-to-action.

Educational webinars or workshops: Organize online webinars or in-person workshops in
collaboration with the bank to educate customers about your offerings. Provide valuable insights
and address common pain points or challenges they may face.

Incentivized referral programs: Encourage the bank's customers to refer others to your company's
offerings by implementing referral programs with rewards or discounts for both the referrer and
the new customer.

Social media engagement: Utilize social media platforms to engage with the bank's customers.
Share informative content, success stories, and customer testimonials to build trust and credibility.

Sponsorship or event participation: Sponsor relevant events or participate in industry conferences
where the bank's customers are likely to be present. This allows for direct interaction and networking
opportunities.

Content marketing: Create high-quality content such as blog posts, articles, or whitepapers
that address common financial concerns or provide valuable insights related to your offerings.
Collaborate with the bank to distribute this content through their channels.

Demonstrations and free trials: Offer demonstrations or free trials of your products/services to
the bank's customers, allowing them to experience the value firsthand before making a purchase
decision.

Community engagement: Engage with the local community through charitable events or initiatives.
Building a positive reputation within the community can indirectly influence the bank's customers.

Feedback and testimonials: Collect feedback from satisfied customers and showcase their
testimonials on your website, social media, or other marketing materials. Positive word-of-mouth
can significantly impact the perception of your offerings among the bank's customers.

—1.2.5 Logging-In to Customer Applications

In most cases, a bancassurance relationship associate in India should NOT directly log in to customer
bank or insurance applications. This is to protect customer privacy and security. Here's a recommended
procedure:

Focus on understanding customer needs:

Engage with the customer: Build rapport and understand the customer's needs and goals. Ask
open ended questions to determine the type of insurance product they might be interested in.

Explain product features and benefits: Based on the customer's needs, explain the features and
benefits of relevant insurance products offered through the bancassurance partnership.

Direct customer to appropriate channels:

Guide the customer to self-service options: If the customer decides to proceed, inform them about
available self-service options. This could involve directing them to the bank's website or mobile app
where they can log in to their account and apply for the insurance product themselves.

Facilitate assisted application process: If the customer prefers assistance, explain the application
process and guide them through it without logging in to their accounts. You can provide them with
application forms or direct them to a bank representative who can assist them.
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Maintaining customer privacy and security:

e Explain data privacy regulations: Briefly explain the importance of data privacy and security
regulations that prevent you from accessing their accounts directly.

e Emphasize customer control: Reassure the customer that by applying themselves, they maintain
complete control over their account information.

Alternative solutions:

e Offer brochures and online resources: Provide brochures or direct them to the bank's website
or insurance company's website for detailed information about the product and the application
process.

e Schedule follow-up appointments: If the customer needs further assistance, schedule a follow-up
appointment to answer any questions they might have during the application process.

By following these steps, the bancassurance relationship associate can effectively guide customers
towards the right insurance products while adhering to data privacy regulations and protecting
customer security.

—1.2.6 Pre-Sales Policy Framework

This SOP outlines the general guidelines for pre-sales activities related to policy issuance and renewal
by a bancassurance relationship associate in India and are outlined by the guidelines of IRDAI, Ministry
of Finance, Government of India. Please note that specific procedures might vary depending on the
bancassurance partnership agreement and the insurance company's underwriting process.

Prospect identification and needs assessment:
¢ |dentify potential customers through lead generation activities, bank branch referrals, or customer
interactions.

e Conduct need-based analysis to understand the customer's financial situation, risk tolerance, and
insurance requirements.

Product selection and proposal presentation:
e Based on the customer's needs, recommend suitable insurance products offered through the
bancassurance partnership.

e Clearly explain the product features, benefits, exclusions, and terms and conditions using clear and
concise language.

e QObtain the customer's consent for further processing by recording their acknowledgement on a
document or electronically.

Application completion and collection:

e Assist the customer in completing the application form accurately and comprehensively.

e Ensure all necessary documents (proof of income, identity proof, etc.) are collected as per the
insurance company's requirements.

e \Verify the accuracy of the information provided by the customer in the application form and
collected documents.

'
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Pre-Policy issuance activities:

e Medical Checkups (if applicable): Schedule medical checkups for the customer if required by the
insurance company for the chosen plan.

Collect medical reports (if applicable):

e Ensure timely collection and submission of medical reports to the insurance company after the
medical checkup.

Customer clarification and review:

e Address any questions or concerns raised by the customer regarding the application, medical
reports, or policy terms.

Forward application and documents:

e Forward the completed application form, collected documents, and any medical reports to the
insurance company following their submission guidelines.

Policy issuance and delivery:

e The insurance company will process the application and underwriting. The bancassurance
relationship associate should not be involved in the underwriting process.

¢ Once approved, the insurance company will issue the policy documents.

e The advisor will receive the policy documents from the insurance company.

e Deliver the policy documents to the customer along with a clear explanation of coverage details,
premium payment options, and claim procedures.

Policy renewal (pre-sales activities):

e Before the policy expiry date, remind the customer about the upcoming renewal and itsimportance.
e Inform the customer about any changes in premium amount or policy terms for the renewal.
e Collect the renewal premium from the customer if they choose to continue the policy.

e Facilitate the renewal process by guiding the customer through the bank's or insurance company's
online portal or renewal application form.

Important notes:
e Data privacy and security: Adhere to all data privacy and security regulations when handling
customer information and documents.

e Transparency and accuracy: Ensure transparency throughout the process and provide accurate
information about the insurance products.

e Record keeping: Maintain a record of all customer interactions, product recommendations, and
application details as per internal bank guidelines.

e Compliance: Always comply with the Insurance Regulatory and Development Authority of India
(IRDAI) regulations regarding insurance product sales and customer service.

One must remember, the bancassurance relationship associate's role in pre-sales is to guide and assist
customers, not make underwriting decisions or directly access customer accounts.
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—1.2.7 Feasible skills

Demonstrating the roles of a Bancassurance Relationship Associate (BRA) is crucial for fostering effective
collaboration between banks and insurance companies. Clear delineation of responsibilities ensures
streamlined workflow processes, enhances customer service by providing consistent and high-quality
assistance, facilitates compliance with regulatory requirements, and mitigates risks associated with the
sale of insurance products within a banking environment. Furthermore, well-defined roles serve as a
foundation for training and development programs, enable objective performance evaluation through
established KPlIs, and ultimately enhance the reputation and brand image of both the bank and the
insurance company, instilling confidence in customers and stakeholders alike.

1. Skills of lead generation

A bancassurance relationship associate needs a blend of communication and relationship-building
skills to generate leads and prospect customers effectively. This includes actively listening to
customer needs, clearly explaining financial products, and leveraging strong interpersonal skills
to build rapport and trust. They should also be adept at identifying potential needs based on
customer profiles and confidently approaching them with relevant financial solutions.

e Lead Generation through walking: A bancassurance relationship associate looking to generate
leads through walk-ins needs to be a master of first impressions. This means having a confident
and professional demeanor, excellent communication skills to spark conversations, and the
ability to quickly assess customer needs through open-ended questions. They should also be
knowledgeable about the bank's customer base and have a clear understanding of the insurance
products offered to effectively identify potential matches.

e Lead Generation through data-mining: A bancassurance relationship associate who thrives
on data-driven lead generation needs to be comfortable working with spreadsheets and CRM
systems. They should possess strong analytical skills to identify trends and patterns within
customer data, allowing them to segment potential leads based on demographics, financial
products held, and past interactions. Furthermore, proficiency in data mining tools and queries
is crucial to efficiently extract relevant customer information for targeted outreach.

e Lead Generation through referrals: Excelling at lead generation through referrals requires a
bancassurance relationship associate to be a master networker. This involves actively building
strong relationships with existing clients by providing exceptional service and exceeding
expectations. They should be comfortable initiating conversations about referrals, clearly
outlining the benefits for both the referrer and the new customer. Additionally, effective
communication and interpersonal skills are key to fostering trust and encouraging positive
word-of-mouth promotion.

e Lead generation through customer’s needs: A bancassurance relationship associate needs to
be an expert questioner to generate leads by prospecting customer needs This means utilizing
active listening skills to uncover financial goals, concerns, and life milestones during customer
interactions. They should be adept at asking open-ended questions to understand the complete
financial picture, then confidently matching those needs with appropriate insurance solutions,
demonstrating the value proposition of each product.

2. Lead generator’s training

Training lead generators within the bank to generate qualified insurance leads involves a structured
approach to equip them with the necessary knowledge, skills, and strategies. By following these
steps, one can effectively train lead generators within the bank to generate qualified insurance
leads from the bank's customers. This comprehensive approach will help empower lead generators
with the knowledge, skills, and confidence they need to succeed in their role. Here are the steps to
effectively train lead generators:

e Understand the products: Ensure lead generators have a comprehensive understanding of
the insurance products offered by the company. This includes knowledge of various insurance
types, coverage options, benefits, and eligibility criteria.

'
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e Identify target audience: Help lead generators identify the target audience within the bank's
customer base who are most likely to be interested in insurance products. This may involve
analyzing demographic data, financial behavior patterns, and customer needs.

e Develop communication skills: Provide training on effective communication techniques
to engage with customers and initiate conversations about insurance needs. Emphasize
active listening, empathy, and the ability to ask open-ended questions to uncover customer
requirements.

e Explain the value proposition: Educate lead generators on the value proposition of insurance
products and how they can benefit customers. Highlight key features, advantages, and unique
selling points to effectively communicate the value of purchasing insurance.

e Provide sales training: Offer sales training to help lead generators understand the sales process
and techniques for closing deals. This may include role-playing exercises, objection handling
strategies, and tips for overcoming customer hesitations.

e Demonstrate Lead Generation Techniques: Show lead generators how to effectively generate
leads through various channels such as referrals, cross-selling opportunities, and customer
interactions. Provide practical demonstrations and examples to illustrate lead generation
techniques in action.

e Use Technology Tools: Introduce lead generators to technology tools and resources that can aid
in lead generation, such as customer relationship management (CRM) systems, lead tracking
software, and online prospecting tools. Train them on how to leverage these tools effectively.

e Establish Follow-Up Procedures: Outline procedures for following up with leads and nurturing
them through the sales funnel. Emphasize the importance of timely and persistent follow-up to
maintain customer engagement and increase conversion rates.

e Provide Ongoing Support and Feedback: Offer ongoing support and feedback to lead generators
as they implement their training in real-world scenarios. Provide coaching, mentorship, and
opportunities for continuous learning and improvement.

e Monitor and Evaluate Performance: Regularly monitor the performance of lead generators
and evaluate their effectiveness in generating qualified insurance leads. Track key metrics such
as lead conversion rates, customer satisfaction, and sales revenue to assess the impact of the
training program.

3. Customer log-in application skills

While a bancassurance relationship associate likely won't need in-depth customer login application
skills, familiarity with the bank's online interface is beneficial. This includes understanding the basic
navigation, functionalities for accessing account information, and any security protocols relevant to
customer interactions. This knowledge can help them guide customers towards online resources for
product research or completing applications while ensuring a smooth experience. This knowledge
includes understanding the following:

e Login process: Knowing the steps for logging in, including usernames, passwords, and two-factor
authentication (if applicable).

e Account navigation: Being able to navigate the main sections of the app or portal, like account
summaries, transaction history, and bill payments.

e Security features: Having a general understanding of the bank's security protocols, like secure login
options and data encryption.

e Guide customers: Direct customers towards the appropriate online resources for product research,
application completion, or managing existing policies.

e Troubleshoot basic issues: Help customers with common login problems or navigating the app's
interface.

e Maintain a professional image: Demonstrate a basic understanding of the bank's digital ecosystem,
fostering trust with customers.
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—1.2.8 Product/ Service Proposal Development Process

The product/service proposal development process involves a structured approach to creating
compelling proposals that effectively communicate the features, benefits, and value of a particular
product or service to potential customers or clients. It typically begins with thorough research and
understanding of customer needs and market trends, followed by the identification of unique selling
points and competitive advantages. The proposal then outlines the proposed solution, including
specifications, pricing, and terms, tailored to address the specific requirements of the target audience.
Throughout the process, collaboration between sales, marketing, and product development teams
ensures alignment with strategic objectives and customer expectations, resulting in a persuasive and
comprehensive proposal that maximizes the likelihood of securing business opportunities.

1. Drafting a sample product/service proposal

Drafting a sample product/service proposal for a bancassurance relationship associate is essential
for several reasons. Firstly, it serves as a powerful communication tool to articulate the value
proposition of insurance products and services to potential clients or partners, thereby facilitating
understanding and buy-in. Secondly, it helps in showcasing the advisor's expertise, professionalism,
and ability to tailor solutions to meet the specific needs and preferences of clients, thereby building
trust and credibility. Additionally, a well-crafted proposal can serve as a roadmap for strategic
planning and implementation, guiding the advisor and their team in executing targeted sales and
marketing efforts to drive business growth and success in the competitive bancassurance market.
Overall, drafting a sample proposal is instrumental in positioning the bancassurance relationship
associate as a trusted advisor and driving meaningful engagement and collaboration with clients
and partners. By following certain steps, a bancassurance relationship associate can effectively draft
a sample product/service proposal that resonates with the target audience and drives engagement
and collaboration with stakeholders as follows;

e Research and understanding: Conduct thorough research to understand the needs, preferences,
and financial goals of the target audience, including the bank's customers and potential
insurance clients. Analyze market trends, competitor offerings, and regulatory requirements to
inform the proposal.

e |dentify offerings: Identify the specific insurance products and services that align with the
identified needs and offer value-added solutions. Consider factors such as coverage options,
pricing, benefits, and competitive advantages to tailor offerings to the target audience.

e Proposal structure: Outline the structure of the proposal, including sections such as an
introduction, objectives, key offerings, benefits, implementation plan, and next steps. Ensure
that the proposal is organized logically and flows smoothly from one section to the next.

e Craft content: Write persuasive and compelling content that highlights the unique features,
benefits, and competitive advantages of the proposed insurance solutions. Use clear and
concise language, supported by relevant data, case studies, and testimonials to substantiate
claims and build credibility.

e Tailor to audience: Customize the proposal to resonate with the specific needs and preferences
of the target audience. Address their pain points, aspirations, and concerns directly,
demonstrating empathy and understanding throughout the proposal.

e Review and refinement: Review the proposal carefully to ensure accuracy, clarity, coherence,
and professionalism. Check for grammatical errors, typos, and inconsistencies, and refine the
content as needed to enhance readability and impact.

e Presentation: Present the proposal to stakeholders, including bank management, insurance
partners, and potential clients, in a professional and engaging manner. Use visual aids, such as
charts, graphs, and presentations, to enhance comprehension and retention.

e Follow-Up: Follow up with stakeholders after presenting the proposal to address any questions,
concerns, or feedback they may have. Provide additional information or clarification as needed
and continue to nurture relationships to facilitate decision-making and implementation.

'
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2. Significance of apt product/service suggestion

Suggesting appropriate products or services to potential customers is not just about making a
sale; it's about building lasting relationships, fostering trust, and delivering value. Ensuring that an
appropriate product or service is suggested to a potential customer is crucial for several reasons:

Customer satisfaction: Recommending the right product or service increases the likelihood
that it meets the customer's needs and expectations. This leads to higher satisfaction levels,
which can result in repeat business and positive word-of-mouth referrals.

Trust and credibility: When customers feel that a business understands their needs and offers
relevant solutions, it builds trust and credibility. They are more likely to perceive the business
as reliable and knowledgeable, which strengthens the relationship between the customer and
the brand.

Enhanced customer experience: Providing personalized recommendations based on the
customer's preferences, past purchases, and behavior enhances the overall customer
experience. It shows that the business values the customer's individuality and is committed to
catering to their specific needs.

Increased sales and revenue: Recommending the right product or service increases the
likelihood of a successful sale. Customers are more inclined to make a purchase when they
perceive value in the recommendation and believe it addresses their requirements effectively.
This ultimately contributes to higher sales and revenue for the business.

Reduced returns and complaints: Recommending inappropriate products or services can lead
to customer dissatisfaction, resulting in returns, exchanges, or complaints. By suggesting the
right solutions from the outset, businesses can minimize these issues and reduce associated
costs.

Competitive advantage: Providing personalized and relevant recommendations sets a
business apart from competitors who may offer generic suggestions. It demonstrates a deeper
understanding of the customer's needs and preferences, giving the business a competitive edge
in the market.

3. Company’s offering improvement

Leveraging certain strategies effectively, one can create awareness about your company's offerings
among the bank's customers and drive engagement and conversion. Creating awareness about a
company's offerings among a bank's customers can be achieved through various effective strategies:

Partnership with the bank: Collaborate with the bank to promote your offerings to their
customers. This could involve joint marketing campaigns, co-branded materials, or inclusion in
the bank's newsletters, website, or mobile app.

Targeted advertising: Utilize targeted advertising channels such as social media, search engine
marketing (SEM), and display ads to reach the bank's customers. Tailor the messaging to
resonate with their financial needs and interests.

Direct mail and email campaigns: Develop targeted direct mail and email campaigns to reach
the bank's customer base. Provide compelling content and offers that highlight the benefits of
your offerings and encourage action.

Educational workshops or webinars: Partner with the bank to host educational workshops or
webinars that address common financial challenges or goals faced by their customers. Position
your offerings as solutions to these challenges and provide valuable insights.

In-branch promotions: Work with the bank to set up in-branch promotions or displays that
showcase your offerings. Provide informational materials and incentives for customers to learn
more and take action.
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e Referral programs: Implement a referral program where bank customers are incentivized to
refer others to your offerings. Provide rewards or discounts for successful referrals, encouraging
word-of-mouth marketing.

e Content marketing: Create informative and engaging content such as blog posts, articles,
infographics, and videos that educate the bank's customers about your offerings. Share this
content through the bank's communication channels or your own marketing channels.

e Customer testimonials and case studies: Highlight customer testimonials and case studies that
demonstrate the value and benefits of your offerings. Share these success stories through the
bank's channels to build credibility and trust.

e Community events and sponsorships: Participate in community events or sponsorships that the
bank supports or organizes. This helps to raise awareness of your brand and offerings among
the local community, including the bank's customers.

e Feedback and reviews: Encourage satisfied customers to leave positive feedback and reviews
online or through the bank's feedback channels. Positive reviews can influence other customers'
perceptions and increase interest in your offerings.
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UNIT 1.3: Post-Sales Activities

— Unit Objectives | ©

By the end of this unit, the participants will be able to:

1. Describe the stages of closing sales, guide by policies, and the follow-up policy enhancing customer
satisfaction.

2. Elucidate the stages of handling customer concerns, claims, and feedbacks.

—1.3.1 Sales And Policy Issuance

Closing a sale and following up on the issuance of a policy should be handled with precision and
care to ensure customer satisfaction and reinforce trust. After securing the customer's commitment
to purchase, promptly provide them with clear, concise documentation and confirm the details of
the policy. Immediately initiate the policy issuance process, keeping the customer informed of the
timeline and any required actions on their part. Once the policy is issued, follow up with a personalized
communication to confirm receipt, address any questions, and express appreciation for their business.
This proactive approach not only solidifies the sale but also enhances the customer's overall experience
and trust in your service. Sales close-up and follow-up policy channelizes through the following stages:

1. The SOP for policy issuance and renewal

The standard procedure for policy issuance and renewal is to ensure a standardized, efficient, and
customer-focused process for issuing and renewing insurance policies. In India, the SOP for policy
issuance and renewal is in accordance with IRDAI, Ministry of Finance, Government of India. The
importance of ensuring that the policy is issued timely and all the claims from customers are timely
handled and settled. The procedures should be reviewed and updated annually or as needed to
reflect changes in policies, procedures, or regulatory requirements in the following manner;

Methods Procedure

To establish a standardized, efficient, and customer-centric process
Purpose Building for the issuance and renewal of insurance policies in India, ensuring
compliance with Indian regulatory requirements.

SOP applies to all staff involved in the issuance and renewal of insurance

Scope Building policies in India.

Application Review and Verification

e Receive and review the completed insurance application form.

Policy Issuance e \Verify the information provided, ensuring all required documents
Procedure are attached (e.g., KYC documents as per the Reserve Bank of India
guidelines).

e Conduct necessary background checks, including credit history and
risk assessment.




Bancassurance Relationship Associate

Methods Procedure

Customer Communication
e Contact the customer to confirm the quotation and clarify any
doubts.

e Once the customer agrees, proceed with the formal agreement and
obtain their signature.

Policy Issuance

e Enter the policy details into the system and generate the official
policy document.

e Review the policy document for accuracy and completeness.

e Send the policy document to the customer via their preferred
method (email, postal mail, or in-person delivery).

Confirmation and Documentation

e Confirm receipt of the policy document with the customer.

e Store a copy of the issued policy in both physical and digital records
for future reference.

Policy Renewal
Procedure

Pre-Renewal Notification
e Generate a list of policies due for renewal 60 days before the
expiration date.

e Send out renewal notifications to customers via email, SMS, or
postal mail, reminding them of the upcoming renewal and any
necessary actions.

Customer Review and Response
e Allow customers to review their current policy and make any desired
changes or updates.

e Collect feedback and answer any queries regarding the renewal
terms or premium adjustments.

Renewal Processing

e Update the policy details in the system based on customer feedback
or changes.

* Generate the renewal policy document and premium invoice.

Customer Approval and Payment
e Send the renewal policy document and invoice to the customer for
approval.

* Process the renewal once the customer has agreed to the terms and
paid the premium.
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Methods Procedure

Policy Issuance

e [ssue the renewed policy and send it to the customer.

e Confirm receipt of the renewed policy with the customer.

e Documentation and Record Keeping

e Update the customer’s file with the renewed policy details.

e Store copies of all renewal documents in both physical and digital
records.

Quality Control

e Regularly audit issued and renewed policies for compliance with
company standards and regulatory requirements.

e Address any discrepancies or errors promptly and implement

corrective actions.
Monitoring and

Follow-Up
Customer Feedback
e Solicit feedback from customers on the issuance and renewal
process to identify areas for improvement.
¢ Implement improvements based on customer feedback to enhance
service quality.
Sales and Customer Service Teams
e Handle customer communication, application review, and feedback
collection.
Underwriting Team
e Conduct risk assessments and approve policy terms.
Administrative Team
Responsibilities e Manage documentation, record-keeping, and quality control audits.

Compliance Team

e Ensure adherence to regulatory requirements and update the SOP
as needed.

Management

e Qverseetheentire process, ensure compliance, and drive continuous
improvement initiatives.

The SOP should be reviewed and updated annually or as needed to

Review and Update . .. .
reflect changes in policies, procedures, or regulatory requirements.

Table. 1.3.1: Policy implementation framework
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SOP on post-sales policy issuance

Timely policy issuance builds customer trust and satisfaction and in India is laid down by IRDAI,
Ministry of Finance, Government of India. By following these SOP guidelines and continuously seeking
improvement, a bancassurance relationship associate can significantly contribute to a positive customer
experience and achieve better sales outcomes. The SOP outlines the steps a bancassurance relationship
associate in India can take to ensure timely policy issuance for customers:

Streamlined application Process:
e Pre-fillapplication forms (when possible): With customer consent, utilize readily available customer
data from the bank to pre-fill application forms, reducing errors and completion time.

e Maintain a checklist of required documents: Provide customers with a clear checklist of all
documents required for the insurance application to avoid delays due to missing paperwork.

e Offer application assistance: Assist customers in completing the application form accurately and
comprehensively, clarifying any questions they might have.

Efficient document collection and verification:

e Set clear deadlines for document submission: Inform customers about deadlines for submitting
required documents to avoid delays in processing the application.

e Offer multiple document submission options: Provide options for submitting documents
electronically, through physical drop-off at the bank branch, or pick-up services (if available).

¢ Double-check document accuracy: Meticulously review all submitted documents for completeness
and accuracy to prevent rework and delays due to missing information.

Effective communication and follow-up:

e Maintain clear communication with customers: Keep customers informed about the application
status through emails, phone calls, or SMS updates, managing their expectations.

e Prompt follow-up on missing information: If any information or documents are missing, promptly
follow up with the customer to ensure they are submitted as soon as possible.

e Proactive communication with insurance company: Maintain open communication with the
insurance company's representatives to identify any potential delays or missing information from
their end and address them promptly.

Internal process optimization:

e Collaborate with bank representatives: Work collaboratively with bank representatives responsible
for forwarding applications to the insurance company to ensure a smooth handover and timely
processing.

e |dentify internal bottlenecks: Recognize any internal delays within the bank that might hinder
application submission and work with relevant departments to streamline the process.

e Utilize technology effectively: Leverage available technology like online portals or internal tracking
systems to monitor application progress and identify potential bottlenecks for faster resolution.

Leverage pre-underwriting tools (if available):

e Some insurance companies offer pre-underwriting tools. If available, these tools can provide
an initial assessment of insurability, potentially expediting the underwriting process and policy
issuance.
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o Utilize these tools effectively only if your understanding of the tool and its limitations is clear. Never
misrepresent the tool's output as a guaranteed acceptance decision.

2. Feasible skills for post-sales policy issuance

Possessing feasible skills like policy processing, communication, data management, and customer
follow-up is crucial for a bancassurance relationship associate post-sales. These ensure accurate
policy issuance, address customer inquiries effectively, and maintain a positive relationship after
the sale. Here are some feasible skills for a bancassurance relationship associate for post-sales
policy issuance in India:

e Policy processing proficiency: Understanding the bank's internal procedures for processing
insurance applications and ensuring all necessary documentation is collected and submitted
accurately.

e Communication and customer service: Clearly explaining policy details, exclusions, and claim
procedures to customers. Effectively addressing customer queries and concerns regarding their
new policy.

e Data management accuracy: Meticulously inputting customer information and policy details
into the bank's system to ensure accurate policy issuance.

e Customer follow-up: Following up with customers after policy issuance to answer any questions
and ensure they understand the policy benefits. This can be done through phone calls, emails,
or in-person meetings.

e Basic regulatory knowledge: Having a general understanding of relevant insurance regulations
in India, particularly those related to customer disclosures and policyholder rights.

—1.3.2 Customer Claim Handling

There is a great deal of importance of ensuring that the policy is issued timely and all the claims from
customers are timely handled and settled. Ensuring all customer claims are timely handled and settled
is crucial as it significantly enhances customer satisfaction and trust, fosters loyalty, and promotes
positive word-of-mouth, thereby strengthening the company’s reputation and competitive edge.
Timely settlements also ensure regulatory compliance, reduce administrative costs and litigation risks,
and improve operational efficiency. This customer-centric approach not only supports financial stability
and resource optimization but also upholds ethical standards, driving business growth and fostering a
culture of excellence within the organization. A Bancassurance Relationship Associate plays a crucial
role in ensuring that all customer claims are handled and settled promptly. Here are key steps and
strategies to ensure this:

Efficient claim intake process
e Clear communication channels: Ensure customers know how to file a claim through clear
communication via emails, brochures, or website instructions.

e Dedicated claim submission points: Have dedicated points (both online and physical) where
customers can submit their claims easily.

e Comprehensive documentation: Provide customers with a checklist of required documents to
prevent delays due to incomplete submissions.

'
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Streamlined claim processing workflow
e Standardized procedures: Implement standardized procedures for claim processing to ensure
consistency and efficiency.

e Automated systems: Use automated systems to track claims from submission to settlement,
reducing the chances of manual errors and speeding up the process.

e Regular monitoring: Regularly monitor the status of claims to identify and address any bottlenecks
promptly.

Communication and coordination
e Interdepartmental coordination: Ensure seamless communication between the bank and the
insurance company. This can be facilitated through joint meetings and shared digital platforms.

e Regular updates to customers: Keep customers informed about the status of their claims through
regular updates via phone calls, emails, or SMS.

Training and empowerment
e Training programs: Regularly train staff on claim handling procedures, customer service skills, and
the use of any automated systems in place.

e Empowerment: Empower front-line staff to make certain decisions regarding claims to reduce
delays caused by hierarchical approvals.

Customer support
e Dedicated support line: Provide a dedicated customer support line or email for claim-related
queries.

e Personalized assistance: Assign claim handlers to individual customers for personalized service,
ensuring each claim is given proper attention.

Performance metrics and feedback
e Key performance indicators (KPIs): Establish KPIs such as average claim processing time, customer
satisfaction rates, and number of claims settled within a specific period.

e Customer feedback: Collect feedback from customers on the claim process to identify areas for
improvement.

Escalation mechanism

e (Clear escalation path: Have a clear escalation path for unresolved claims to ensure they are
addressed promptly by senior management.

e Quick resolution team: Form a team dedicated to resolving escalated claims quickly and efficiently.

Continuous improvement
e Regular audits: Conduct regular audits of the claim process to identify inefficiencies and areas for
improvement.

e Update processes: Based on audit findings and feedback, update the processes to enhance
efficiency and customer satisfaction.

'
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Technology utilization
e Claims management software: Invest in advanced claims management software that can automate
and streamline the entire claims process.

e Data analytics: Use data analytics to predict claim trends and prepare accordingly, ensuring
adequate resources are allocated for peak times.

Example workflow

e Claim Submission: Customer submits claim online or at a bank branch.

e [nitial Review: Front-line staff checks for complete documentation.

e Claim Entry: Enter the claim into the automated system for tracking.

e Processing: Claim is reviewed and processed by the insurance company.

e Customer Update: Provide regular updates to the customer about the status.

e Settlement: Once approved, the claim is settled and the customer is notified.

e Feedback Collection: After settlement, collect feedback from the customer about their experience.

By following these steps and maintaining a customer-centric approach, a Bancassurance Relationship
Associate can ensure all customer claims are handled and settled in a timely and efficient manner.

—1.3.4 Satisfaction of Service Requirements

Ensuring all service requirements are met and customers are satisfied is paramount as it directly impacts
the success and longevity of a business. Satisfied customers are more likely to remain loyal, provide
positive word-of-mouth referrals, and contribute to a positive brand reputation. Meeting service
requirements not only differentiates a business from its competitors but also drives revenue growth,
reduces costs associated with customer churn and service recovery, and fosters long-term relationships.
Furthermore, satisfied customers serve as valuable sources of feedback, driving innovation and
continuous improvement, while also creating a positive work environment that enhances employee
morale and retention. Ultimately, prioritizing customer satisfaction ensures sustainable success and
positions the business for growth in an increasingly competitive market landscape. Ensuring all service
requirements are met and customers are satisfied as a Bancassurance Relationship Associate in India
requires a blend of cultural understanding, regulatory compliance, and effective customer engagement.
Here's how:

Cultural Sensitivity:
e Understanding Cultural Norms: Recognize and respect diverse cultural practices and preferences
across different regions of India.

e Language Proficiency: Communicate effectively in local languages, if necessary, to bridge language
barriers and build rapport.

Regulatory Compliance:
e Knowledge of Regulations: Stay updated on the regulatory environment governing the insurance
and banking sectors in India, ensuring adherence to all legal requirements.

e Ethical Practices: Conduct all interactions with customers ethically and transparently, in accordance
with regulatory guidelines.

'
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Product Knowledge and Education:
e Comprehensive Training: Equip oneself with thorough knowledge of various insurance and banking
products offered by the organization.

e Educational Workshops: Conduct workshops and seminars to educate customers about financial
planning, insurance products, and their benefits.

Proactive Customer Engagement:
e Regular Communication: Maintain regular contact with customers through phone calls, emails, or
in-person meetings to understand their evolving needs and provide timely assistance.

e Personalized Service: Offer tailored solutions based on individual customer profiles, financial goals,
and risk appetite.

Utilization of Digital Platforms:
e Online Account Management: Guide customers on using digital platforms for account management,
premium payments, and policy renewals.

e Customer Support Channels: Provide prompt assistance through digital channels such as chat
support and mobile apps to address customer queries and concerns.

Collaboration and Coordination:
e Interdepartmental Collaboration: Work closely with banking and insurance departments to ensure
seamless service delivery and resolve customer issues efficiently.

e Cross-Selling Opportunities: Identify opportunities for cross-selling banking and insurance products
to meet comprehensive financial needs.

Customer Feedback Mechanism:
e Feedback Collection: Implement mechanisms such as surveys and feedback forms to gather insights
into customer satisfaction levels and areas for improvement.

e Responsive Action: Act on customer feedback promptly to address concerns and enhance service
quality.

Continuous Learning and Development:
e Industry Updates: Stay informed about industry trends, market developments, and customer
preferences through continuous learning and professional development.

e Skill Enhancement: Develop soft skills such as empathy, active listening, and problem-solving to
better serve customers' needs.

Community Engagement:
e Local Community Initiatives: Participate in community events and initiatives to build trust and
credibility within the local community.

e Social Responsibility: Demonstrate corporate social responsibility through initiatives that benefit
society, aligning with customers' values.

'
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Emphasis on Trust and Relationship Building:

Long-Term Relationships: Focus on building long-term relationships with customers based on trust,
integrity, and reliability.

Honest Communication: Maintain open and honest communication with customers, providing
transparent information about products and services.

—1.3.5 Customer Service

A Bancassurance Relationship Associate in India must focus on various aspects of customer service to
effectively meet the needs of clients. Here are key aspects:

Personalized Financial Planning:

o Understanding Needs: Conduct thorough assessments of customers' financial goals, risk
appetite, and life stage to provide personalized financial planning solutions.

o Tailored Recommendations: Offer customized recommendations on insurance and investment
products based on individual customer profiles and requirements.

Product Knowledge and Education:

o Comprehensive Understanding: Possess in-depth knowledge of a wide range of insurance and
banking products available in the Indian market.

o Customer Education: Educate customers about the features, benefits, and terms of various
products to help them make informed decisions.

Regulatory Compliance:

o Adherence to Regulations: Ensure all interactions and transactions comply with regulatory
requirements set forth by the Insurance Regulatory and Development Authority of India (IRDAI)
and other relevant authorities.

o Ethical Practices: Conduct business with integrity and transparency, adhering to ethical
standards outlined by regulatory bodies.

Relationship Building:

o Trust and Rapport: Build trust and rapport with customers through regular communication,
empathy, and reliability.

o Long-Term Engagement: Foster long-term relationships by staying engaged with customers,
understanding their evolving needs, and providing ongoing support.

Efficient Service Delivery:

o Timely Responses: Respond promptly to customer inquiries, requests, and concerns to ensure
a high level of service delivery.

o Streamlined Processes: Implement efficient processes for account opening, policy issuance,
and claims processing to minimize customer wait times.

Digital Engagement:

o Digital Platforms: Utilize digital channels such as mobile apps, online portals, and chat support
to enhance customer accessibility and convenience.

o Tech-Savvy Solutions: Guide customers on using digital tools for tasks like premium payments,
policy renewals, and account management.

Proactive Communication:

o Regular Updates: Keep customers informed about changes in policies, upcoming renewals, and
new product offerings through proactive communication.
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o Educational Content: Share relevant financial tips, industry insights, and educational content to
empower customers to make informed decisions.

e Problem Resolution:

o Effective Resolution: Address customer issues and complaints promptly and effectively,
demonstrating a commitment to customer satisfaction.

o Empowerment: Empower frontline staff with the authority and resources to resolve customer
issues efficiently without unnecessary delays.

e Continuous Feedback:

o Feedback Collection: Solicit feedback from customers through surveys, feedback forms, and
follow-up calls to understand their satisfaction levels and areas for improvement.

o Actionable Insights: Act on customer feedback to implement necessary improvements in
service delivery, processes, and product offerings.

e Community Engagement:

o Local Outreach: Engage with local communities through events, workshops, and outreach
programs to build brand presence and trust.

o Social Responsibility: Demonstrate corporate social responsibility by supporting initiatives that
benefit the community and align with customers' values.

By focusing on these aspects of customer service, a Bancassurance Relationship Associate in India can
effectively meet the diverse needs of clients, foster trust and loyalty, and contribute to the overall
success of the bancassurance business.
1. Customer service standards
Customer service standards for a Bancassurance Relationship Associate in India should align
with industry best practices and regulatory requirements while catering to the unique needs and
expectations of Indian customers. Here are some essential customer service standards:
e Professionalism and Courtesy:

o Treat every customer with professionalism, respect, and courtesy, regardless of their
background or financial status.

o Maintain a polite and friendly demeanor during all interactions, whether in-person, over
the phone, or via digital channels.

e Knowledge and Expertise:

o Possess thorough knowledge and expertise in banking and insurance products offered by
the organization, including their features, benefits, and terms.

o Stay updated on industry trends, regulatory changes, and market developments to provide
accurate and relevant information to customers.

e Responsiveness and Timeliness:

o Respond promptly to customer inquiries, requests, and complaints, striving to resolve
issues within a reasonable timeframe.

o Set clear expectations regarding response times for different types of inquiries and ensure
timely follow-up to keep customers informed.

e Personalization and Tailored Solutions:
o Take a personalized approach to understand each customer's unique financial goals, risk
tolerance, and preferences.
o Offer tailored solutions and recommendations that align with the customer's individual
needs and circumstances.
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e Transparency and Clarity:

o Communicate product details, terms, and conditions in a transparent and easy-to-
understand manner, avoiding jargon or technical language.

o Provide clear explanations of fees, charges, and potential risks associated with financial
products to help customers make informed decisions.

e Empathy and Empowerment:

o Demonstrate empathy and understanding towards customers' concerns, challenges, and
financial goals.

o Empower customers by providing them with the information and tools they need to make
confident financial decisions.

e Proactive Communication:

o Initiate proactive communication with customers to provide updates on policy renewals,
new product offerings, or changes in regulatory requirements.

o Anticipate and address potential issues or concerns before they escalate, demonstrating a
proactive approach to customer service.

e Compliance with Regulations:

o Adhere to all regulatory guidelines and compliance requirements set forth by the Insurance
Regulatory and Development Authority of India (IRDAI) and other relevant authorities.

o Ensure that all customer interactions and transactions comply with legal and ethical
standards to protect the interests of customers and the organization.

e Continuous Improvement:

o Solicit feedback from customers through surveys, feedback forms, or follow-up calls to
identify areas for improvement in service delivery.

o Act on customer feedback to implement necessary changes, enhance service quality, and
exceed customer expectations over time.

e Community Engagement and Social Responsibility:

o Engage with local communities through outreach programs, educational workshops, or
charitable initiatives to demonstrate corporate social responsibility.

o Build trust and credibility within the community by actively participating in initiatives that
benefit society and align with customers' values.

By adhering to these customer service standards, a Bancassurance Relationship Associate in India
can deliver exceptional service, build long-lasting relationships with customers, and contribute to
the overall success of the bancassurance business.

2. Capturing Customer’s feedbacks as per SOP

Capturing customer feedback as per Standard Operating Procedures (SOP) in India involves
systematic methods to gather, analyze, and act upon customer opinions and suggestions. These are
outlined by outlined by the guidelines of IRDAI, Ministry of Finance, Government of India Here's
how a Bancassurance Relationship Associate can do this:

e Develop a Feedback Collection Process:

o Define SOP: Establish a clear SOP outlining the process for collecting, recording, and
analyzing customer feedback.

o Identify Touchpoints: Identify key touchpoints in the customer journey where feedback can
be solicited, such as after sales interactions, policy renewals, or claims processing.

'
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Choose Feedback Channels:

o Multiple Channels: Offer multiple channels for feedback collection, including online
surveys, feedback forms, email, phone calls, or in-person interviews.

o Convenience: Ensure the feedback channels are easily accessible and convenient for
customers to use.

Standardized Feedback Forms:

o Design Forms: Develop standardized feedback forms with structured questions to gather
specific information about the customer experience.

o Customization: Tailor feedback forms to capture feedback on different aspects of the
customer journey, such as product satisfaction, service quality, or claims handling.

Train Staff:

o Training Programs: Conduct training sessions to educate staff on the importance of feedback
collection and the proper procedures for gathering feedback.

o Active Engagement: Encourage staff to actively engage with customers and request
feedback at appropriate touchpoints.

Actively Solicit Feedback:

o Proactive Approach: Actively solicit feedback from customers during interactions by asking
open-ended questions and encouraging honest responses.

o Follow-Up: Follow up with customers after feedback collection to address any unresolved
issues or concerns.

Implement Survey Tools:

o Online Surveys: Utilize online survey tools to create and distribute surveys to customers via
email or SMS.

o Anonymous Feedback: Provide an option for customers to submit feedback anonymously
to encourage honest responses.

Analyze Feedback:

o Data Analysis: Collect and analyze feedback data to identify trends, patterns, and areas for
improvement.

o Quantitative and Qualitative Analysis: Use both quantitative metrics (e.g., ratings,
scores) and qualitative insights (e.g., comments, suggestions) to gain a comprehensive
understanding of customer sentiment.

Action Planning:

o Prioritize Issues: Prioritize feedback based on severity, frequency, and impact on the
customer experience.

o Actionable Insights: Develop action plans to address identified issues and implement
solutions to improve service quality.

Regular Reporting:

o Reporting Mechanism: Establish a reporting mechanism to track feedback collection
efforts, analyze results, and report findings to relevant stakeholders.

o Frequency: Schedule regular reports to ensure continuous monitoring and improvement of
customer service standards.

Continuous Improvement:

o lterative Process: Treat feedback collection as an iterative process, continuously refining
feedback collection methods and acting upon insights to enhance customer satisfaction.

o Feedback Loop Closure: Close the feedback loop by informing customers of actions taken
based on their feedback, demonstrating a commitment to addressing their concerns.

'
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By following these SOPs for capturing customer feedback, a Bancassurance Relationship Associate
can gain valuable insights into customer preferences, enhance service quality, and foster long-term
customer satisfaction and loyalty.

3. Handling customer’s concerns

Handling objections and grievances effectively is crucial for a Bancassurance relationship associate
in India to maintain customer satisfaction and loyalty. Here are detailed steps and strategies for
managing objections and grievances and providing timely solutions:

Handling Objections

e Active Listening:
o Pay close attention to the customer's concerns without interrupting.
o Show empathy and understanding by acknowledging their feelings.
e (Clarify the Objection:
o Ask open-ended questions to fully understand the objection.
o Paraphrase the customer's concerns to ensure you've understood them correctly.
e Provide Information:
o Offer clear and accurate information addressing the objection.
o Use data, testimonials, and case studies to support your response.
e Reframe the Objection:
o Turn the objection into an opportunity to highlight the benefits of the product.

o For example, if the customer is concerned about the premium cost, emphasize the value
and coverage benefits.

e Offer Alternatives:
o Suggest alternative products or payment plans that might better suit the customer's needs.
o Customize solutions based on the customer's financial situation and requirements.
e Seek Agreement:
o Confirm with the customer that their concerns have been addressed.
o Askif there are any other questions or objections.

Handling Grievances

e Acknowledge the Grievance:
o Immediately acknowledge the customer's grievance.
o Apologize for any inconvenience caused, showing empathy and understanding.
e Document the Grievance:
o Record all details of the grievance accurately.
o Ensure the customer knows their complaint is being taken seriously.
¢ Investigate the Issue:
o Gather all necessary information and investigate the root cause of the grievance.
o Collaborate with relevant departments if needed to resolve the issue.
e Communicate Regularly:
o Keep the customer informed about the progress of their complaint.
o Provide regular updates even if there is no new information to share.

'
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e Provide timely solution:
o Offer a fair and reasonable solution to the grievance.
o Ensure the solution complies with company policies and regulatory requirements.
e Follow Up:
o Check back with the customer after resolving the grievance to ensure satisfaction.
o Use the follow-up as an opportunity to rebuild trust and reinforce the relationship.

Timely Solutions

e Set Clear Timelines:
o Communicate clear timelines for resolving objections and grievances.
o Ensure customers know when they can expect a resolution.
e Utilize Technology:
o Use CRM systems to track and manage customer complaints efficiently.
o Implement automated reminders and notifications to ensure timely follow-ups.
e Empower Employees:
o Provide relationship advisors with the authority to resolve common issues on the spot.
o Train advisors on company policies and guidelines to make quick and informed decisions.
e Escalate When Necessary:
o Recognize when a grievance needs to be escalated to higher management.
o Ensure there is a clear escalation path for complex issues.
e Monitor and Review:
o Regularlyreviewthe handling of objections and grievancestoidentify areas forimprovement.
o Analyze feedback to enhance processes and customer service quality.

By following these strategies, a Bancassurance relationship associate in India can effectively manage
objections and grievances, providing timely and satisfactory solutions that enhance customer trust
and loyalty.

—1.3.6 Conclusive Skills

Conclusive skills for a bancassurance relationship associate boil down to the ability to skillfully steer
conversations towards a clear outcome. This involves effectively summarizing key points, confidently
presenting solutions, and guiding customers to take a concrete next step, like applying for a policy
or scheduling a follow-up meeting. Conclusive skills are absolutely essential for a bancassurance
relationship associate's success. Here's a brief outline on the feasibility of conclusive skills:

e Driving Results: Bancassurance is about converting interactions into sales. Strong conclusive skills
empower associates to confidently guide conversations towards a clear decision, whether it's
applying for a policy, scheduling a follow-up meeting, or simply referring the customer to relevant
resources.

e Building Trust: Customers rely on guidance and reassurance when making financial decisions.
Conclusive communication demonstrates the associate's understanding of the customer's needs
and the value proposition of the product. This builds trust and positions the associate as a credible
advisor.

'
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e Meeting Targets: Bancassurance associates often have sales targets. Conclusive skills are
instrumental in achieving those targets by ensuring conversations lead to concrete actions. This
could be securing an application, setting up an appointment for further discussion, or at least
capturing the customer's interest for future follow-up.

e Streamlining Processes: Conciseness and clear direction are key to efficiently managing customer
interactions. By effectively guiding conversations towards a conclusion, associates can avoid
misunderstandings and ensure everyone is on the same page. This saves time and allows them to
focus on a larger pool of potential customers.

1. Customer interaction outside branch

Even outside a bank branch, conclusive skills are essential for a bancassurance relationship associate
during customer interactions. The following are the different types of customer visits and the skills
need to channel fruitful business outcomes;

e Pre-arranged meetings at customer's workplace: These could be individual meetings or group
presentations depending on the company size and interest level. The conclusive skills needed
in this form of customer interaction involves product knowledge.

e Corporate events : Associates might attend events hosted by local businesses or chambers
of commerce to network and meet potential customers. The conclusive skills needed in this
form of customer interaction involves good communication skills, and professional behavioral
gestures.

e Customer's home for personalized consultations: In some cases, particularly for high-net-
worth individuals, a more in-depth needs assessment might be conducted in a comfortable
home environment. The conclusive skills needed in this form of customer interaction involves
confirmation and follow-up.

e Telephonic consultations or video conferencing calls: These are becomingincreasingly common,
allowing for convenient and efficient interaction with geographically distant customers. The
conclusive skills needed in this form of customer interaction involves active listening, and clear
communication.

2. Closing Sales

Conclusive skills are crucial for a bancassurance relationship advisor to close sales. Here's how they
come into play:

e Confident Presentation: Clearly and confidently present the features and benefits of the
insurance product, directly addressing the customer's identified needs.

e Addressing Objections: Anticipate and skillfully address customer concerns or objections with
clear explanations and alternative solutions. This demonstrates product knowledge and builds
trust.

e (Call to Action: Clearly outline the next step, whether it's completing an application form,
scheduling a follow-up meeting to discuss details, or providing a quote for further consideration.

e Confirmation and Next Steps: Summarize any agreed-upon actions and confirm next steps.
This could be a follow-up email with a quote or a link to online resources. Crucially, ensure the
customer understands the path forward.

e Reading Customer Signals: Be adept at recognizing verbal and non-verbal cues that indicate
the customer is ready to move forward. This allows the advisor to confidently guide them
towards a positive decision.
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3. Customer feedback capture

Capturing customer feedback effectively is crucial for improving service quality and ensuring
customer satisfaction. Here’s a step-by-step guide on how a bancassurance relationship associate
in India can capture customer feedback according to high standards:

Registering the Feedbacks

A bancassurance relationship associate effectively registers customer feedback by implementing a
systematic and proactive approach. This involves actively listening to customers during interactions,
noting down their comments, concerns, and suggestions in detail. The associate utilizes customer
relationship management (CRM) tools to accurately record feedback, ensuring it is categorized and
tagged for easy retrieval and analysis. Regularly soliciting feedback through surveys, follow-up calls,
and feedback forms is also essential. The associate ensures that all feedback is promptly entered
into the system, shared with relevant departments, and used to inform service improvements. By
maintaining an organized and responsive feedback registration process, the associate helps the
organization continuously enhance its products and services, ultimately leading to higher customer
satisfaction and loyalty.

Planning Collecting

Recording

eUnderstand the objectives
of collecting feedback
(e.g., improving service,
understanding customer

¢ Collecting customer
Feedbakcs during, and
after sales through
collecting their

¢ The recording of the
feedbacks, with
customer's details can be
recorded through the

interactions in the
following manner;

*a) Verbal Feedback
Collections

eb) Written/Online Surveys
oc) Follow-up Calls
od) Emails

needs, identifying issues). following manner;
*a) Manual Forms
*b) Online forms

ec) CRM

¢ Choosing the method(s)
for collecting feedback:
surveys, interviews, online
forms, phone calls, etc.

¢ Develop standardized
questions in qualitative
manner (open-ended
questions),or quantitative
manner (rating scales)

Fig. 1.3.1: Customer Feedback Registering

Acting on the feedbacks

A bancassurance relationship associate acts on customer feedback by first thoroughly analyzing
the input to identify common themes and urgent issues. They prioritize actionable feedback and
collaborate with relevant departments, such as product development and customer service, to
implement necessary changes. The associate communicates transparently with customers, informing
them of the steps being taken in response to their feedback. Regular follow-ups are conducted
to ensure customers see the impact of their contributions and feel valued. By swiftly addressing
concerns and integrating customer suggestions into service improvements, the associate not only
resolves immediate issues but also fosters a culture of continuous improvement and customer-
centricity within the organization.
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Analyzing

In case of Quantitative
data, analysis must be
done with data
visualization tools,
bars, charts, graphs,
and aggregate scaling.

¢ In case of qualitative
data, one must collect
the responses of open-
ended questions, with
text analysis tools.

¢ Regular Review
meetings with the
heirarchy must be done
to pint out areas of
action, and
improvement.

¢ Specific action plans must
be made by prioritizing the
frequencies of collected
feedbacks.
¢ Focus must be laid down on
implementing changes to
improve the service quality
by the involvement of
training, process
improvements, and
improvement in the
communication strategies.
*Providing resolutions
through emails, newletters,
and follow-ups.

Fig. 1.3.2: Customer Feedback Action

Conclusive skills for objection handling

¢ Improvement can be
done by focussing on
implemented changes,
and adjusting strategies
for new trends.

¢ Focus must also be laid
down on using
suggestion boxes,
online feedback forms,
and regular check-ins.

Handling objections is a critical aspect of a bancassurance relationship associate's role. To effectively
manage these situations, the associate needs to develop and master a set of conclusive skills. Here

are the key skills required:

e Active Listening

o Empathy and Understanding: Listen attentively to the customer's concerns without
interrupting. Show empathy by acknowledging their feelings and demonstrating that you

understand their issues.

o Clarification: Ask questions to ensure you fully understand the customer's objection or

grievance.
e Effective Communication

o Clear and Concise Language: Use simple, clear, and direct language. Avoid jargon that might

confuse the customer.

o Positive Tone: Maintain a calm, respectful, and positive tone throughout the interaction.

e Problem-Solving

o Root Cause Analysis: Identify the underlying issue causing the customer's dissatisfaction.

o Solution-Oriented: Think creatively and analytically to find effective solutions to the

customer's problem.
e Emotional Intelligence

o Self-Awareness: Manage your emotions and remain calm under pressure.

o Empathy: Understand and relate to the customer's emotions and perspective.

e Product Knowledge

o In-Depth Knowledge: Be well-versed in both banking and insurance products and services

offered.

o Stay Updated: Keep abreast of any changes or updates to products and services to provide

accurate information.
o Conflict Resolution

o Negotiation Skills: Use negotiation techniques to reach a mutually satisfactory resolution.
o Objectivity: Remain neutral and focus on resolving the issue rather than assigning blame.
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e Time Management
o Prioritization: Efficiently manage your time to address and resolve issues promptly.

o Follow-Up: Ensure timely follow-up with the customer to keep them informed of the
progress and resolution.

e Attention to Detail

o Accuracy: Pay close attention to details to ensure that all information provided is accurate
and complete.

o Documentation: Keep detailed records of all interactions and resolutions.
e Patience and Resilience

o Stay Patient: Handle difficult situations and customers with patience.

o Resilience: Bounce back from challenging interactions and maintain a positive attitude.
e Customer-Centric Approach

o Personalization: Tailor your approach to meet the specific needs and concerns of each
customer.

o Customer Satisfaction: Focus on achieving high levels of customer satisfaction by resolving
issues effectively and efficiently.

Conclusive skills for grievance handling
Handling grievances is a critical aspect of a bancassurance relationship associate's role. To effectively
manage these situations, the associate needs to develop and master a set of conclusive skills. Here
are the key skills required:
e Acknowledge the Issue:
o Validate the customer's feelings and concerns.
o Apologize sincerely if there has been an error or inconvenience.
e Gather Information:
o Ask open-ended questions to understand the full scope of the problem.
o Document all relevant details accurately.
e (Clarify and Restate:
o Restate the customer's concern to confirm your understanding.
o Address any ambiguities to ensure clarity.
e Provide Reassurance:
o Assure the customer that their issue is important and will be addressed promptly.
o Explain the steps you will take to resolve their concern.
e Offer Solutions:
o Present multiple solutions if possible, and involve the customer in choosing the best one.
o Clearly explain the benefits and limitations of each option.
e Follow Through:
o Take immediate action to implement the agreed-upon solution.
o Keep the customer updated on the progress until the issue is fully resolved.
e Feedback Loop:

o After resolving the issue, seek feedback to ensure the customer is satisfied with the
resolution.

o Use feedback to improve future service.
e Documentation and Reporting:
o Maintain detailed records of all objections and grievances, along with their resolutions.

'
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o

Report recurring issues to management for systemic improvements.

6. Conclusive skills for providing timely solutions
Providing timely solutions to customers is crucial for maintaining customer satisfaction and trust in
the bancassurance industry. Here are the conclusive skills a bancassurance relationship associate
needs to ensure timely, effective resolutions:

Time Management

o

Prioritization: Identify and prioritize tasks based on urgency and impact. Use tools like to-
do lists and task management software to keep track of deadlines.

Scheduling: Allocate specific time slots for different tasks and stick to the schedule. Use
calendar apps to manage appointments and reminders.

Organization

[e]

Documentation: Keep well-organized records of customer interactions, issues, and
solutions. This helps in quickly retrieving information when needed.

Workflow Management: Develop a systematic approach to handle customer inquiries and
grievances, ensuring nothing falls through the cracks.

Effective Communication

o

Clarity and Brevity: Communicate clearly and concisely with customers, avoiding
unnecessary delays caused by misunderstandings.

Proactive Updates: Regularly update customers on the status of their issues, even if there
is no new development. This keeps them informed and reassured.

Product Knowledge

(o]

In-Depth Understanding: Have a thorough understanding of both banking and insurance
products to provide accurate and quick solutions.

Continuous Learning: Stay updated with new product features, policies, and procedures to
enhance response time.

Problem-Solving

o

Analytical Thinking: Quickly analyze the issue to identify the root cause and potential
solutions.

Resourcefulness: Use available resources efficiently to resolve issues. Know when to
escalate problems to higher authorities for faster resolution.

Customer Service Orientation

o

Empathy: Understand and empathize with the customer's situation to provide a personalized
and timely response.

Commitment: Demonstrate a strong commitment to resolving customer issues promptly
and effectively.

Technology Proficiency

o

Utilize Tools: Leverage CRM systems, help desk software, and other technological tools to
manage and track customer issues efficiently.

Automation: Use automation tools to handle routine tasks, allowing more time to focus on
complex issues.

Decision-Making

o

Decisiveness: Make quick and informed decisions to resolve customer issues. Avoid
unnecessary delays caused by indecision.

Authority: Understand the extent of your decision-making authority and use it effectively.
Know when to escalate issues for faster resolution.
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e Collaboration

o Teamwork: Work effectively with colleagues and other departments to gather necessary
information and resources for timely resolution.
o Communication: Maintain open lines of communication with team members to ensure a
coordinated approach to resolving issues.
e Stress Management
o Calm Under Pressure: Stay calm and composed in high-pressure situations to think clearly
and act promptly.

o Resilience: Maintain a positive attitude and resilience in the face of challenges and setbacks.

Conclusive Skills Feasible Efforts

Conduct thorough research to understand market needs and

Market Research . . .
identify potential customer segments.

Create compelling value propositions tailored to different

Develop Value Propositions
customer segments.

Leverage existing banking relationships and network within the

Build a Network . . . .
insurance industry to find potential leads.

Use digital marketing strategies to reach a broader audience and

L Digital Ch |
everage Digital Channels generate leads.

Use direct sales techniques such as cold calling, emailing, and in-

Engage in Direct Outreach . .
gag person meetings to approach potential customers.

Regularly follow up with leads to nurture relationships and

Follow-U .
P convert prospects into customers.

Continuously monitor sales performance and adjust strategies

Monitor and Adjust based on feedback and market changes.

Table. 1.3.2: Bancassurance Conclusive Skills
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—Summary

The Indian banking industry traces its origins back to the early 18th century with the establishment
of the Bank of Hindustan in 1770, the General Bank of India in 1786, and the Presidency Banks in
the early 1800s. The sector saw significant expansion with the formation of the Imperial Bank of
India in 1921, which later became the State Bank of India in 1955.

The Skill India Mission, launched by the Government of India in 2015, aims to train over 40 crore
(400 million) people in various skills by 2022. The mission's primary objectives and benefits are
designed to enhance the skills of the Indian workforce, thereby improving employability and
productivity, also catering to the banking and finance sector under the flagship of BFSI.

A Bancassurance Relationship Associate acts as a bridge between banks and insurance companies,
aiming to maximize insurance product sales and enhance customer satisfaction through effective
relationship management and sales strategies.

Creating awareness among the bank's customers about insurance products is a crucial role for a
bancassurance relationship associate in India. This can be achieved through a combination of direct
customer engagement, strategic marketing, educational initiatives, and leveraging digital tools.

A bancassurance relationship associate can effectively partake in cross-selling existing and new
products to both existing and new clients by adopting a strategic, customer-centric approach.

In India, banks employ sophisticated methods of customer profiling and portfolio analysis adapted to
the country's diverse population and financial landscape. By leveraging data analytics, segmentation,
and needs-based profiling, banks can effectively identify prospects for bancassurance and tailor
their marketing strategies to meet the unique needs of Indian customers.

By implementing certain strategies, a bancassurance relationship associate can effectively generate
a steady stream of qualified leads, ultimately contributing to increased sales and a successful
bancassurance partnership.

Closing a sale and following up on the issuance of a policy should be handled with precision and
care to ensure customer satisfaction and reinforce trust. After securing the customer's commitment
to purchase, promptly provide them with clear, concise documentation and confirm the details of
the policy.

Ensuring all service requirements are met and customers are satisfied as a Bancassurance
Relationship Associate in India requires a blend of cultural understanding, regulatory compliance,
and effective customer engagement.




— Exercise

Multiple Choice Questions

1.

Bancassurance Relationship Associate

)

During what time was the nationalization of the Indian Banks made?
a. 1969 - 1980 b. 947 - 1989

c.1921-1935 d. None of the above

The central bank that regulates and supervises the banking sector in India is:
a. Central Bank of India b. Public Sector Bank

c. None of the above d. Reserve Bank of India

How many sub-sectors of the Indian Banking Industry are there?
a. 10 b. 11

c. 13 d.12

Which type of data constitutes the transaction history, spending patterns, channel preferences?
a. Psychographic Data b. Demographic Data

c. Behavioural Data d. Geographic Data

For which kind of data aggregate scaling is done?
a. Exemplary Data b. Qualitative Data
¢. Quantitative Data d. None of the above

Descriptive Questions

Describe the scope of the Indian Banking Industry.

Describe the method of customer profiling and analyzing the bank customer’s portfolio.

Discuss the Cross-selling and up-selling techniques for selling new and existing products to existing
and new clients.

How can a bancassurance relationship associate partake in ensuring all the claims from customers
are timely handled and settled.

Describe the importance of conclusive skills and feasible skills for a bancassurance relationship
associate.
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— Notes

Scan the QR codes or click on the link to watch the related videos

https://www.youtube.com/watch?v=57d4FLZ9p7Y https://www.youtube.com/watch?v=zgNORZvjops

Skill Development India _ Skill India Mission What's The Road Ahead For India's Banking Sector

https://www.youtube.com/watch?v=XsmxoPHMJug https://www.youtube.com/watch?v=JGzuYglndg8

What Is Lead Generation? Improve claim handling with Claims Management
Filter!



https://www.youtube.com/watch?v=57d4FLZ9p7Y
https://www.youtube.com/watch?v=zgN0RZvjops
https://www.youtube.com/watch?v=uzwiY59-pGk 
https://www.youtube.com/watch?v=XsmxoPHMJug
https://www.youtube.com/watch?v=JGzuYglndg8 

2. Managing
Relationships And
Records

Unit 2.1 - Bank Staff Liaison
Unit 2.2 - Maintaining Records

BSC/N8419



Participant Handbook

— Key Learning Outcomes | ¢

By the end of this module, the participants will be able to:

1. Show how to apprise and train the bank staff on insurance concepts, processes, products and
services.

Dramatize how to resolve the issues/queries of the bank staff regarding insurance sales.

Demonstrate how to generate, monitor, publish and reconcile monthly (Life and General
Business) reports.

4. Prepare samples logs, reports, and records related to insurance sales
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UNIT 2.1: Bank Staff Liaison

— Unit Objectives |©

By the end of this unit, the participants will be able to:

1. Describe the significance of organizational hierarchy in bank branches and partner
2. Describe the aspects of partner, staff, and stakeholder engagement strategy

3. Exemplify the principles of training and demonstration applicable on banking and insurance
products, services, concepts, and processes.

—2.1.1 Bancassurance Hierarchy And Partnerships

A structured approach helps banks and insurance companies to leverage their strengths, expand their
customer base, and enhance overall financial inclusion in the market. It is channelized in the following
divisions:

1. Bancassurance Hierarchy

The organizational hierarchy of bank branches in India typically follows a structured format, from
the head office down to individual branches. Here's a detailed look at the hierarchy and partner
engagement strategies:

Corporate/Head Office
e Board of Directors: The highest decision-making body responsible for overall governance and
strategic direction.

e Managing Director (MD)/Chief Executive Officer (CEO): Senior executive responsible for overall
operations and performance.

e Executive Directors (EDs): Senior executives overseeing major functions such as risk, finance,
operations, and business development.

Zonal/Regional Offices
e Zonal Manager/Regional Manager: Oversees a group of branches within a specific geographical
area. Responsible for implementing policies, achieving business targets, and compliance.

e Assistant Zonal Manager/Assistant Regional Manager: Supports the zonal/regional manager
in administrative and operational tasks.

e Cluster Offices (in some banks)

e Cluster Head: Manages a cluster of branches within a smaller geographical area. Ensures that
branch operations align with the bank's strategic goals.

Branch Level

e Branch Manager: The primary leader at the branch level, responsible for overall branch
performance, customer service, sales targets, and regulatory compliance.

e Assistant Branch Manager: Supports the branch manager in day-to-day operations and acts as
a deputy.

— B
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Department Heads

Operations Manager: Manages day-to-day operations, including cash handling, account
management, and service quality.

Sales Manager: Focuses on achieving sales targets for various banking products.

Customer Relationship Manager: Handles high-value customers and ensures customer
satisfaction.

Frontline Staff:
Tellers: Handle cash transactions and basic customer service.

Customer Service Executives: Manage account opening, customer inquiries, and service
requests.

Sales Executives: Responsible for direct sales of banking products such as loans, credit cards,
and insurance.

2. Partner Engagement Strategies

Bancassurance refers to the partnership between a bank and an insurance company, enabling the
bank to sell insurance products through its branches. Here’s a typical engagement strategy:

Strategic Partnership Formation

Selection of Insurance Partner: Banks select insurance companies based on their product
offerings, reputation, and compatibility with the bank’s customer base.

Agreement Terms: Define the scope of the partnership, revenue sharing, compliance
responsibilities, and customer service standards.

Product Integration

Customized Insurance Products: Co-develop insurance products that cater to the bank’s
customer demographics, such as life insurance, health insurance, and general insurance.

Technology Integration: Seamless integration of IT systems to facilitate policy issuance,
premium collection, and claim processing through the bank’s infrastructure.

Training and Development

Staff Training: Comprehensive training programs for bank staff on insurance products, regulatory
compliance, and sales techniques.

Certification: Ensuring bank employees attain necessary certifications to sell insurance products
as per regulatory requirements.

Sales and Marketing Strategy

Joint Marketing Campaigns: Collaborative marketing efforts, including co-branded advertising,
promotional offers, and customer education initiatives.

In-Branch Promotion: Setting up dedicated insurance desks within branches and leveraging
branch staff to cross-sell insurance products.

Customer Data Analytics: Utilizing customer data to identify potential leads and target specific
segments with relevant insurance products.
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Customer Relationship Management
e Seamless Customer Experience: Ensuring a smooth and integrated experience for customers
purchasing insurance through the bank.

e Customer Feedback: Regularly collecting and analyzing customer feedback to improve product
offerings and service quality.

Regulatory Compliance
e Adherence to Guidelines: Strict adherence to regulatory guidelines set by the Insurance
Regulatory and Development Authority of India (IRDAI) and the Reserve Bank of India (RBI).

e Regular Audits: Conducting regular audits to ensure compliance with all regulatory requirements
and maintaining transparency in operations.

Performance Monitoring and Reporting
e KPIs and Metrics: Defining key performance indicators to monitor the success of the
bancassurance partnership.

e Regular Reporting: Providing detailed reports on sales performance, customer acquisition, and
revenue generation to stakeholders.

—2.1.2 Identifying Insurance Skills

The identification of the relevant person for insurance sales within bank branches is crucial for
maximizing the effectiveness of bancassurance strategies in India. It ensures a focused, efficient,
and compliant approach to selling insurance products, enhancing customer satisfaction, and driving
revenue growth for both banks and insurance partners in the following manner;

Strategy Relevant Participator

Targeted Stakeholder: Identifying the right person, such as the Branch
Manager or Sales Manager, ensures that insurance sales strategies are

Effective directed through the most influential individuals in the branch. Individuals
Sales Strategy have a direct impact on the sales culture and can drive the team’s focus on
Implementation achieving insurance sales targets.

Sales Leadership: Key personnel can lead by example, motivate the staff,
and create an environment conducive to cross-selling insurance products.

Personalized Service: Branch personnel who are well-informed and
authorized to sell insurance can provide personalized recommendations to

Enhanced customers based on their financial needs and profiles.
Customer Trust Building: Customers are more likely to trust insurance
Engagement recommendations coming from a known and trusted bank representative,

such as their relationship manager or the branch manager, enhancing the
likelihood of successful sales.
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Strategy Relevant Participator

Focused Training Programs: Identifying the right people allows for focused
training programs that equip them with the necessary knowledge about

o insurance products, regulatory compliance, and effective sales techniques.
Improved Training

and Compliance Regulatory Compliance: Ensuring that only certified and trained personnel

handle insurance sales help in maintaining compliance with regulatory
standards set by the Insurance Regulatory and Development Authority of
India (IRDAI).

Resource Allocation: By knowing who is responsible for insurance sales,
banks can better allocate resources and support, such as marketing
Optimized materials and technological tools, to these key individuals.

Operational Efficiency | streamlined Processes: Clear identification of responsible personnel helps
in streamlining the sales process, from product introduction to policy
issuance and after-sales service.

Trackable Metrics: With identified individuals, banks can set specific
performance metrics and sales targets, making it easier to monitor progress

Performance and hold them accountable for meeting these targets.

onitoring and

Accountability Feedback and Improvement: Performance data can be collected and

analyzed to provide feedback, leading to continuous improvement in sales
strategies and training programs.

Strong Partnerships: Insurance companies benefit from strong, reliable
partnerships with specific bank personnel who are dedicated to insurance
sales, ensuring better coordination and execution of joint marketing and
Enhanced Customer e
sales initiatives.
Experience . . .

P Revenue Generation: By leveraging the branch network effectively through
identified personnel, both banks and insurance companies can significantly

boost their revenue from bancassurance products

Branch Manager: Often the most suitable person as they oversee all
branch operations and have significant influence over the team.

Sales Manager or Relationship Manager: These roles are typically
customer-facing and have the skill set to sell and cross-sell financial
products, including insurance.

Practical Steps for
Identifying the Right
Person

Trained and Certified Staff: Staff members who have undergone specific
training and certification for selling insurance products as mandated by
regulatory authorities.

Table. 2.1.1: Relevant Sales Participators




Bancassurance Relationship Associate g

—2.1.3 Internal Customer Relationship

Maintaining an open and trusting relationship with internal customers, such as branch managers,
officers, and staff, is essential for a bancassurance relationship associate in India. Here are effective
ways to achieve this:

Regular Communication

* Frequent Meetings: Schedule regular meetings with branch managers and staff to discuss updates,
address concerns, and share successes. This keeps everyone informed and aligned with the
bancassurance goals.

e Open Channels: Establish open communication channels (e.g., email, WhatsApp groups) for quick
and easy access to information and support.

Training and Development

e Comprehensive Training Programs: Provide continuous training on insurance products, sales
techniques, and regulatory compliance. This equips branch staff with the necessary knowledge and
confidence to sell insurance.

e Workshops and Seminars: Organize interactive workshops and seminars to keep the staff updated
on new products and market trends.

Collaboration and Support
e Joint Activities: Engage in joint marketing and sales activities, such as customer awareness programs
and promotional events. This fosters teamwork and a sense of shared responsibility.

e On-Site Assistance: Offer on-site support to assist with difficult sales or customer inquiries. Being
present and available reinforces trust and reliability.

Recognition and Incentives
¢ Incentive Programs: Implement incentive programs to reward branch staff for achieving insurance
sales targets. This motivates them to focus on bancassurance products.

e Recognition: Publicly recognize and celebrate the achievements of branch managers and staff in
selling insurance products. This boosts morale and encourages continued effort.

Feedback Mechanisms
e Regular Feedback: Seek regular feedback from branch managers and staff on the bancassurance
process, challenges faced, and suggestions for improvement.

e Action on Feedback: Act on the feedback received to show that their opinions are valued and taken
seriously. This builds a culture of trust and continuous improvement.

Transparency and Honesty
e Clear Communication: Be transparent about targets, expectations, and performance metrics. Clear
communication helps in setting realistic goals and understanding roles.

e Honest Discussions: Encourage honest discussions about any issues or challenges faced by the
branch staff. Address these issues promptly and effectively.

'



ey Participant Handbook

Building Personal Relationships

Personal Interaction: Invest time in building personal relationships with branch managers and staff.
Understand their individual goals, motivations, and concerns.

Social Engagements: Participate in social events and informal gatherings to strengthen personal
bonds and build a sense of camaraderie.

Resource Provision

Marketing Materials: Provide branches with adequate marketing materials, such as brochures,
posters, and digital content, to aid in the promotion of insurance products.

Technological Support: Ensure that branches have the necessary technological tools and support to
facilitate the seamless sale of insurance products.

Consistent Follow-Up

Regular Check-Ins: Conduct regular check-ins to monitor progress, provide support, and keep the
momentum going. This helps in maintaining focus and addressing any issues promptly.

Follow-Up on Promises: Always follow through on promises and commitments made to branch
staff. Reliability is key to building trust.

Creating a Positive Work Environment

Supportive Culture: Foster a supportive and positive work environment where branch staff feel
valued and appreciated.

Conflict Resolution: Address any conflicts or issues within the team promptly and fairly, ensuring a
harmonious working relationship.

—2.1.4 Bancassurance Meetings

Attending insurance-related meetings with bank staff is essential for bancassurance executives to foster
collaboration, ensure effective knowledge sharing, address challenges, and build trust. It enhances
strategic planning, compliance, and overall performance in bancassurance, contributing to the success
of both the bank and the insurance partner in the following manner;

Enhanced Collaboration and Teamwork

Building Relationships: Regular attendance at meetings helps in building strong relationships with
bank staff, fostering a sense of partnership and collaboration.

Team Alignment: These meetings ensure that everyone is on the same page regarding goals,
strategies, and expectations, promoting a unified approach to bancassurance.

Knowledge Sharing and Training

Product Knowledge: Meetings provide a platform to share detailed information about new and
existing insurance products, ensuring bank staff are well-informed and confident in selling these
products.

Skill Development: They offer opportunities for training sessions on sales techniques, regulatory
compliance, and customer handling, which are essential for effective insurance sales.
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Addressing Concerns and Challenges
e Real-Time Problem Solving: Attending meetings allows bancassurance executives to address any
concerns or challenges faced by the bank staff in real-time, providing solutions and support.

e Feedback Collection: It provides a forum for collecting feedback from bank staff, which can be used
to improve processes, products, and overall strategy.

Strategy and Planning

e Joint Strategy Development: These meetings facilitate the development of joint strategies
and action plans tailored to the specific needs of each branch, enhancing the effectiveness of
bancassurance efforts.

e Target Setting and Monitoring: Executives can collaboratively set realistic sales targets and KPIs,
and regularly monitor progress to ensure targets are being met.

Building Trust and Engagement
e Visibility and Accessibility: Regular attendance shows commitment and accessibility, building trust
and engagement with the bank staff.

e Support and Encouragement: Executives can provide moral support and encouragement, which
can boost the morale and motivation of the bank staff.

Regulatory and Compliance Updates

e Staying Informed: Meetings are an opportunity to keep bank staff updated on regulatory changes
and compliance requirements, ensuring that all sales activities adhere to the guidelines set by the
Insurance Regulatory and Development Authority of India (IRDAI).

e Risk Management: Ensuring that bank staff are aware of and comply with regulatory requirements
helps mitigate risks associated with non-compliance.

Performance Review and Improvement
e Regular Reviews: Executives can conduct regular performance reviews during these meetings,
identifying areas for improvement and recognizing achievements.

e Continuous Improvement: Feedback and performance data discussed in these meetings can be
used to continuously refine and improve sales strategies and processes.

Customer Insights and Market Trends

e Understanding Customer Needs: Meetings provide insights into customer feedback and market
trends observed by bank staff, which can be invaluable for tailoring insurance products and
marketing strategies.

e Competitive Analysis: Discussions can include competitive analysis, helping the team stay ahead of
market trends and competitor actions.

Resource Allocation and Support
¢ |dentify Needs: Meetings help identify specific needs for marketing materials, technological tools,
or additional training, ensuring that bank staff are well-equipped to sell insurance products.

e Efficient Allocation: Bancassurance executives can ensure that resources are allocated efficiently
based on the input and requirements discussed in these meetings.

'
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— 2.1.5 Relevant Personnel Skills

Identifying and engaging the relevant personnel within bank branches is essential for the success of
bancassurance in India. By focusing on key roles such as Branch Managers, Sales Managers, Customer
Relationship Executives, and frontline staff, and providing them with the necessary training, incentives,
and support, banks can effectively drive insurance sales and enhance overall customer satisfaction in
the following workflow;

Branch Manager

e Role: The Branch Manager is the leader of the branch and oversees all operations. They have a
significant influence on the branch staff and are crucial in setting priorities and ensuring targets are
met.

e Importance: They can drive the insurance sales strategy, motivate the team, and ensure that
bancassurance targets are aligned with overall branch goals.

Assistant Branch Manager
e Role: Supports the Branch Manager in daily operations and often steps in their place. They are also
involved in implementing sales strategies and overseeing staff performance.

e Importance: They play a key role in operationalizing the insurance sales plans and ensuring
continuity and consistency in the absence of the Branch Manager.

Sales/Relationship Manager

e Role: Focuses on customer-facing activities, including sales of various banking and insurance
products. They manage customer relationships and often have targets related to cross-selling
financial products.

e Importance: They are directly involved in selling insurance products to customers, making them
essential for driving bancassurance sales.

Customer Relationship Executives (CREs)
e Role: Work closely with high-value customers, providing personalized services and advice. They
understand customer needs deeply and build long-term relationships.

e Importance: Their close relationship with customers allows them to effectively cross-sell insurance
products, leveraging trust and personal rapport.

Tellers and Frontline Staff
e Role: Handle daily transactions and interact with a large number of customers. They often identify
potential leads and refer customers to sales staff.

e Importance: They are the first point of contact for many customers and can identify opportunities
for introducing insurance products during routine transactions.

Specialized Insurance Desk Staff (if available)

e Role: Dedicated personnel focused exclusively on selling insurance products within the branch.

e Importance: Their specialized knowledge and focus on insurance make them crucial for driving
bancassurance sales efficiently.

'
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Back Office Staff

e Role: Handle administrative tasks, including processing insurance applications and documentation.
e Importance: Efficient processing and support from back-office staff ensure smooth operations and
quick turnaround times for insurance products, enhancing customer satisfaction.

Relevant Personnel
= Strategy

Engagement Process

e Customized Training Programs: Provide training tailored to each
role, ensuring everyone understands the products and sales

Training and Development techniques.

e Certification Programs: Ensure all staff members who sellinsurance
products are certified as required by regulatory authorities.

e Meetings and Briefings: Hold regular meetings to discuss goals,
challenges, and updates. These can be branch-wide or role-

Regular Communication specific.

e Feedback Mechanisms: Create channels for staff to provide
feedback on bancassurance processes and products.

e Incentive Schemes: Develop attractive incentive programs to
Incentives and motivate staff to achieve insurance sales targets.

Recognition e Recognition Programs: Recognize and reward high performers
publicly to encourage a competitive and motivated environment.

e Marketing Materials: Provide sufficient marketing materials and

resources to aid in the sales process.
Support and Resources .
e Technological Tools: Ensure staff have access to the necessary

technological tools for efficient insurance sales and processing.

e Joint Activities: Engage in joint customer engagement activities,
Collaboration and such as financial literacy programs or insurance awareness
Involvement campaigns. Inclusive Strategy Development: Involve key staff in
developing sales strategies to ensure buy-in and practical insights.

Table. 2.1.2: Personnel Engagement Strategy

— 2.1.6 Strategic Staff Meetings

Attending insurance-related meetings with bank staff is a strategic activity for a bancassurance
relationship associate. By preparing thoroughly, facilitating open communication, providing value,
addressing challenges, and maintaining continuous engagement, you can build strong, trusting
relationships with bank staff. This not only enhances the effectiveness of bancassurance efforts but
also drives mutual growth and success for both the bank and the insurance partner. As a bancassurance
relationship associate in India, attending insurance-related meetings with bank staff is vital for driving
collaboration, ensuring effective communication, and achieving sales targets. Here’s a comprehensive
strategy to maximize the effectiveness of these meetings:
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Strategy Steps

1. Understand Objectives

Define Clear Goals: Know the purpose of the meeting, whether it's to
discuss product updates, address challenges, set targets, or provide
training.

Set Agenda: Prepare and share a detailed agenda with all participants
beforehand to ensure the meeting stays focused and productive.

2. Gather Relevant Data

Sales Performance Metrics: Bring updated sales performance data,

Preparation Before the including targets achieved, gaps, and areas for improvement.

Meeting
Customer Insights: Collect insights and feedback from recent customer

interactions that can inform strategies and discussions.

3. Know Your Audience

Identify Key Participants: Know who will be attending and understand
their roles and responsibilities. Tailor your approach to engage each
participant effectively.

Personalize Content: Prepare content that addresses the specific
needs and challenges of the branch staff attending the meeting.

1. Facilitate Open Communication

Encourage Participation: Foster an environment where all participants
feel comfortable sharing their thoughts, ideas, and concerns.

Active Listening: Listen actively to the inputs from bank staff, showing
that their opinions and feedback are valued.

2. Provide Value and Insights

Product Updates: Share detailed information about new insurance
products, features, and benefits.

Market Trends: Discuss recent market trends and how they impact

the insurance landscape, providing actionable insights.
Conducting the

Meeting 3. Training and Development

Skill Enhancement: Conduct mini-training sessions on effective sales
techniques, regulatory compliance, and handling customer objections.

Role-Playing: Use role-playing exercises to simulate sales scenarios
and practice customer interactions.

4. Address Challenges and Solutions
Identify Issues: Discuss any challenges faced by the bank staff in selling
insurance products.

Provide Solutions: Offer practical solutions and support to overcome
these challenges, whether they are related to product knowledge,
process, or customer handling.
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Strategy Steps

1. Document and Share Minutes
Meeting Minutes: Prepare and share detailed minutes of the meeting,

highlighting key discussions, decisions, and action items.

Action Plan: Develop a clear action plan with assigned responsibilities

. and timelines.
Post-Meeting Follow-

Up 2. Continuous Engagement
Regular Check-Ins: Schedule follow-up meetings or calls to monitor
progress on action items and provide ongoing support.

Feedback Loop: Create a feedback loop to continuously gather input
from bank staff and make necessary adjustments to strategies and
processes.

1. Consistent Presence

Regular Visits: Make regular visits to branches to maintain a strong
presence and build rapport with the staff.

Availability: Ensure that you are easily accessible for any support or

queries, fostering trust and reliability.
Building Long-Term

Relationships 2. Recognition and Motivation

Acknowledge Achievements: Recognize and celebrate the
achievements of bank staff in insurance sales during meetings.
3. Motivational Initiatives:

Implement motivational initiatives such as contests, rewards, and
recognition programs to keep the staff engaged and motivated.

4. Digital Tools for Engagement
Use Presentation Tools: Utilize engaging presentation tools and
software to make the meetings interactive and informative.

Data Analytics: Employ data analytics tools to provide real-time
Leveraging Technology insights and performance metrics during the meetings.

5. Virtual Meetings

Remote Engagement: Utilize virtual meeting platforms for branches
that are geographically distant, ensuring consistent engagement and
communication.

Table. 2.1.3: Insurance Meeting Strategies

—2.1.7 Bancassurance Training And Coaching Strategies

For a bancassurance relationship associate in India, coaching and training fundamentals involve
providing clear, concise, and relevant information about insurance products, sales techniques, and
regulatory compliance. Effective training techniques include interactive workshops, role-playing
scenarios, and real-life case studies to engage participants and enhance their practical understanding.
Regular feedback sessions, personalized coaching, and continuous learning opportunities help
address individual staff needs and foster skill development. Leveraging digital tools for e-learning and
webinars ensures consistent training across geographically dispersed branches. By focusing on these
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fundamentals and techniques, a bancassurance relationship associate can build a knowledgeable,
confident, and motivated sales team. The following mark some important steps:
1. Appraising the bank staff of the insurance products, processes, concepts and services

Effectively appraising bank staff on insurance products, processes, concepts, and services is crucial
for the success of a bancassurance relationship. Here’s a detailed process to achieve this:

Initial Assessment and Planning
e |dentify Knowledge Gaps: Conduct an initial assessment to identify the current knowledge
levels and gaps among bank staff regarding insurance products and services.

e Set Objectives: Define clear training objectives based on the assessment, aligning with the
overall sales and compliance goals of the bancassurance partnership.

e Develop a Training Plan: Create a comprehensive training plan that covers all necessary aspects
of insurance products, processes, concepts, and services.

Training Content Development
e Product Information: Develop detailed content on various insurance products, including
features, benefits, eligibility criteria, and pricing.

e Process Guidelines: Prepare step-by-step guides on the processes involved in selling and
servicing insurance products, including application processing, policy issuance, and claims
handling.

e Conceptual Understanding: Include modules on key insurance concepts such as risk
management, policy terms and conditions, underwriting, and regulatory requirements.

e Service Excellence: Emphasize customer service principles, highlighting best practices for
addressing customer inquiries, managing complaints, and ensuring satisfaction.

Interactive Training Sessions
e Workshops and Seminars: Conduct in-person or virtual workshops and seminars to provide in-
depth training on insurance products and services.

e Role-Playing Exercises: Use role-playing scenarios to simulate real-life sales situations and
customer interactions, helping staff practice and refine their skills.

e (Case Studies: Present case studies to illustrate practical applications of insurance products and
processes, fostering a deeper understanding.

Use of Digital Tools and E-Learning
e E-LearningPlatforms: Utilize e-learning platforms to deliver training content in an accessible and
flexible manner. Include interactive modules, quizzes, and assessments to reinforce learning.

e Webinars: Organize regular webinars to keep staff updated on new products, market trends,
and regulatory changes.

On-the-Job Training and Mentorship
e Field Training: Arrange for on-the-job training where staff can observe and participate in real
insurance sales and service activities under the guidance of experienced mentors.

e Mentorship Programs: Establish mentorship programs pairing less experienced staff with
seasoned sales professionals to provide ongoing support and guidance.

'
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Regular Assessments and Feedback
e Knowledge Tests: Conduct regular assessments and quizzes to evaluate staff understanding
and retention of training content.

e Feedback Mechanisms: Create feedback loops where staff can share their experiences,
challenges, and suggestions for improvement. Use this feedback to refine training programs.

Continuous Learning and Development
e Ongoing Training: Implement a continuous learning framework that includes periodic refresher
courses and advanced training sessions to keep staff updated and skilled.

e Professional Development: Encourage staff to pursue relevant certifications and professional
development opportunities to enhance their expertise in insurance.

Performance Monitoring and Incentives
e Monitor Progress: Regularly monitor staff performance in selling and servicing insurance
products, using key performance indicators (KPIs) to track success.

e Incentives and Recognition: Implement incentive programs to reward high performers and
recognize their achievements, motivating staff to excel in their roles.

By following this structured process, bancassurance relationship associates can effectively appraise
bank staff on insurance products, processes, concepts, and services. This comprehensive approach
ensures that bank staff are well-equipped with the knowledge and skills needed to drive insurance
sales, provide excellent customer service, and comply with regulatory requirements, ultimately
contributing to the success of the bancassurance partnership.

Providing coaching to staff on the insurance selling skills and techniques to solicit insurance
Business

Effective coaching of bank staff on insurance selling skills and techniques is essential to enhance
their ability to solicit insurance business. Here’s a structured approach to achieve this:

Initial Skill Assessment

e Evaluate Current Skills: Conduct an initial assessment to understand the current selling skills
and knowledge levels of the staff. Use surveys, interviews, and performance data to identify
strengths and areas for improvement.

e Set Clear Objectives: Based on the assessment, set clear, measurable objectives for the coaching
program. These should align with overall business goals and address specific skill gaps.

Developing a Comprehensive Coaching Plan
e Customized Content: Develop a coaching plan tailored to the needs of the staff, focusing on key
areas such as product knowledge, customer relationship management, and sales techniques.

e Modular Approach: Structure the coaching content into modules covering various aspects of
insurance selling, ensuring a systematic and progressive learning process.
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Key Selling Skills and Techniques to Cover

e Product Knowledge

o In-Depth Understanding: Ensure staff have a thorough understanding of the insurance
products offered, including features, benefits, exclusions, and premium details.

o Comparative Analysis: Teach staff how to compare different insurance products effectively
to highlight unique selling points to customers.

Customer Relationship Management
o Building Rapport: Train staff on techniques to build trust and rapport with customers, such
as active listening, empathy, and personalized communication.

o Needs Assessment: Coach staff on how to conduct effective needs assessments to
understand the specific insurance requirements of each customer.

e Sales Techniques

o Consultative Selling: Emphasize a consultative selling approach where staff act as advisors,
helping customers make informed decisions rather than just pushing products.

o Overcoming Objections: Provide strategies for handling objections and concerns from
customers, turning potential negatives into opportunities to reinforce the benefits of the
insurance product.

o Closing Techniques: Train on effective closing techniques, ensuring staff know how to ask
for the sale confidently and handle closing conversations smoothly.

e |nteractive and Practical Training Methods

o Role-Playing Exercises: Conduct role-playing scenarios to simulate real-life sales situations.
This helps staff practice their skills and receive immediate feedback in a safe environment.

o Case Studies: Use real-life case studies to illustrate successful sales strategies and common
pitfalls. Discuss these cases in group settings to foster collaborative learning.

o Shadowing and On-the-Job Training: Allow less experienced staff to shadow more
experienced colleagues during customer interactions to observe successful sales techniques
in action.

Leveraging Technology
e E-Learning Modules: Utilize e-learning platforms to deliver training content. Include interactive
modules, quizzes, and videos to engage staff and reinforce learning.

e Webinars and Virtual Training: Conduct regular webinars and virtual training sessions to cover
new products, market trends, and advanced sales techniques.

Ongoing Support and Feedback
e Regular Check-Ins: Schedule regular check-ins and one-on-one coaching sessions to provide
continuous support and address any ongoing challenges staff may face.

e Constructive Feedback: Provide constructive feedback based on observed performance,
helping staff understand their strengths and areas for improvement.

e Performance Tracking: Use key performance indicators (KPIs) to monitor progress and adjust
coaching strategies as needed.
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Motivation and Incentives

e Recognition Programs: Implement recognition programs to celebrate achievements and
motivate staff. This could include awards, public acknowledgment, or financial incentives.

e Incentive Schemes: Develop incentive schemes tied to sales performance, encouraging staff to
apply their skills and achieve their sales targets.

By providing comprehensive coaching on insurance selling skills and techniques, bancassurance
relationship associates can significantly enhance the ability of bank staff to solicitinsurance business.
This structured approach ensures that staff are well-equipped with the necessary knowledge,
skills, and confidence to effectively sell insurance products, ultimately driving business growth and
customer satisfaction in the Indian market.

— 2.1.8 Sales Collaboration Function

A bancassurance relationship associate in India must possess essential skills such as in-depth knowledge
of insurance products, strong sales and negotiation abilities, and excellent customer relationship
management. They should be adept at communication and presentation, able to convey complex
insurance concepts clearly to bank staff and customers. Key functions include training and coaching
bank staff on insurance sales techniques, ensuring compliance with regulatory requirements, and
developing strategic sales plans to meet targets. They must also monitor sales performance, provide
continuous support, and foster collaboration between the bank and the insurance partner to drive
mutual growth and success. On the above-mentioned note, the following are some essential skills and
functions that are unavoidable:

1. Enhancing sales collaboration of the bancassurance partnership

Enhancing sales collaboration within the bancassurance partnership is crucial for maximizing sales
opportunities and ensuring mutual success. A bancassurance relationship associate in India can
achieve this by:

e Building Strong Relationships: Foster trust and communication between bank and insurance
partners through regular meetings, joint training sessions, and collaborative planning activities.

e Aligning Goals and Incentives: Ensure that sales targets and incentives are aligned between the
bank and insurance company to encourage collaboration and mutual benefit.

e Sharing Insights and Market Trends: Provide valuable market insights and trends to both
partners, enabling them to tailor their offerings and strategies to meet evolving customer
needs effectively.

e Coordinating Marketing Efforts: Coordinate marketing campaigns and promotional activities
to create synergies between banking and insurance services, enhancing brand visibility and
customer engagement.

e Facilitating Cross-Selling Opportunities: Identify cross-selling opportunities and facilitate the
seamless integration of insurance products into the bank's sales processes, empowering bank
staff to effectively promote insurance offerings to customers.

e Providing Ongoing Support: Offer continuous support and training to bank staff on insurance
products and sales techniques, ensuring they have the knowledge and confidence to sell
insurance effectively.

e Monitoring Performance and Feedback: Regularly monitor sales performance and gather
feedback from both partners to identify areas for improvement and optimize collaboration
strategies for greater efficiency and effectiveness. By implementing these strategies, a
bancassurance relationship associate can enhance sales collaboration within the bancassurance
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partnership, driving increased revenue and customer satisfaction for both the bank and
insurance company in the Indian market.

2. Assisting the bank branch in achieving business targets

Assisting the bank branch in achieving business targets requires proactive engagement and strategic
support from a bancassurance relationship associate in India. This involves:

Understanding Branch Objectives: Collaborate closely with branch managers to understand
their business targets, customer demographics, and specific needs.

Tailoring Insurance Solutions: Offer customized insurance solutions that complement the
branch's existing financial products and cater to the needs of their customer base.

Training and Development: Provide comprehensive training to bank staff on insurance
products, sales techniques, and regulatory compliance to equip them with the necessary skills
to promote insurance offerings effectively.

Coordinated Marketing Efforts: Coordinate marketing campaigns and promotional activities
to drive awareness and generate leads for insurance products, leveraging the branch's existing
customer base and channels.

Cross-Selling Initiatives: |dentify cross-selling opportunities within the branch and support
bank staff in promoting insurance products to customers during their interactions, ensuring
seamless integration into the sales process.

Continuous Monitoring and Support: Monitor sales performance closely, provide ongoing
support and feedback to branch staff, and adjust strategies as needed to ensure targets are met.

Feedback and Improvement: Gather feedback from branch staff and customers to identify
areas for improvement and refine sales strategies, ensuring continuous enhancement of
performance and customer satisfaction. By actively supporting the bank branch in achieving
its business targets, a bancassurance relationship associate contributes to the overall success
of the bancassurance partnership and helps drive growth for both the bank and insurance
company in India.

3. SOP for resolving the issues/queries of the bank staff regarding insurance sales

The IRDAI, Ministry of Finance, Government of India outlines the rules, regulations, and SOPs
for different functionalities to be imparted by the bancassurance relationship associate in India.
Assisting the bank branch in achieving business targets requires proactive engagement and strategic
support from a bancassurance relationship associate in India. This involves:

Understanding Branch Objectives: Collaborate closely with branch managers to understand
their business targets, customer demographics, and specific needs.

Tailoring Insurance Solutions: Offer customized insurance solutions that complement the
branch's existing financial products and cater to the needs of their customer base.

Training and Development: Provide comprehensive training to bank staff on insurance
products, sales techniques, and regulatory compliance to equip them with the necessary skills
to promote insurance offerings effectively.

Coordinated Marketing Efforts: Coordinate marketing campaigns and promotional activities
to drive awareness and generate leads for insurance products, leveraging the branch's existing
customer base and channels.

Cross-Selling Initiatives: |dentify cross-selling opportunities within the branch and support
bank staff in promoting insurance products to customers during their interactions, ensuring
seamless integration into the sales process.

Continuous Monitoring and Support: Monitor sales performance closely, provide ongoing
support and feedback to branch staff, and adjust strategies as needed to ensure targets are met.

Feedback and Improvement: Gather feedback from branch staff and customers to identify
areas for improvement and refine sales strategies, ensuring continuous enhancement of
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performance and customer satisfaction. By actively supporting the bank branch in achieving
its business targets, a bancassurance relationship associate contributes to the overall success
of the bancassurance partnership and helps drive growth for both the bank and insurance
company in India.

4. Handling conflicts if any

The Statement of Purpose (SoP) for Conflict Resolution for a Bancassurance Relationship Associate
in India promulgates that as a Bancassurance Relationship Associate, there is the importance of
fostering harmonious relationships and resolving conflicts effectively to ensure the success of the
bancassurance partnership. These are outlined by are outlined by the guidelines of IRDAI, Ministry
of Finance, Government of India The Statement of Purpose outlines the approach and commitment
to conflict resolution:

e Understanding the Context: Conflicts may arise in the bancassurance partnership due to
differing priorities, goals, or communication breakdowns. One should be committed to
addressing conflicts promptly and constructively to maintain trust and collaboration between
the bank and insurance partners.

e Active Listening and Empathy: One should believe in the power of active listening and empathy
to understand the perspectives and concerns of all parties involved in the conflict. By listening
attentively and showing empathy towards their viewpoints, | one aims to create a supportive
environment conducive to resolving issues amicably.

e Open Communication: One should value open and transparent communication as the
cornerstone of conflict resolution. Thus, one will facilitate honest and respectful discussions,
encouraging all parties to express their thoughts and feelings openly while fostering a culture
of mutual respect and understanding.

e Seeking Common Ground: One should be committed to seeking common ground and finding
win-win solutions that address the underlying interests and needs of all parties. By exploring
alternative options and compromise, one will strive to reach agreements that are mutually
beneficial and sustainable in the long run.

e Mediation and Facilitation: In situations where conflicts escalate or become entrenched, one
should be prepared to act as a mediator or facilitator to help parties navigate towards resolution.
One will use proven mediation techniques and negotiation skills to bridge differences and
facilitate constructive dialogue.

e Respect for Diversity and Inclusion: One should recognize the importance of respecting
diversity and promoting inclusivity in conflict resolution processes. Thus, they will ensure that
all voices are heard and valued regardless of background, position, or perspective, fostering an
environment of equality and fairness.

e Continuous Improvement: Conflict resolution is an ongoing process that requires continuous
learning and improvement. One must be committed to seeking feedback, reflecting on
experiences, and refining my conflict resolution skills to better serve the needs of the
bancassurance partnership.

e Compliance and Ethics: Throughout the conflict resolution process, one will uphold the highest
standards of professionalism, integrity, and ethical conduct. They will ensure compliance with
relevant laws, regulations, and internal policies, maintaining the trust and credibility of the
bancassurance relationship.

In conclusion, one must be dedicated to promoting effective conflict resolution practices that contribute
to the success and sustainability of the bancassurance partnership in India. Through active listening,
open communication, and a commitment to collaboration, one can be confident in their ability to
navigate conflicts and foster positive relationships between the bank and insurance partners.

'
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— 2.1.9 Internal Customer Services

Bancassurance staff engagement skills and internal customer services are co-dependent on each other
and are essential for fostering a collaborative and motivated team environment, directly impacting
customer satisfaction and business success. Key skills include effective communication, which ensures
clear, open dialogue and alignment of goals; active listening, to understand and address team members'
concerns and ideas; and empathy, to build trust and rapport. Additionally, problem-solving and
decision-making abilities enable swift and effective resolution of issues, while strong organizational
skills help in managing tasks and responsibilities efficiently. By demonstrating leadership and teamwork,
bancassurance staff can create a supportive and dynamic work culture that drives performance and
enhances customer relationships. The following are some important categories of staff engagement
skills;

1. Business Targetting and Soliciting

A bancassurance relationship advisor targeting and soliciting business from internal bank customers
and staff requires a focused set of skills and strategies. Here are the key skills:

Relationship Building and Networking
e Internal Networking: Establish strong relationships with bank staff at all levels to facilitate
introductions and recommendations to potential bancassurance customers.

e Team Collaboration: Work closely with branch managers, relationship managers, and front-line
staff to identify and reach out to prospective clients.

Product Knowledge and Training
e Product Expertise: Have an in-depth understanding of bancassurance products to confidently
explain features, benefits, and suitability to internal customers.

e Training Skills: Conduct informative and engaging training sessions for bank staff to educate
them about bancassurance products, thereby enabling them to identify and refer potential
customers.

Effective Communication
e Clear Communication: Communicate the benefits of bancassurance products clearly and
persuasively to both bank staff and customers.

e Feedback Mechanism: Implement a feedback loop to continuously gather insights from bank
staff and customers to refine and improve product offerings and sales techniques.

Customer Profiling and Segmentation
e Customer Insights: Leverage customer data and analytics to segment the bank’s customer base
and identify high-potential targets for bancassurance products.

e Personalized Approach: Tailor communication and product recommendations based on the
specific needs and profiles of different customer segments.

Sales and Persuasion
e Cross-Selling Techniques: Utilize effective cross-selling techniques to integrate bancassurance
products into the bank’s existing customer interactions.

e Persuasion Skills: Employ strong persuasion skills to encourage both staff and customers to
consider bancassurance products as part of their financial planning.
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Organizational Skills
e Campaign Management: Plan and execute targeted campaigns within the bank to promote
bancassurance products.

e Follow-Up: Ensure diligent follow-up on leads generated from internal referrals and bank staff
introductions.

Technological Proficiency

e CRM Utilization: Use customer relationship management (CRM) tools to track interactions,
manage leads, and monitor the progress of sales efforts.

e Digital Tools: Leverage digital tools and platforms to enhance communication and streamline
the sales process.

Staff Query Resolution

Resolving internal customer queries effectively is crucial for maintaining smooth operations and
fostering a positive work environment within the bank. A bancassurance relationship associate
employs a systematic approach to address internal customer queries promptly and satisfactorily.
This involves:

e Active Listening: Attentively listening to the internal customer's query to fully understand their
concerns and requirements.

e Understanding Policies and Procedures: Having a comprehensive understanding of the bank's
policies, procedures, and products to provide accurate and relevant information.

e Problem-Solving: Analyzing the query to identify the root cause and determine the most
appropriate solution.

e Effective Communication: Clearly communicating the resolution to the internal customer in a
manner that is easy to understand and addresses their specific needs.

e Collaboration: Collaborating with relevant departments or individuals within the bank to
resolve complex queries that require input from multiple stakeholders.

e Follow-Up: Ensuring that the resolution provided meets the internal customer's expectations
and following up to confirm satisfaction.

e Documentation: Documenting the query, the steps taken to resolve it, and the final outcome
for future reference and to maintain a record of interactions.

e Continuous Improvement: Identifying recurring issues or areas for improvement in internal
processes and procedures and providing feedback to relevant departments for enhancements.

Inter-personal skills

Training Sessions

Customer Data Leveraging

Cross-Selling

Targetted Campaigns

Leads Follow-up

Fig. 2.1.1: Internal customer Service Pillars
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UNIT 2.2: Maintaining Records

Unit Objectives | ©
By the end of this unit, the participants will be able to:

1. Describe the SOPs for maintain insurance sales reports, records, and referrals.
2. Describe the SOP for maintaining performance reports
3. Exemplify the KPIs for active branch’s sales, and reconciliation performance.

2.2.1 Log Management

Employing appropriate methods to maintain logs of activities and completed work involves utilization
of bancassurance SOP guidelines of Activities and Completed Work for a Bancassurance Relationship
Associate in India. These SOPs are designed as per the guidelines of IRDAI, Ministry of Finance,
Government of India.

In the execution of duties, meticulous records of activities and completed work are maintained by the
Bancassurance Relationship Associate. The purpose of this Statement of Purpose (SoP) is to delineate
the commitment to maintaining comprehensive logs in adherence to organizational standards and
regulatory requirements.

e Development of Log Formats: Standardized log formats are established, tailored to the unique
demands of bancassurance operations. These formats encompass essential fields, including date
and time stamps, task descriptions, involved stakeholders, and pertinent outcomes or follow-up
actions.

e Real-Time Documentation: Activities and completed work are diligently recorded in real-time to
ensure accuracy and immediacy in log entries. Leveraging digital tools and platforms facilitates
swift and error-free data input, thereby enhancing efficiency and reliability.

e Thorough Documentation of Completed Tasks: Each concluded task is meticulously documented
within the logs, comprising comprehensive summaries, relevant attachments, and associated
deadlines or milestones. This documentation serves as a comprehensive repository of the
Bancassurance Relationship Associate's contributions, supporting performance evaluation and
audit compliance.

e Regular Review and Updates: A structured schedule is established for the periodic review and
update of logs, guaranteeing currency and accuracy. Any discrepancies or anomalies identified
during the review process are promptly rectified to maintain the integrity of the logs.

e Data Analysis and Reporting: The data encapsulated within the logs is utilized for routine analysis
and generation of insightful reports on bancassurance activities and performance metrics. These
reports furnish valuable insights into trends, patterns, and areas necessitating improvement,
thereby facilitating informed decision-making and strategic planning.

e Adherence to Compliance and Confidentiality: Adherence to stringent compliance standards and
preservation of confidentiality concerning log data is paramount. Striving to uphold organizational
policies and regulatory mandates mitigates the risks associated with breaches or unauthorized
access.

Inconclusion, the Bancassurance Relationship Associate is unwavering in the commitment to maintaining
meticulous logs of activities and completed work. By adhering to structured log management practices,
the Associate endeavors to augment transparency, accountability, and efficiency within the ambit of
bancassurance operations, thereby fortifying organizational integrity and efficacy.
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— 2.2.2 Accurate Record of Referrals

In the operational framework of the bank branch, it is imperative to maintain precise records of referrals
received from all constituents. This Statement of Purpose (SoP) outlines the commitment to preserving
accurate documentation of referrals in adherence to organizational protocols and regulatory standards.

e Establishment of Record-Keeping Protocols: Standardized protocols are established for
recording referrals received from all constituents within the bank branch. These protocols
encompass defining referral types, establishing documentation formats, and delineating
responsibilities for data entry and maintenance.

e Real-Time Documentation: Referrals received from various constituents are meticulously
documented in real-time to ensure accuracy and immediacy in record-keeping. Leveraging
digital platforms and automated systems facilitates swift and error-free data entry, enhancing
efficiency and reliability.

e Comprehensive Documentation of Referrals: Each referral received is comprehensively
documented, encompassing pertinent details such as the referring party, referred customer
details, nature of the referral, and any associated actions or follow-up activities required. This
documentation serves as a comprehensive repository of referral activities within the bank
branch.

e Regular Review and Updates: A structured schedule is established for the periodic review and
update of referral records, ensuring currency and accuracy. Any discrepancies or inconsistencies
identified during the review process are promptly addressed and rectified to maintain the
integrity of the referral database.

e Data Analysis and Reporting: The data encapsulated within the referral records is utilized
for routine analysis and generation of insightful reports on referral activities. These reports
furnish valuable insights into referral trends, performance metrics, and areas necessitating
improvement, thereby facilitating informed decision-making and strategic planning.

e Adherence to Compliance and Confidentiality: Adherence to stringent compliance standards
and preservation of confidentiality concerning referral data is paramount. Striving to uphold
organizational policies and regulatory mandates mitigates the risks associated with breaches or
unauthorized access to referral records.

In conclusion, the commitment to maintaining accurate records of referrals received from all
constituents within the bank branch is unwavering. By adhering to structured record-keeping practices,
the bank branch endeavors to augment transparency, accountability, and efficiency in managing referral
activities, thereby fortifying organizational integrity and efficacy.

—2.2.3 Report Management SOP

In the operational framework of bancassurance, the generation, monitoring, and publication of
monthly reports play a pivotal role in evaluating performance, tracking key metrics, and informing
strategic decision-making. These SOPs are designed as per the guidelines of IRDAI, Ministry of Finance,
Government of India.

This Standard Operating Procedure (SOP) outlines the process followed by a Bancassurance Relationship
Associate to fulfill these responsibilities in the present tense, presented in the third-person passive
voice.

'
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Data Collection and Compilation:

Relevant data pertaining to both life and general insurance business activities is collected from
internal systems and stakeholders, including insurance partners and bank branches.

The Bancassurance Relationship Associate meticulously organizes and compiles the data into
structured formats suitable for analysis and reporting purposes.

Generation of Monthly Reports:

Utilizing the compiled data, monthly reports are generated to provide comprehensive insights
into various aspects of bancassurance performance, including sales trends, policy issuance, claims
processing, and customer feedback.

These reports are tailored to meet the specific informational needs of stakeholders, including senior
management, insurance partners, and regulatory authorities.

Quality Assurance and Verification:

Prior to publication, generated reports undergo rigorous quality assurance and verification
processes to ensure accuracy, completeness, and compliance with internal standards and regulatory
requirements.

Any discrepancies or anomalies identified during the verification process are promptly investigated
and resolved to maintain the integrity of the reports.

Review and Analysis:

Once generated, monthly reports are subjected to thorough review and analysis by the
Bancassurance Relationship Associate to extract meaningful insights, identify trends, and assess
performance against targets and benchmarks.

Key findings and observations are documented for inclusion in the final report and used to inform
strategic planning and decision-making processes.

Publication and Distribution:

Following review and approval, the finalized monthly reports are published and distributed to
relevant stakeholders through designated communication channels, ensuring timely dissemination
of critical information.

Reports are made accessible in both digital and print formats to accommodate the diverse
preferences and requirements of stakeholders.

Monitoring and Follow-Up:

Subsequent to publication, the Bancassurance Relationship Associate monitors the reception and
utilization of the monthly reports by stakeholders, seeking feedback and addressing any queries or
concerns raised.

Insights gleaned from stakeholder feedback are used to refine future reporting processes and
enhance the relevance and usefulness of subsequent reports.
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Archiving and Documentation:

e Archived copies of all monthly reports are maintained in accordance with organizational record-
keeping policies and regulatory guidelines, ensuring compliance and facilitating historical analysis
and audit trails.

By adhering to this SOP, the Bancassurance Relationship Associate successfully fulfills their
responsibilities related to generating, monitoring, and publishing monthly reports on life and general
insurance business activities, contributing to informed decision-making and performance optimization
within the bancassurance framework.

—2.2.4 SOP to Reconcile Reports

In the operational landscape of bancassurance, the reconciliation of monthly reports is crucial to
ensure the accuracy of figures and data integrity. These SOPs are made as per the guidelines of IRDAI,
Ministry of Finance, Government of India. This Standard Operating Procedure (SOP) delineates the
process followed by a Bancassurance relationship associate in India to reconcile all reports monthly,
presented in the third-person passive voice and present tense.

Data Compilation and Gathering:
e The Bancassurance relationship associate compiles all relevant monthly reports, including sales
reports, customer feedback, policy issuance records, and claims processing data.

e Data is gathered from internal systems, insurance partners, and bank branches to ensure
comprehensive coverage of all relevant metrics.

Comparison and Verification:
e Monthly reports are meticulously compared and verified against each other to identify any
discrepancies or inconsistencies in the figures.

e The Bancassurance relationship associate conducts a detailed analysis of the data to ensure that all
numbers align across different reports and sources.

Investigation of Discrepancies:
e Anydiscrepancies oranomaliesidentified duringthe comparison process are thoroughly investigated
to determine their root causes.

e TheBancassurance relationship associate collaborates with relevant stakeholders, including internal
teams and external partners, to gather additional information and resolve discrepancies effectively.

Documentation of Findings:
e Findings from the reconciliation process are documented systematically, including details of
discrepancies, root causes, and actions taken to rectify them.

e Documentation ensures transparency and accountability in the reconciliation process and serves as
a reference for future audits or reviews.

'
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Resolution and Adjustment:
e Once discrepancies are identified and investigated, necessary adjustments are made to reconcile
the reports accurately.

e The Bancassurance relationship associate ensures that corrected figures are reflected consistently
across all reports to maintain data integrity and alignment.

Review and Approval:
e Reconciled reports undergo thorough review and approval by relevant stakeholders, including
senior management and compliance teams.

e Approval signifies the completion of the reconciliation process and validates the accuracy of the
figures presented in the reports.

Continuous Improvement:
e The Bancassurance relationship associate identifies opportunities for process improvement based
on findings from the reconciliation process.

e Feedback and insights gathered during reconciliation activities are used to refine reporting
procedures and enhance data accuracy and reliability over time.

Archiving and Documentation:

e Reconciled reports and associated documentation are archived systematically in accordance with
organizational record-keeping policies and regulatory requirements.

e Archiving ensures the availability of historical data for future reference and facilitates audits or
reviews as needed.

By adhering to this SOP, the Bancassurance relationship associate ensures the accuracy and reliability
of monthly reports, fostering trust and confidence in the bancassurance operations and contributing to
informed decision-making and performance optimization in India.

—2.2.5 KPI Management SOPs

Achieving pre-set business targets, case count, active branch, active sales staff, and various Key
Performance Indicators (KPIs) for designated branches is a critical responsibility for a Bancassurance
relationship associate in India. These SOPs are designed as per the guidelines of IRDAI, Ministry of
Finance, Government of India. Here's how they accomplish this:

Goal Setting and Planning:

e The Bancassurance relationship associate collaborates with branch managers to set pre-set
business targets, case count goals, and KPIs for designated branches based on market analysis, past
performance, and organizational objectives.

e They develop a strategic plan outlining specific actions and initiatives required to achieve these
targets, ensuring alignment with overall bancassurance objectives.
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Performance Monitoring and Analysis:
e Regular monitoring of branch performance and KPIs is conducted to track progress towards pre-set
targets.

e The Bancassurance relationship associate analyzes performance data, identifies trends, and
assesses factors impacting performance, such as market dynamics, customer preferences, and
competitor activity.

Training and Development:
e Training programs are conducted for branch staff to enhance their product knowledge, sales skills,
and customer service capabilities.

e Continuous coaching and mentoring are provided to sales staff to improve performance and address
skill gaps, ensuring they are equipped to meet business targets effectively.

Sales Support and Assistance:
e The Bancassurance relationship associate provides ongoing support and assistance to branch staff
in identifying sales opportunities, overcoming challenges, and closing deals.

e They collaborate closely with sales teams to develop sales strategies, implement best practices, and
optimize sales processes to maximize efficiency and effectiveness.

Relationship Management:
e Building strong relationships with branch managers, sales staff, and other key stakeholders is
essential for driving collaboration and alignment towards shared goals.

e The Bancassurance relationship associate maintains regular communication, conducts performance
reviews, and provides feedback to foster a culture of accountability and continuous improvement.

Incentive Programs:

* Incentive programs and rewards are implemented to motivate branch staff and incentivize
achievement of pre-set targets and KPls.

e The Bancassurance relationship associate works with branch managers to design incentive
structures that are aligned with business objectives and encourage high performance.

Performance Evaluation and Adjustment:

e Periodic evaluation of branch performance is conducted to assess progress and identify areas
requiring improvement.

e Based on performance evaluations, adjustments are made to strategies, tactics, and resource
allocation to address challenges and optimize performance.

By implementing these strategies, the Bancassurance relationship associate effectively drives
performance and achieves pre-set business targets, case count goals, active branch requirements,
active sales staff numbers, and various KPls for designated branches in India, contributing to the overall
success of the bancassurance partnership.
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—2.2.6 Target Management SOP

In India, meeting monthly insurance sales targets and preparing corresponding reports is a multifaceted
responsibility for Bancassurance relationship associates. These SOPs are designed as per the guidelines
of IRDAI, Ministry of Finance, Government of India. These professionals meticulously analyze market
trends, customer needs, and product performance to develop strategic sales plans tailored to meet
predefined targets. Through proactive engagement with branch managers and sales teams, they
provide guidance, training, and support to optimize sales processes and enhance team performance.
Leveraging data analytics and performance metrics, they monitor progress towards targets, identify
areas for improvement, and implement corrective measures as necessary. Additionally, they prepare
comprehensive reports detailing sales achievements, key performance indicators, and actionable
insights to facilitate informed decision-making by stakeholders. By consistently delivering results and
driving continuous improvement initiatives, Bancassurance relationship associates play a pivotal role
in achieving monthly insurance sales targets and fostering growth in India's bancassurance sector. The
following are the different groups of reports;

1. Pre-Set Business Targets

In India, a Bancassurance Relationship Associate can contribute to the establishment of pre-set
business targets through a collaborative and data-driven approach. Firstly, they engage with key
stakeholders, including branch managers and insurance partners, to understand organizational
objectives, market dynamics, and performance benchmarks. Leveraging insights from market
research, customer demographics, and historical data analysis, they participate in setting ambitious
yet achievable targets aligned with business goals. These targets encompass various metrics such
as sales volume, revenue generation, customer acquisition, and product penetration. By fostering
open communication, conducting thorough assessments, and leveraging industry expertise,
Bancassurance Relationship Associates play a crucial role in defining pre-set business targets that
drive growth and success in the bancassurance landscape of India.

2. Monthly Insurance Sales Targets

In India, a Bancassurance Relationship Associate can contribute to setting monthly insurance
sales targets by employing a strategic and collaborative approach. Firstly, they collaborate closely
with branch managers, sales teams, and insurance partners to assess market conditions, product
performance, and customer trends. Leveraging insights from past sales data and market research,
they establish realistic yet ambitious targets that align with organizational objectives and revenue
projections. Through regular communication, training sessions, and performance reviews, they
ensure that sales staff are equipped with the necessary skills and resources to achieve these
targets. Additionally, they monitor sales progress closely throughout the month, providing guidance
and support to overcome challenges and capitalize on opportunities. By fostering a culture of
accountability and continuous improvement, Bancassurance Relationship Associates play a pivotal
role in driving the attainment of monthly insurance sales targets in India.

3. Case Count

In India, a Bancassurance Relationship Associate can create case count reports by systematically
collecting and analyzing data related to insurance cases processed within designated branches.
They collaborate closely with branch managers and sales teams to gather information on policy
applications, renewals, claims, and other relevant transactions. Leveraging digital tools and reporting
systems, they organize and categorize the data to generate comprehensive case count reports.
These reports provide insights into the volume and nature of insurance cases handled, facilitating
performance evaluation, resource allocation, and strategic decision-making. By ensuring accuracy,
timeliness, and relevance in their reporting processes, Bancassurance Relationship Associates play
a crucial role in monitoring and optimizing case count metrics to drive business success in the
bancassurance sector in India.
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Active Branch

In India, a Bancassurance Relationship Associate can generate active branch reports by collaborating
closely with branch managers and leveraging internal data systems. They compile information on
branch activities, including sales performance, customer engagement, and product uptake, to
assess the level of branch activity and productivity. By analyzing key metrics such as customer
footfall, transaction volume, and product penetration rates, they identify branches that are actively
contributing to insurance sales and business growth. These reports provide valuable insights
into branch performance, enabling strategic decision-making regarding resource allocation, sales
strategies, and targeted interventions to enhance branch productivity. Through regular monitoring
and analysis, Bancassurance Relationship Associates play a pivotal role in ensuring the vitality and
effectiveness of branch operations in the bancassurance landscape of India.

Active Sales Staff

In India, a Bancassurance Relationship Associate can generate active sales staff reports by closely
collaborating with branch managers and sales teams to gather data on individual sales staff activities
and performance metrics. They systematically track metrics such as sales volume, customer
engagement, policy issuance, and product knowledge proficiency to assess the productivity and
effectiveness of each sales staff member. Leveraging digital reporting tools and performance
management systems, they compile and analyze this data to identify top-performing sales staff,
areas for improvement, and training needs. These reports serve as valuable resources for evaluating
sales staff performance, facilitating performance reviews, and implementing targeted coaching
and development initiatives to enhance overall sales team effectiveness and productivity in the
bancassurance sector in India.

Various KPIs for designated branches

In India, a Bancassurance Relationship Associate can generate reports on various Key Performance
Indicators (KPls) for designated branches by collaborating closely with branch managers and
leveraging data analytics tools. They identify and track KPIs such as sales targets achievement,
customer acquisition rates, policy issuance turnaround time, customer satisfaction scores, and
revenue generation. By systematically gathering and analyzing data on these KPIs, they assess
branch performance, identify areas of strength and improvement, and formulate strategies to
optimize business outcomes. These reports provide valuable insights into branch effectiveness,
enabling informed decision-making, resource allocation, and targeted interventions to drive
growth and profitability in the bancassurance sector. Through continuous monitoring and analysis,
Bancassurance Relationship Associates play a crucial role in ensuring the achievement of KPIs and
overall success of designated branches in India.

Sample Logs

In India, a Bancassurance Relationship Associate can compile reports on various Key Performance
Indicators (KPIs) for sample logs by systematically collecting and analyzing data from sample logs,
which may include metrics such as customer interactions, policy applications, claims processing
times, and customer feedback. By leveraging digital tools and reporting systems, they organize
and categorize the data to generate comprehensive reports that highlight trends, patterns, and
areas of improvement. These reports serve as valuable resources for assessing the effectiveness
of bancassurance operations, identifying opportunities for optimization, and informing strategic
decision-making. Through regular monitoring and analysis of sample logs, Bancassurance
Relationship Associates play a crucial role in driving continuous improvement and enhancing
performance in the bancassurance sector in India.

Reports

In India, a Bancassurance Relationship Associate generates performance reports by collating and
analyzing data on various key performance indicators (KPIs) such as sales targets achievement,
customer acquisition rates, policy issuance turnaround time, and revenue generation. They leverage
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digital reporting tools and systems to compile comprehensive reports that provide insights into
individual and team performance, identify areas of strength and improvement, and track progress
towards organizational objectives. These reports are instrumental in evaluating the effectiveness
of bancassurance strategies, informing decision-making processes, and driving performance
optimization initiatives. Through regular monitoring and analysis, Bancassurance Relationship
Associates play a vital role in ensuring the success and profitability of bancassurance operations in
India.

9. Records of Insurance Sales

In India, a Bancassurance Relationship Associate maintains records of insurance sales reports by
systematically collecting and documenting data on sales transactions, policy applications, renewals,
and claims processing. Leveraging digital reporting systems and data management tools, they
organize and categorize the information to generate comprehensive reports that provide insights
into sales performance, revenue generation, and customer engagement. These reports serve as
valuable resources for tracking sales trends, evaluating the effectiveness of sales strategies, and
informing decision-making processes. By ensuring accuracy, completeness, and timeliness in record-
keeping, Bancassurance Relationship Associates play a crucial role in maintaining transparency,
accountability, and compliance with regulatory requirements in the bancassurance sector in India.

—2.2.7 Report Management SOP

To demonstrate the process of generating, monitoring, publishing, and reconciling monthly (Life
and General Business) reports for a Bancassurance Relationship Associate in India, begin by
collecting relevant data from internal systems and insurance partners. These SOPs are designed
as per the guidelines of IRDAI, Ministry of Finance, Government of India. Utilize this data to
generate comprehensive reports detailing sales performance, policy issuance, claims processing,
and other key metrics. Monitor the progress towards targets and KPIs throughout the month,
analyzing trends and identifying areas for improvement. Once the reports are finalized, publish
them through designated communication channels, ensuring timely dissemination to stakeholders.
Finally, reconcile the reports to ensure accuracy, identifying any discrepancies and taking corrective
measures as necessary. Through this systematicapproach, the Bancassurance Relationship Associate
effectively manages the reporting process, providing valuable insights to support informed decision-
making and drive performance optimization in the bancassurance sector in India.
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—Summary E

e Bank Staff Liaison: Understanding the organizational hierarchy and engagement strategy within
bank branches is crucial for effective bancassurance operations. It involves identifying key personnel
and fostering collaboration between the bank and insurance company.

e Significance of ldentifying Relevant Personnel: Identifying the right individuals within bank
branches for insurance sales ensures focused efforts, personalized service, regulatory compliance,
and optimized operational efficiency, ultimately leading to enhanced customer satisfaction and
revenue growth.

e Maintaining Relationship with Internal Customers: Building and maintaining open, trusting
relationships with internal customers such as branch managers and staff involves regular
communication, training and development, collaboration, recognition, transparency, and creating
a positive work environment.

¢ Importance of Attending Insurance-Related Meetings: Attending meetings with bank staff facilitates
collaboration, knowledge sharing, problem-solving, strategy development, building trust, ensuring
compliance, performance review, and gaining insights into customer needs and market trends.

e |dentifying Relevant Personnel: Identifying and engaging key personnel within bank branches,
such as Branch Managers, Sales Managers, Customer Relationship Executives, and frontline staff,
is essential for driving bancassurance sales effectively. It involves tailored training, incentives,
collaboration, and resource provision.

e Coaching and Training Fundamentals: Providing clear information on insurance products, sales
techniques, and compliance. Techniques include workshops, role-playing, and digital tools for
consistent training.

e Essential Skills and Functions: Requires knowledge of insurance products, sales, and customer
management. Functions include training, compliance, and strategic planning.

e Enhancing Sales Collaboration: Building relationships, aligning goals, sharing insights, coordinating
marketing, facilitating cross-selling, and providing support.

e Assisting Bank Branch in Achieving Targets: Understanding branch objectives, tailoring solutions,
training staff, coordinating marketing, monitoring performance, and providing feedback.

e Achieving Business Targets and KPls: This section explains how Bancassurance relationship
associates in India achieve pre-set business targets, case count, active branch requirements, active
sales staff numbers, and various KPIs for designated branches through goal setting, planning,
performance monitoring, training and development, sales support, relationship management,
incentive programs, performance evaluation and adjustment.
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— Exercise

Multiple Choice Questions

1.

)

Which of the following is not a key objective of attending insurance-related meetings with bank
staff?

a. Addressing customer queries
b. Providing training on regulatory compliance
c. Identifying potential sales leads

d. Reviewing performance metrics

Which of the following is not a recommended strategy for maintaining a trusting relationship with
internal customers?

a. Regular communication b. Transparency and honesty

¢. Micromanagement of staff d. Providing recognition and incentives

Which training technique involves simulating real-life sales situations?
a. Role-playing scenarios b. Webinars

c. E-learning platforms d. Knowledge tests

Which of the following is not included in the SOP for record of referrals?
a. Real-time documentation

b. Comprehensive documentation of referrals
c. Training and development of staff

d. Avoiding regulatory scrutiny

How do Bancassurance relationship associates achieve business targets and KPIs?
a. Through goal setting and planning b. Through regular monitoring and analysis

c. Through training and development d. All of the above

Descriptive Questions
1.

How can regular attendance at insurance-related meetings with bank staff contribute to the success
of bancassurance operations?

Explain the role of a bancassurance relationship associate in facilitating cross-selling opportunities
within a bank branch.

Describe the process of report management and reconciliation for a Bancassurance Relationship
Associate in India, highlighting the key steps involved in each stage.

Outline the processes of maintaining bank insurance sales records and referrals as per the SOP.
Discuss the Standard organizational hierarchy of bank branches and partner engagement strategy.
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— Notes

Scan the QR codes or click on the link to watch the related videos

https://www.youtube.com/watch?v=aP1LAvThOBw https://www.youtube.com/watch?v=yGf97dAqCGo
Bancassurance: Definition, How It Works, Pros & What Is Bancassurance? , Why do banks use
Cons bancassurance?, What is a bancassurance example?

https://www.youtube.com/watch?v=BCuQ5gwbcVA https://www.youtube.com/watch?v=pYebNEq9i64

Log Management - Information Security Knowledge What is Bank Reconciliation? How to upload
Bites Electronic Bank Statement in R2R



https://www.youtube.com/watch?v=aP1LAvTh0Bw 
https://www.youtube.com/watch?v=uzwiY59-pGk 
https://www.youtube.com/watch?v=BCuQ5gwbcVA
https://www.youtube.com/watch?v=pYebNEq9i64
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Employability Skills is available at the following location

https://www.skillindiadigital.gov.in/content/list

Employability Skills
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Module No. Unit No. Topic Name Link for QR Code (s) QR code (s)
1.1.1 skill
India Mission 68 https://www.youtube.com/
Objectives And watch?v=57d4FLZ9p7Y
. i Skill
Unit 1.1: Benefits i
Development
Bancassur- India _ Skill India
ance Re- Mission
lationship
Associate
Profile
1.1.2 Indian https:// b /
. ps://www.youtube.com
Banking Indus- 68 watch?v=zgNORZvjops
try
dule 1: What's The Road
Module 1: Ahead For India's
Perform Banking Sector
Insurance
Sales Ac-
tivities
Unit 1.2 Pre- | 1.2.2 Lead https:// b /
. . ps://www.youtube.com
.Szflles Activ- | Generation 68 watch?v=XsmxoPHMJug
ities Methods
What Is Lead
Generation?
Unit 1.3
1.3.2 Customer https://www.youtube.com/
Post-Sales . . 68 N
o Claim Handling watch?v=JGzuYgIndg8
Activities Improve claim
handling
with Claims
Management
Filter!



https://www.youtube.com/watch?v=57d4FLZ9p7Y
https://www.youtube.com/watch?v=57d4FLZ9p7Y
https://www.youtube.com/watch?v=zgN0RZvjops
https://www.youtube.com/watch?v=zgN0RZvjops
https://www.youtube.com/watch?v=XsmxoPHMJug
https://www.youtube.com/watch?v=XsmxoPHMJug
https://www.youtube.com/watch?v=JGzuYglndg8 
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Module No.

Module
3: Funda-
mentals
of AR/VR
Develop-
ment

Unit No.

Topic Name

Link for QR Code (s)

QR code (s)

2.1.1 Ban-
cassurance 101 https://www.youtube.com/
Hierarchy And watch?v=aP1LAvThOBw
Partnerships Bancassurance:
Definition, How
It Works, Pros &
Cons
Unit 2.1:
Bank Staff
Liaison
2.1.4 Ban- https:// b y What |
ps://www.youtube.com atls
eetings “Why do
banks use
bancassurance?,
What is a
bancassurance
example?
2.2.1 Log Man- 101 https://www.youtube.com/
agement watch?v=BCuQ5gwbcVA
Programmer
Secret Weapon
Unit 2.2:
Maintaining
Records
2.2.4 SOP https:// b y
. ps://www.youtube.com
to Reconcile 101 watch?v=pYebNEqi64
Reports What is Bank

Reconciliation?

How to upload

Electronic Bank
Statement in R2R



https://www.youtube.com/watch?v=aP1LAvTh0Bw 
https://www.youtube.com/watch?v=BCuQ5gwbcVA
https://www.youtube.com/watch?v=BCuQ5gwbcVA
https://www.youtube.com/watch?v=pYebNEq9i64
https://www.youtube.com/watch?v=pYebNEq9i64
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