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QBE Qnect and eClaims digital platforms help
drive business and offer uninterrupted claims
experience during the pandemic

The bizarre and tragic experience that disrupted all our lives over the
past year shows signs of abating. The pandemic introduced remote
working, social distancing, weird alternatives to hugs and handshakes,
communications by digital means, intermittent social services closure
and lockdowns, all of which have become the “new normal”.

In the insurance sector, as in many other areas of business, the
pandemic vividly demonstrated the value of digitalisation. A fast, secure
and seamless digital experience is important for both looking after existing customers
and for generating new business. This article looks at how QBE has accelerated its
digital capabilities during the pandemic.

To respond to this new dynamic presented by COVID-19, the QBE team has been
working tirelessly to enhance the two platforms Qnect and eClaims for a better digital
experience. Qnect, a one-stop agents’ portal used by more than 5,000 brokers and
agents, grew significantly. Alongside, QBE introduced a generic eClaims portal for
all insurance products where claims can be submitted and processed 24/7 on any
device the customer chooses.

The upgraded Qnect supports our business partners to drive growth through better
customer engagement, increased efficiency and productivity by enabling them to
perform instant and tailored quotations, renewal and policy management including
claims. It helps track the full lifecycle of each policy, including payments to claims
status. Importantly, they can submit claims and track claims status to speed up
turnaround times and thereby enabling timely support and quality service delivery to
their customers. This enhanced solution has further broadened our value proposition
to business partners, intermediaries and in turn our customers.

Qnect accounted for more than HK$440 million of transactions — with over 178,000
new business policies issued between 1 January 2019 and 31 December 2020.
While 76% of claims processed through eClaims were paid in less than 3 days and
claim payments were settled two times faster as opposed to paper form submissions
from 1 March 2019 to 31 March 2021.

Claims is one of the most important customer touchpoints — a moment of truth
where we can exhibit our duty of care and support. We are committed to provide a
seamless claims process that will help them get back on their feet quickly.

At QBE Hong Kong, we stand by our customers and business partners when they
need us most. There are seven principal ways we do that:

1. Simple and automated claims through direct customer touchpoints
2. Claims submitted, processed, and paid anytime, anywhere and on any web-based device
3. Globally renowned quality assurance and standards in claims handling
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4. Performance dashboards leveraging data and analytics to provide real-time claims monitoring

and tailored reports

Automated payments for simple and legitimate claims

Access to an ecosystem of supply chain partners to support and enhance your claims experience

. Backed by a good credit rating and strong risk controls providing the confidence our customers
need to achieve their ambitions

No o

QBE introduced eClaims in late 2018 to cover travel, domestic helper and motor insurance
products in Hong Kong. Since then, it has expanded to include motor and home insurance. The
new Motor eClaims platform enables our customers to directly file motor claims on any device,
24/7. It also connects customers to QBE’s panel garages’ network and appointed adjusters in one
single touchpoint. These garages are familiar with QBE’s claims process and our quality assurance
measures ensure best-in-class repair service delivery for customers.

QBE also uses an international surveying firm that combines artificial intelligence, local parts
and labour data along with car repair collision logic to inspect and adjust repair quotations for
competitive repair costs. This ultimately minimizes claims costs, which in turn helps to keep motor
insurance premiums down for our policyholders in the long run.

Customers who use QBE’s panel garages can also enjoy exclusive benefits such as 24/7 free
towing service, no upfront payment, guaranteed repair experience with 12 months warranty on
repairs authorised by QBE, the appointed adjuster will contact in less than 4 hours, inspection
booking as soon as within 3 days to free Ozone sanitising service considering COVID-19,
additional NCD protection and more.

During the pandemic, the frequent use of our home makes comfort a priority for everyone in the
family. In January 2021, we introduced a new All-In-One Home eClaims. This enables customers
to manage both home claims and repairs simultaneously. It connects and auto-matches our
customers to QBE’s network of adjusters and panel home contractors, who will contact customers
within four business hours to arrange a home survey.

QBE’s panel home contractors are licenced industry experts and charge at a fair and reasonable
cost. It not only provides greater ease and convenience, but also relieves their financial burden as
no upfront payment is required and any repair work carried out by our panel contractor will include
a 12-month warranty.

QBE'’s entire claims process is now fully digitised. Automating the claims process allows our people
to spend more time with customers that have more complexed claims — where the human touch
is truly needed. It means customers can now benefit from instant assessments, faster claims
settlement and able to return to normal daily lives quickly.

With 2021 earmarked for digitalisation, our goal is to stay on this track, and roll out e-claims fully
across both personal and commercial lines. Through this, we hope to strengthen our digital core
and branch out into driving digital adoption across the rest of our business.

Eve Fung
Head of Claims, QBE Hong Kong
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2021 FEREYEE
PRESIDENT 2021 MESSAGE

Being an insurance professional, | am sincerely value the opportunity
to become the President of Hong Kong Chamber of Insurance
Intermediaries (HKCII) 2021 and proud of this position. | would like to
thank you for the support and trust from the current HKCII Executive
Committee and other Senior Members in HKCII.

The outbreak of coronavirus disease caused severe disruptions to a
wide range of economic activities and dampened economic sentiment
that gave me a strong vision to revive economy with start from our
Industry. Both Life and Non-Life Insurance sectors face different
challenges in this year such as the numbers of potential life insurance
customers from mainland China reduced, the local SME downsizing
and the insured value for different classes of insurance decreased.

In order to protect the interest of our members, promote the professional image for
our industry and formulate the strategies to manage the coming challenges in the
current difficult situation, HKCII will take pro-active attitude to communicate with the
Regulator and our Industry Representative in Legislative Council for establishing
necessary strategies to improve our business opportunities with focus on insurance
intermediary long term survival and development.

In the future, we will continue to allocate more resources at the following key
activities to ensure our industry success in the long run. The support from our
members and the industry are extremely important.

* Education and Training
* Professional Image Promotion
* Industry Trade Issues and Regulations

Technology is unable to replace a professional insurance Intermediary but the
development of InsurTech will definitely become a motivation of our professionalism
and technology base underwriting, distribution and claims management are the
necessary support for a professional Insurance Intermediary. Change is forever but
we can adopt the change and turn challenges to opportunities. Given our industry
is important to the risk management of the society, | do believe that insurance
intermediary will have a very positive and better future with highly respect in
Hong Kong.

Lastly, | wish all industry practitioners best of luck in reaching the top of your
business and good health for you and your family members. Let's work together and
fight for the future.

Dr. Tony Lee
HKCI! President 202171
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VICE PRESIDENT 2021 MESSAGES
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