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Services in the Insurance industry

Initiation

Policy case review

Payout calculation

Claim approval

Payment Processing
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24x7 multi-lingual 
support

Customer emotion 
detection

Indistinguishable 
from human voice

Trained on industry 
specific data

High IQ and human 
like empathy

Access to data 
(open invoice,…)

Voice AI Agent

00:15 sec

08:30 70%

Services in the B2C world



6

Discover the revolutionary shift where services are no 

longer supported by software – they are software
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The new paradigm …  Service as Software (SaS)

BPO/Business 
Shared Services

IT Consulting/ 
Managed Service

SaaS, ERP, CRM

Agentic AI

Gen AI

Service 
as 

Software
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The CIO eco-system

Main IT Service 
Providers

Business IT 

No-Code/Low 
Code

Agentic AI

Infra & Cloud Apps

Hyperscalers

SaaS

Best of Breed

Industry IoT OT (e.g. MES)

Product Oriented 
Teams

Leverage partners for innovation and for  industrialized delivery                                          

 But the architecting and steering is your core competence (internal IT)
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Partnering for outcome in the IT-heavy sectors

Main IT Service Providers

Product Oriented 
Teams

• IT is core IP - Strong control

• IT talent pool of 1000’s – internals + externals

• Today : agile operating model, strategic partners
Business

Internal IS

Financial Services, TelCo, Utilities

Body-shopping

“3 main partners”

Clear responsibilities

Joint objectives

Managed Staffing

Co-sourced squads

Selective 
managed serviceCaptive centers (BOT)

Quality 
people

High productive squads 
Result

Business objectives

Strategic Partnership

Co-leadership
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AI productivity on IT service delivery

>40% savings over 5 yr contract.

As per S-Square survey 2025
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Enhanced User Experience with IT
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AI is dictating a radical shift in the IT services industry  

The past decade

The coming decade
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The winners of  today might not be the winners of tomorrow
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Partnership Benchmark
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