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IntroducingIntroducing the the fieldfield of of researchresearch

The The benefitbenefit of the of the electronicelectronic environmentenvironment to to servicesservices is is significantsignificant
•• MassMass marketmarket potentialpotential
•• FreedomFreedom of of timetime and and placeplace

The The complexitycomplexity of of insuranceinsurance mattersmatters doesdoes notnot fullyfully supportsupport selfself--
serviceservice ----> > faceface--toto--faceface contactcontact oftenoften requiredrequired

InteractiveInteractive electronicelectronic insuranceinsurance servicesservices areare a a rarityrarity

The The trendtrend is is goinggoing towardstowards the the useuse of of otherother electronicelectronic channelschannels
eveneven thoughthough theirtheir potentialpotential is is unclearunclear



What kinds of electronic insurance services could What kinds of electronic insurance services could 
be offered in the mobile service environment?be offered in the mobile service environment?

How WebHow Web--based insurance services could be applied in the based insurance services could be applied in the 
mobile service context?mobile service context?

What kinds of new features could be utilized?What kinds of new features could be utilized?

ObjectiveObjective of of thisthis studystudy



CharacteristicsCharacteristics of of servicesservices

General General characteristicscharacteristics of of servicesservices
•• IntangibleIntangible
•• SimultaneousSimultaneous productionproduction and and consumptionconsumption
•• PerishabilityPerishability
•• LackLack of of ownershipownership
•• HeterogenityHeterogenity

EvolutionEvolution of of electronicelectronic servicesservices
•• FromFrom texttext--basedbased pagespages to to realreal--timetime interactiveinteractive servicesservices
•• TrendTrend goinggoing towardstowards multichannelmultichannel servicesservices
•• PersuadingPersuading customerscustomers withwith profiledprofiled informationinformation



Mobile and Mobile and insuranceinsurance servicesservices

Mobile Mobile serviceservice characteristicscharacteristics
•• ExtensionExtension of of freedomfreedom of of timetime and and placeplace
•• DeviceDevice featuresfeatures suchsuch as as locationlocation informationinformation oror mobile mobile 

identificationidentification cancan bebe usedused to to provideprovide novelnovel serviceservice innovationsinnovations

The The demanddemand for mobile for mobile insuranceinsurance servicesservices is is expectedexpected to to growgrow
•• ""PayPay As As YouYou DriveDrive" " serviceservice for for carcar insuranceinsurance customerscustomers
•• "If 24h "If 24h MobiiliMobiili" " serviceservice for for traveltravel insuranceinsurance customerscustomers
•• UseUse of of customercustomer mobilitymobility and and presencepresence informationinformation in the in the 

futurefuture serviceservice developmentdevelopment



eInsuranceeInsurance -- NovelNovel ElectronicElectronic InsuranceInsurance ServicesServices

A A publicpublic projectproject fundedfunded byby TekesTekes -- FinnishFinnish FundingFunding AgencyAgency for for 
TechnologyTechnology and and InnovationInnovation

The The projectproject consortiumconsortium consistsconsists of of fourfour researchresearch organisationsorganisations
and and threethree industrialindustrial business business partnerspartners

CarriedCarried out out duringduring JuneJune 2005 2005 -- FebruaryFebruary 2007 2007 

AimsAims at at developingdeveloping a a comprehensivecomprehensive and and visualvisual electronicelectronic
insuranceinsurance serviceservice environmentenvironment applyingapplying customershipcustomership life life 
cyclecycle logiclogic



Service Service developmentdevelopment modelmodel

A A proposedproposed theoreticaltheoretical modelmodel for for developingdeveloping successfulsuccessful mobile mobile 
insuranceinsurance servicesservices consistsconsists of the of the followingfollowing phasesphases::

1.1. Design and Design and developmentdevelopment of an of an electronicelectronic insuranceinsurance serviceservice
in the in the Web Web environmentenvironment

2.2. EvaluationEvaluation of the of the serviceservice in the in the Web and mobile Web and mobile viewpointviewpoint
(business and (business and technologicaltechnological characteristicscharacteristics, , advantagesadvantages, , 
disadvantagesdisadvantages, etc.), etc.)

3.3. Design and Design and developmentdevelopment of a mobile of a mobile insuranceinsurance serviceservice
basedbased on the on the existingexisting electronicelectronic serviceservice



ResultsResults (1a)(1a)

The The eInsuranceeInsurance serviceservice (2005)(2005)
•• A A webweb serviceservice for for selectingselecting and and evaluatingevaluating insuranceinsurance covercover
•• ProvidesProvides customerscustomers withwith usefuluseful informationinformation concerningconcerning

insuranceinsurance productproduct featuresfeatures and and usefuluseful riskrisk informationinformation

Key Key elementselements of the of the serviceservice
1.1. CustomerCustomer--orientedoriented viewpointviewpoint
2.2. GameGame--basedbased graphicalgraphical interfaceinterface
3.3. SimplifiedSimplified structurestructure of the of the serviceservice
4.4. Common Common informationinformation on on risksrisks ((balloonsballoons))



ResultsResults (1b)(1b)

FIGURE FIGURE -- eInsuranceeInsurance serviceservice -- SelectingSelecting familyfamily membersmembers



ResultsResults (2)(2)

The The eInsuranceeInsurance ""safetysafety advisoradvisor" (" (MarchMarch 2007)2007)
•• A A webweb serviceservice to to supportsupport the the customerscustomers beforebefore the the actualactual

insuranceinsurance acquisitionacquisition phasephase
•• VisualisesVisualises the the differentdifferent characteristicscharacteristics of of insuranceinsurance productsproducts

and and providesprovides customerscustomers withwith personalisedpersonalised riskrisk and and safetysafety
informationinformation

Key Key elementselements of the of the serviceservice ((estimationestimation))
1.1. ContentContent targetedtargeted to to supportsupport the the understandingunderstanding of of insuranceinsurance

issuesissues
2.2. GraphicalGraphical useruser interfaceinterface adoptsadopts to the to the user'suser's selectionsselections
3.3. WiderWider perspectiveperspective to to usefuluseful riskrisk informationinformation



ResultsResults (3)(3)
TABLE TABLE -- PotentialPotential mobile mobile insuranceinsurance servicesservices

Mobile Mobile serviceservice functionfunctionMobile Mobile serviceservice namename

supporting

X

InsuranceInsurance covercover verificationverification reminderreminder X

Service for determining risk and safety related
issues

X (X)

A safety application for the elderly X

alternative

Service for Service for selectingselecting and and evaluatingevaluating insuranceinsurance
covercover

X

Traveller'sTraveller's insuranceinsurance initiatorinitiator (X)

InformationInformation directorydirectory serviceservice X



DiscussionDiscussion

TechnologicalTechnological capabilitiescapabilities of mobile of mobile phonesphones enableenable the the useuse of of 
mobile mobile servicesservices targetedtargeted to to ordinaryordinary usersusers

BasedBased on the on the evaluationevaluation, the , the serviceservice for for evaluatingevaluating insuranceinsurance
covercover waswas consideredconsidered to to offeroffer an an equalequal option to the Weboption to the Web

On the On the otherother handhand, the ", the "safetysafety advisoradvisor" mobile " mobile conceptconcept waswas
consideredconsidered to to bebe onlyonly a a supportingsupporting serviceservice to the Web to the Web 

The The otherother proposedproposed mobile mobile servicesservices werewere basedbased on on examplesexamples
fromfrom the the insuranceinsurance and and otherother business business areasareas and and thereforetherefore, , 
duedue to to theirtheir visionaryvisionary naturenature, , requirerequire furtherfurther developmentdevelopment

FeaturesFeatures suchsuch as SMS as SMS oror eveneven a a traditionaltraditional callcall serviceservice cancan bebe
usedused as an as an intermediateintermediate phasephase beforebefore a a serviceservice is is fullyfully
implementedimplemented to the mobile to the mobile environmentenvironment

As an As an exampleexample of the of the previousprevious, the , the productionproduction version of the version of the 
covercover evaluatorevaluator serviceservice hashas alreadyalready showedshowed signssigns of of successsuccess



ConclusionConclusion

CustomersCustomers requirerequire assistanceassistance for for understandingunderstanding and and managingmanaging
complexcomplex servicesservices in the in the electronicelectronic environmentenvironment suchsuch as as 
insuranceinsurance

By By fullyfully exploitingexploiting the the advancedadvanced possibilitiespossibilities of of modernmodern WebWeb--
technologiestechnologies, , successfulsuccessful electronicelectronic insuranceinsurance servicesservices cancan
bebe, and , and alsoalso havehave beenbeen, , implementedimplemented

Mobile Mobile insuranceinsurance servicesservices areare particularlyparticularly advantageousadvantageous whenwhen the the 
benefitsbenefits of of mobilitymobility areare exploitedexploited. . ThisThis is is whatwhat enablesenables the the 
successfulsuccessful transformationtransformation of of electronicelectronic servicesservices to the to the 
mobile mobile environmentenvironment
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