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Business Continuity:

Dealing with the disruption of consumers and businesses

@ Your Customers
== Being there in
moments that matter

( szffc\ Your Employees
R¥R o : .
Maintain operational continuity

Remote
workforce

Concerns with
financial stability

Slow response due
high call volumes

Conducting critical

: sales, service
transactions

and revenue

Distant socializing

Spikes in volume ‘ Access critical

Fluctuations in
over capacity communication
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Shaping the new normal

Proactive
Communication
& Outreach

Digital
Adoption /
Self-Service

New Ways
of Working

Shift Brick &
Mortar Strategy

Community
Support



Introduction

» COVID 19 pandemic has changed not just the way of doing business
but also the customer beliefs and behaviour

. Customers' interaction with the organisation can trigger
an immediate effect on their trust and loyalty

- Digital customer experience and marketing communication
have to be at the forefront
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Reach out quickly, respond
timely, focus on care
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Your safety is out first priority!
Digital customer service touch points, service and claim
FAQs published on the first day of lockdown

Individuals NR

HDFC To buy a policy Resume
Life Plansv Fund Performance v Knowledge Center v Tools & Calculators v Customer Service v 1800-266-9777 Q Quick Links v Application
¢ jigo] (Bam to Spm IST) CLICK HERE

Sar wtha l

Chat with

1

Your safety is our first Priority.

Some of our branches are now open.

Access our digital self-serve options 24/7 at your
convenience.

SERVICE FAQS CLAIMS FAQS

L .

| want to BuyATermPlan v
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Your safety is out first priority!
Digital customer service touch points, service and claim
FAQs published on the first day of lockdown

Your safety is our Priority
Access our digital self-serve options 24/7 at your convenience:
£

AAAAA
give a missed

aaaaaaaaaaaaaa myaccount hdfclife.com
for all policy service queries call at +91 800 000 6609
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Mobile App placed at forefront as one stop solution

2322 mBOMN -

O @ hdfclife.com

X O HDFC Life Insurance App
o ° . L 1+ Million
POllcy Se rVI CI ng Explore, Buy, Track and Service on the app
n INDIVIDUALS ~ w @ =

Application traCking We are proud to have settled @

99.03%?" claims. ClaimSecure

0
O
Get hassle-free claim* settlement a
in 1 day with ClaimSecure
w

Explore Life Insurance

L T&c™

TERM INVESTMENT RETIREMENT
PLANS PLANS PLANS

i N !/
@ ! eoee

Talk to Expert Buy Online More

| o O

Buy POliCieS Online Iwantto BuyA Term Plan

Insurance Plans
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Reach out proactively and reassure - COVID 19 claims are covered

HDFC Life Insurance Solutions cover COVID-19 claims

All product contract already issued by HDFC Life covers COVID-

19 claims. The settlement of Claim would be subject to declaring

all pre-existing medical conditions at the time of policy purchase

and in accordance to the applicable terms and conditions of the

policy contact and the extant regulatory framework. There is no
such exclusion in policy contract

Riders already issued by HDFC Life covers only the critical
illnesses specified in the policy and hence COVID-19 claims will
not be admissible.
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Purchase journey self-help assistance

2328 MmBOM - OO dd a

() @& insurance.hdfclife.com (13

Enabling customers to make informed
decisions with the help of in-journey
messaging

<4 ® [
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Participate and contribute to a greater good

2323 MBOMN - (CAVA ALV I i

(O @& hdfclife.com/about-us/ (12

HDFC 1o buy a policy
n Life Plans + Fund Performance v Knowledge Center v Tools & Calculators v Customer Service v 01800-266-9777
Sar wtha be o

n HDFC (9am to 9pm I5T)
Life

Sar wtha. ke jiyol

LET'S JOIN HANDS TO FIGHT COVID-19 VIRUS
Help the nation generously

Donate to Maharashtra CM Relief Fund
’N\N"

Join the fight against COVID
19.

Donate To PM CARES Fund

Donate To Maharashtra CM Relief Fund
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Marketing communication -
be a part of the customer life
and emotions
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Taking Right measures (pre lockdown)

HDFCLife-com HDFCLife-com HDFCLife-com HDFCLife-com

&

ﬂ ’ '

IN THIS DIRE TIME OF PANDEMIC,
HANDSHAKE NAHI, WHEN IN DOUBT, WASH. DRY. SANITIZE. SAY NO TO COUGHING/SNEEZING SECURE THE HEALTH AND FUTURE OF
NAMASTE HAI SAHI. HOUSE MEIN ARREST. REPEAT. WITHOUT A COVER. YOUR LOVED ONES.

Phase One:

“Taking Right Measures” (March 2020) 7X higher Click-through Rate

Awareness-based creatives promoting
precautionary measures.
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Social Distancing and lockdown guidelines (Lockdown)

»

STAY APART
TO STAY UNITED
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Importance of protection plan

CleanZ2 Protect

4X increase in Avg Clickthrough Rate
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Stand United, light a Diya
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Unlock & Aatma-nirbhar = financial independence

HDFCLife-com HDFC Life Sanchay Plus

A non-participating, non-linked savings insurance plan

Apne ATHTIXAN aur
Apno ki AT se

SWIPE TO UNLOCK Karo g9+ sakaar.
® ) Sar utha ke jio!

&

T e

IRy
P

*T&C Apply ARN No.: ED/05/20/19037

1.5X increase in Avg Clickthrough Rate
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Restart & hope for the best

e T
HDFC Life-com

PHIR HOGI KO
YAATRA 3[&

2.5X increase in Avg Clickthrough Rate
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Conclusion

. COVID 19 pandemic might make long term impact on the way we interact
with consumers and business models

. It is important that both customers and businesses rebuild their
relationships, trust and loyalty

- Digital modes of communication and processes have to demonstrate higher
level of customer care, experience and ease of interaction

- Marketing communication to adapt to a new normal - be a part of
consumers life. Strike an emotional connect and grow with them

- Can easy adoption / migration to digital change the customer preference
to digital?
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