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Business Continuity: 
Dealing with the disruption of consumers and businesses 

Your Employees

Maintain operational continuity

Access critical 
communication 

Fluctuations in 
sales, service
and revenue

Remote 
workforce

Spikes in volume 
over capacity

Your Customers

Being there in 
moments that matter

Slow response due 
high call volumes

Conducting critical 
transactions Distant socializingConcerns with 

financial stability
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Deeper 
Understanding of

the Customer

New Ways 
of Working

Proactive 
Communication

& Outreach

Shift Brick  & 
Mortar Strategy

Digital 
Adoption / 
Self-Service

Community
Support

Shaping the new normal



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  



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
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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
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Mobile App placed at forefront as one stop solution

Policy servicing

Application tracking

Explore Life Insurance

Buy policies online
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Reach out proactively and reassure – COVID 19 claims are covered 
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Purchase journey self-help assistance

Enabling customers to make informed 
decisions with the help of in-journey 
messaging
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Participate and contribute to a greater good



Marketing communication –
be a part of the customer life 

and emotions
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Taking Right measures (pre lockdown) 

Phase One:
“Taking Right Measures” (March 2020)
Awareness-based creatives promoting 
precautionary measures.

7x higher Click-through Rate



16

Social Distancing and lockdown guidelines (Lockdown)
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Importance of protection plan

4x increase in Avg Clickthrough Rate



18

Stand United, light a Diya
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Unlock & Aatma-nirbhar = financial independence

19

1.5x increase in Avg Clickthrough Rate



Restart & hope for the best

2.5x increase in Avg Clickthrough Rate



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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