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How can P&C insurers meet those needs? 
The answer lies in a cloud communications 
solution. This guide explains what a cloud 
communications solution is and what you should 
look for when choosing one.

Introduction

Policyholder expectations for their experience with P&C 
insurance have changed. They want a digital experience 
that’s efficient and engaging.
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A cloud communications solution is a set of cloud-based communication 
and collaboration tools, including:

• Telephony

• Video conference

• Chat

• Fax

• File sharing

• Screen sharing

Cloud communications solutions also have contact center 
functionality.

What is a cloud 
communications 
solution?

CHAPTER 1
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What functionality 
does your cloud 
communications 
solution need?

CHAPTER 2

There are a number of reasons to invest in a cloud communications 
solution. Beyond telephony, video conferencing, chat capabilities, and 
file and screen sharing, look for the following market-leading features:

• Multi-contact claim center capability

• Digital policy engagement enablement

• Video adjusters

• IVR and claim routing to the right agent

• Text alerts to policyholders 

• Automated claims processing 

• Global mobile agent phone services
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The right cloud 
communication 
platform

CHAPTER 3

Improves the policyholder experience with a 
multi-contact claim center
Cloud communications solutions offer a better experience 
for P&C insurance policyholders because they offer 
several communication channels. 

Thirty-four percent of insurance policyholders want to be able to choose 
the digital channel with which they communicate with insurers, so a 
financial services communications solution represents an investment 
toward reaching that goal. 

Financial services communications solutions allow policyholders to 
choose from video conferencing, telephony, or chat, giving them the 
flexibility they want.

of insurance policyholders 
want to be able to choose  
the digital channel which  

they communicate

34%

https://www.emarketer.com/content/overall-customer-satisfaction-with-us-p-c-insurers-plateaus-due-basic-digital-experience
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Boosts digital policy engagement 
In a study of policy satisfaction with P&C insurance policies, only 49 
percent feel confident that they understand their homeowners’ insurance 
policy, while 46 percent are positive that they know what’s in their 
renter’s insurance.

A cloud communications platform enables digital policy 
engagement; policyholders can easily reach out to agents 
at the insurer to receive greater clarity on what their policy 
covers and what it doesn’t. 

Offers video adjusters  
Almost one in three people in the US uses live video chat to 
communicate with businesses and service providers. With that in mind, 
it makes sense to offer video adjusters, who will talk to policyholders via 
video conference. 

Financial services communications platforms have video conferencing 
capabilities, meaning you can meet the demands of policyholders easily. 

Connects policyholders to the right agent via 
IVR and automated claim routing 
Well-designed IVR systems route callers to the right destination because 
they recognize the number. 

Additionally, intelligent routing in omnichannel contact 
centers ensures that a policyholder will connect with the 
right agent, regardless of which channel they use. 

feel confident that 
they understand their 

homeowners’ insurance 
policy

49%

https://www.verisk.com/siteassets/media/campaigns/gated/iso/millenials_survey_results_report.pdf?__FormGuid=6a3a4f8d-c3ac-4501-8a71-d40ecdabf86b&__FormLanguage=en-US&__FormSubmissionId=38190b5b-226e-4721-9d3c-8f7348a92156
https://www.pepperlandmarketing.com/blog/video-conference-stats
https://www.ringcentral.com/us/en/blog/improving-customer-experience-with-the-right-ivr-strategy/
https://www.ringcentral.com/us/en/blog/contact-center-omnichannel-routing/
https://www.ringcentral.com/us/en/blog/contact-center-omnichannel-routing/
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Enables text alerts to policyholders 
When someone receives an SMS, it takes them an average of 90 
seconds to open it and take action. Contrast that with email, which has a 
90-minute response rate. 

The ability to send text messages appeals to an audience 
that can’t live without their smartphones. It’s virtually a 
guarantee that they’ll look at notifications about their 
policy.

Automates the claims process with chatbots 
In the past year, 67 percent of people have used chatbots. They feel 
comfortable with chatbots because they provide information easily and 
quickly. Moreover, they can be used for transactions, such as placing 
orders or reservations. In the case of the P&C insurance industry, 
chatbots can play an integral role in the claims process. 

Chatbots can automate the claims process; it’s as 
simple as typing into a chatbot window and uploading 
documents. By automating the claims process, you make 
it faster and simpler for policyholders. 

Offers global mobile agent phone services
By 2028, 73 percent of all departments will have remote workers. 
P&C insurance companies can prepare for the future of work by 
implementing a mobile-friendly cloud communications platform. It allows 
them to interact with policyholders through multiple channels on their 
mobile device, giving them the ability to work anywhere. 

In the past year, 67 
percent of people have 

used chatbots

By 2028, 73 percent of 
all departments will have 

remote workers

67%

73%

https://mobilemonkey.com/blog/sms-marketing-statistics
https://mobilemonkey.com/blog/sms-marketing-statistics
https://www.smallbizgenius.net/by-the-numbers/chatbot-statistics/#gref
https://findstack.com/remote-work-statistics/
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Top capabilities for 
a financial services 
communications 
solution 

CHAPTER 4

If you’re going to invest in a financial services communications solution, 
what capabilities are must-haves? 

• Omnichannel capabilities 

• Video conferencing

• Intelligent call routing

• Outbound SMS

• Chatbots 

• Mobile-friendliness
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Omnichannel capabilities
Capgemini research shows that the vast majority of people are shopping 
for insurance online. They want a seamless experience across all 
channels, and three-quarters of them are willing to move to another 
insurer if they don’t get that. 

Omnichannel capabilities allow for that seamless experience; for a start, 
financial services communications solutions support multiple channels. 
Prospects and policyholders can move between those channels 
effortlessly; they can start a conversation over the phone and then 
switch to a video conference. 

Video conferencing  
Your cloud communications platform should have video conferencing 
today for two reasons: 

• Many policyholders feel comfortable using it and expect brands to 
offer it

• It personalizes the policyholder experience, showing there’s a human 
face behind the insurance company 

Intelligent call routing 
Putting ourselves in the shoes of policyholders once more, let’s think about 
what a good customer experience would look like. If you reach out to the 
insurer, you don’t want to be bounced around from employee to employee. 

You’d rather be routed to a customer service representative you’ve  
dealt with previously, who’s familiar with your policy and history with 
the company. 

Financial services communications solutions route 
policyholders to a dedicated customer service 
representative. Customers feel like someone understands 
their needs, and representatives can handle problems faster. 

https://worldinsurancereport.com/resources/exploring-the-new-trust-equation-in-insurance-where-do-insurers-fit-in/
https://www.ringcentral.com/us/en/blog/contact-center-omnichannel-routing/
https://www.ringcentral.com/us/en/blog/contact-center-omnichannel-routing/
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Outbound SMS
Another must-have capability for financial services communications 
solutions is outbound SMS. 

Outbound SMS helps ensure policyholders receive vital 
communications about their policy and the status of 
claims. The vast majority of people check SMS quickly, 
making this channel a reliable way to deliver information to 
large numbers of people at once. 

Chatbots 
A PwC study shows that 41 percent of policyholders who had 
difficulties with their insurers were likely to switch carriers with better 
digital capabilities, including self-service through chatbots. That’s not 
surprising; self-service is convenient and easy. 
A financial services communications platform supports chatbots, 
allowing them to help policyholders find information on their own, 
whenever they want. 

Mobile-friendliness 
The financial services communications platform you choose must be 
mobile-friendly. Mobile-friendliness works two ways: the policyholder 
must be able to send messages, call, or hold a video conference from 
their mobile device, and the insurance company employee must also be 
able to use the platform from their mobile device. 

At a time when remote work is becoming the norm in 
contact  and claims centers, a mobile-friendly platform 
allows business continuity so you can continue serving 
policyholders. 

of policyholders who 
had difficulties with their 

insurers were likely to 
switch carriers with better 

digital capabilities

41%

https://www.pwc.com/us/en/industries/insurance/library/carriers-customer-service-models-covid-19.html
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Improve the policyholder 
experience with RingCentral’s 
cloud communications solution

Streamline insurance communications with RingCentral’s 
cloud communications solution. With omnichannel 
capabilities, automation, and its ability to improve internal 
collaboration, you’ll see more satisfied policyholders.  

To learn more get a demo.

For more information, 
please contact a sales 
representative.   
Visit us at  
ringcentral.com/financial-
services 
or call 844-569-2989. 

RingCentral, Inc. (NYSE: RNG) is a leading provider of cloud Message Video Phone™ 
(MVP™), customer engagement,  and contact center solutions for businesses 
worldwide. More flexible and cost-effective than legacy on-premises PBX  and video 
conferencing systems that it replaces, RingCentral empowers modern mobile and 
distributed workforces  to communicate, collaborate, and connect via any mode, any 
device, and any location. RingCentral’s open platform  integrates with leading third-
party business applications and enables customers to easily customize business 
workflows. RingCentral is headquartered in Belmont, California, and has offices  
around the world.  

RingCentral, Inc. 20 Davis Drive, Belmont, CA 94002. ringcentral.com   
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Learn more about RingCentral for financial services at ringcentral.com/financial-services.

https://www.ringcentral.com/office/industry-solutions/business-communications-for-financial-services.html#insurancee
https://www.ringcentral.com/financial-services
https://www.ringcentral.com/financial-services
https://www.ringcentral.com/financial-services
https://www.ringcentral.com/

