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Indian economy continues to be strongly poised

Source: Global Economic Prospects, Business Standard (Jan 11, 2023)

Note: For India, FY22 means financial year 2021-22, While for other regions, 

It refers to calendar year 2021, Except FY22, all are World Bank Projections
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What’s helping India grow?

Growing domestic demand

Healthy balance sheets and earnings

Focus on domestic manufacturing

High capital inflows

Growing digital infrastructure

Government infra push



And will create even more opportunities in insurance

3*EA: Emerging Asia market       Source: Sigma 4/2022 Swiss Re

9.1

5.2

2.2 2.2 2.2 1.9 1.7

1.0 0.9 0.5

Significantly underpenetrated Premium 
as a %  of GDP (CY21)

2,520

1,764

1,039 855

229 154 130 111 22 22

Non-Life Insurance Density
(Premium per capita) (CY21) (US$)

Massive growth 

opportunity in 

non-life premiums

World: US$

3863.03 billion

EA*: US$

399.68 billion

Inda: US$ 

30.30 billion

4th largest non-life 

insurance market 

in Asia and 14th

largest globally in 

2021

Non-Life insurance 

penetration in India 

was around 1/4th of 

Global Average in 

2021

Operates under a 

“Cash before 

cover” model



Broad themes that are driving this growth

4
GDP: Gross Domestic Product;             Source: India Economic Survey 2022, MOSPI, Invest India, Financial Express, Indian Brand Equity Foundation, 

SME Chamber of India , Markets and Markets, Ministry of External Affairs, MSME report, BBC

Creating significant opportunities for the insurance industry

~24% of GDP

Rich and middle 

class increasing

Financial 

Services

~19% of GDP

Technology driven 

increased yield

Agriculture

~4% of GDP

650 mn+ 

smartphones

High data 

consumption

Digital

~37%of GDP 

72% payments 

done digitally

Small & 

medium 

business

~7% of GDP 

22% growth in 

connected car

EV market growth 

of 36% until 2026

Automobile

~14% of GDP

Growth rates of 

~10-12%

Logistics 

& Infra

~3% of GDP

65% out-of-pocket 

spends

Healthcare



Financial Services



Financial services continuing to see strong growth

6Source: India Economic Survey 2022, PropTiger Survey Dec’ 2022, NPCI, digilocker, CDSL + NSDL, Association of Mutual Funds in India

• Housing sales growth of 

50% in top 8 cities

• 77mn active credit card 

(20% growth last 5 years)

Consumption Digital ecosystem Investments

• 7.5 billion UPI transactions 

in Feb’23

• 156 million customers 

using Digilocker

• 110 mn demat accounts

• 62.8 mn mutual fund SIP 

accounts

And is creating financial awareness and widening the insurance net

Financial 

Services
Healthcare

Logistics 

& Infra
AgricultureDigitalAutomobile

Small & 

medium 

business



Driving higher penetration through digital

The execution model

Outbound 

Call Center

Inbound Service 

Center

Relationship 

Manager

Mobile

App

Website

Branch

The Strategy

Increasing 

reach

Increasing 

products per 

customer

Embedded 

products

Financial 

Services
Healthcare

Logistics 

& Infra
AgricultureDigitalAutomobile

Small & 

medium 

business



Our journey in financial services is digitally driven

8RIA: Responsive Intelligent Assistant, IVR: Interactive Voice Response, STP: Straight-through processing, AI: Artificial Intelligence, ML: Machine learning

Renewals

Data driven 

renewal 

recommendation

Visual IVR 

based renewals

Engage

Data driven 

digital 

campaigns

Digital 

integration with 

new-age 

financial partners

Affluence based 

product / 

coverage 

recommendation

ILTakeCare, 

website, partner 

apps for 

seamless 

purchasing

Purchase Servicing

RIA for seamless 

servicing across 

digital platforms

Claims

STP in claims 

leveraging new-

age technologies

Fraud detection 

using big data 

and AI/ML

01 02 03 04 05

Financial 

Services
Healthcare

Logistics 

& Infra
AgricultureDigitalAutomobile

Small & 

medium 

business



Product journeys across various partners

9

Financial 

Services
Healthcare

Logistics 

& Infra
AgricultureDigitalAutomobile

Small & 

medium 

business

Fintech partnerships are helping increase reach, embedded product journeys helping 

distribute relevant products and services



Increasing products per customer through online

10

Data and analytics is helping to provide product and coverage recommendations

Financial 

Services
Healthcare

Logistics 

& Infra
AgricultureDigitalAutomobile

Small & 

medium 

business



Increasing products per customer through tele

11

Partner Tele

Leveraging partner 

resources

Data based 

modeling

01

Partner digital 

campaigns

Warming up leads 

for insurance

02

Partner Tele

Assisting Partner at 

their tele setup

Execution through 

ADP- Digitally 

Assisted

A

In house 

Cross-sell

In House – Cross 

Sell

Partner specific –

Cross Sell

01

Partner digital 

campaigns

Assisting partners 

with campaign & 

lead fulfilment

02

In house Tele

Cross-selling on 

existing partners 

through digital 

campaigns

B

Voice

Financial 

Services
Healthcare

Logistics 

& Infra
AgricultureDigitalAutomobile

Small & 

medium 

business

Affluence and need based segmentation models helping grow our assisted tele business



0

1

2

3

FY2019 FY2023

Number of partnerships

No of partnerships

Resulting in significant growth in customers and 
in revenue

12

0

1

2

3

As of Dec'21 As of Dec'22

Revenue*

Premium

Financial 

Services
Healthcare

Logistics 

& Infra
AgricultureDigitalAutomobile

Small & 

medium 

business

All outcomes rebased to 1.0             * Excludes exclusive partnerships



Healthcare



Transitioning from health insurance to healthcare

14

Subscription 

models & 

Aggregators

Digital 

diagnostics & 

App based 

biomarkers

Ayushman 

Bharat Digital 

Mission

Health e-

marketplace

Tele-medicine & 

Online pharmacy

Remote / Home 

healthcare

Increased health insurance awareness and need post pandemic

Financial 

Services
Healthcare

Logistics 

& Infra
AgricultureDigitalAutomobile

Small & 

medium 

business



Through a Continuum of Care platform

15

One stop solution for all your 

insurance and wellness needs

Servicing

Fitness 

TreatmentComplete care 

custodian 

Mental wellbeing

Health risk 

assessment

Claim 

intimation 

Continuous engagement Policy on the go

Diagnosis

Customer

01

02

03

04

0506

07

08

09

10

Financial 

Services
Healthcare

Logistics 

& Infra
AgricultureDigitalAutomobile

Small & 

medium 

business



That leverages the latest technology

16

Know Your Health Vitals 

02

01
Heart 

Rate

Oxygen 

Saturation 

(SpO2)

Heart Rate 

Variability 03 06

05

04
Blood 

Pressure

Respiration 

rate

Stress 

Level

Face Scan helps users keep a track of health vitals within 2 minutes with just a Face 

Scan on IL Take Care app

Financial 

Services
Healthcare

Logistics 

& Infra
AgricultureDigitalAutomobile

Small & 

medium 

business



Giving us significant insights

17

Complete care platform

• Moving from health and wellness to 

complete care platform

• Enabling customers by providing AI 

enabled experience

One stop solution

• Buying/Renewal Flow

• Service – Claims/Endorsements

Enhanced customer experience

• User journey customized for 

customers and prospects

• Prospects can experience most 

features of the app

Million(s) of data 

points generated 

everyday

Better 
customer 
understanding

Deeper 
understanding 
of risk

Usage based 
segmentation 
& targeting 

Improved Risk 
Management

Financial 

Services
Healthcare

Logistics 

& Infra
AgricultureDigitalAutomobile

Small & 

medium 

business



And helping us design and drive OPD programs

18

ICICI Lombard 

OPD Program

Flat 50% Off

Community

Health

check-up
GP

consultation

Pharmacy &

diagnostics

Fitness, diet

and nutrition

Health

assistance
Ambulance

Renewals

Claims

tracking

OPD

Wellness

Emergency & Preventive care

• Doctor consultation

• Pharmacy

• Diagnostics

• Daily steps driven program

• Marathon running

• Diet and nutrition advice

• Sleep monitoring

• Health check-up at home

• Genomic Testing

• Emergency Ambulance

• Second Opinion

Financial 

Services
Healthcare

Logistics 

& Infra
AgricultureDigitalAutomobile

Small & 

medium 

business

GP: General practitioner, OPD: Outpatient department



Outcomes are significant

19All outcomes rebased to 1.0
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FY2019 FY2023

Number of downloads

0

1

2

3

As of Dec21 As of Dec 22

Monthly Average Users

0

10

20

30

40
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As of Dec'21 As of Dec'22

Revenue

Financial 

Services
Healthcare
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& Infra
AgricultureDigitalAutomobile

Small & 

medium 

business



Our AI/ML models are helping predict potential 
fraudulent customers

Process

Straight through processing

High risk claim for investigation

Claim 
Intimation

Predictive
model

Predictive 

model
Input

Claim attributes 

Customer attributes 

Policy attributes

Output Claim Risk Score 

Financial 

Services
Healthcare

Logistics 

& Infra
AgricultureDigitalAutomobile

Small & 

medium 

business



Our journey in predicting fraud continues to 
evolve

21

Journey

February 

2019

July

2020

October 

2020

February 

2022

January 

2023

Retail 

Reimbursement 

Retail 

Reimbursement 2.0

Retail 

Cashless 

Retail 

Reimbursement 3.0

Retail 

Cashless 2.0

AI/ML 

models Speech AudioFacialStructured

Our existing ML models’ are now being augmented by leveraging facial, 

speech and audio data in identification of potential fraudulent customers

Financial 

Services
Healthcare

Logistics 

& Infra
AgricultureDigitalAutomobile

Small & 

medium 

business



Outcomes are significant

22All outcomes rebased to 1.0
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2019 2023

Hit Rate

No of frauds

0

2

4

6

8

10
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14

2019 2023

Savings

Savings on claims

Financial 

Services
Healthcare

Logistics 

& Infra
AgricultureDigitalAutomobile

Small & 

medium 

business



Small and medium 
businesses are the 
cornerstone of the 
Indian economy



SME landscape continues to evolve

24

• 2.2x increase in GST tax 

base over 5 years

• 60 mn+ MSME base

Overall market Digital adoption Digital infrastructure

• 65% oF MSMEs digital*

• Digilocker being extended 

to MSMEs and large 

corporates

• AA – Account Aggregator 

framework

• ONDC – Open network for 

digital commerce

Significant under-penetration presents a large opportunity

Financial 

Services
Healthcare

Logistics 

& Infra
AgricultureDigitalAutomobile

Small & 

medium 

business

*Crisil survey of 540 MSMEs, MSME: Micro, Small and Medium Enterprises 

Source: Press Information Bureau, Times of India,, MSME Insider newsletter January 2023



Our SME and large corporate customers are 
digitally engaged

25

Renewals

MyRA and SME 

website for quick 

renewals

Engage

Risk 

management 

services

Sales Navigator 

& CRM for 

engagement

SME website for 

the young 

entrepreneur

MyRA policy 

issuance BOT

Purchase Servicing

Digital 

endorsements

Flex health 

benefit portal

Claims

Virtual claims 

assessment

Quick settlement 

below ₹5L 

claims

01 02 03 04 05

Financial 

Services
Healthcare

Logistics 

& Infra
AgricultureDigitalAutomobile

Small & 

medium 

business



SME website with E2E transaction capability

26

0

1

2

2022 2023

Online customers

No of customers

Instant policy 

issuance

Dedicated SME 

expert assistance

Co-branded 

micro-sites for 

partners

80k visitors per 

month and 

growing

Financial 

Services
Healthcare

Logistics 

& Infra
AgricultureDigitalAutomobile

Small & 

medium 

business



Customers significantly value us as a risk partner

27

• 142 Mn litres water 
saved – Attributing to 50 
Ton of Carbon emission

• Better control over 
humidity

• Improved quality with 
reduced risk of fire due 
to static.

Fire Hydrant IoT Temperature-
Humidity IoT

Property risk Climate risk & Early warning system

NAT CAT Trigger & 

Alert Creation

Real time Exposure 

Mapping

Identified

Customers 
ILGIC Platform

Raw weather

Data

Engagement & Impact 

Advisory & 

Notifications

1258 stakeholders 

engaged in last 7 cyclones

Financial 

Services
Healthcare

Logistics 

& Infra
AgricultureDigitalAutomobile

Small & 

medium 

business



SME seeing good growth, large customers valuing 
risk inspection and advisory

28All outcomes rebased to 1.0

Financial 

Services
Healthcare

Logistics 

& Infra
AgricultureDigitalAutomobile

Small & 

medium 

business
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Number of SME customers

No of customers
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3

4

2019 2023

Growth in Revenue

Revenue

0

1

2

2022 2023

Increase in VAS customers 
(Large Corporates)

No of customers



Logistics and 
infrastructure driving 
significant growth



Logistics market continues to grow

30

• Unorganized sector ~90% 

of overall sector

• Better road infrastructure 

to reduce supply chain 

costs by 5-6%

Overview Rise of E-commerce Government push

• D2C market projected to 

be $100 bn by 2025

• Online shoppers to grow 

from 150 mn in 2020 to 

400-450 mn by 2027

• PM Gati Shakti National 

Master Plan

• Unified Logistics Interface 

Platform (ULIP)

Logistics partners are looking for risk monitoring and mitigation related services

Financial 

Services
Healthcare

Logistics 

& Infra
AgricultureDigitalAutomobile

Small & 

medium 

business

Source: Economic Times, Invest India, Press Information Bureau, Business Standard, Bain & Company



IoT based solutions helping in risk management

31

• 1.5 mn protected transits per year

• ₹140.0 mn goods recovered

• 50+ hijack attempts averted

• ePOD digital delivery validation

• Digital locks for error proof delivery

• Alerts on delay in consignment 
helps prevent e-way bill penalties

Marine

Tech embedded 
transit 

management

Consignment 
visibility & 
monitoring

Management dashboard for client

Consignment Estimated 

Time of Arrival
Real time vehicle 

position

Predictive monitoring

Select best 

transporter 

Safest and 

shortest route

Minimize carbon 

footprint 

Financial 

Services
Healthcare

Logistics 

& Infra
AgricultureDigitalAutomobile

Small & 

medium 

business

ePOD: Electronic Proof of Delivery

Hardware driven solutions



Example of how a customer was able to recover 
their consignment

32

Shipment tracking using multiple 

GPS capable devices

C

R

C

F
C

B

1 2

Shipment 

from 

Chennai 

to New 

Delhi

3 Theft detected using distance 

between trackers

4 Detected route deviation after 

theft
5 Investigation & recovery of 

consignment

Financial 

Services
Healthcare

Logistics 

& Infra
AgricultureDigitalAutomobile

Small & 

medium 

business



The Automotive 
sector is undergoing 
rapid changes



Changing Automotive Industry environment

34

Repair and Rental 

Segments

Shared Mobility Hyper 

personalization

Electric

Vehicles

Embedded 

Connectivity

Organized pre-

owned car market

Emergence of new segments leading to product innovation

Financial 

Services
Healthcare

Logistics 

& Infra
AgricultureDigitalAutomobile

Small & 

medium 

business



Consumer journey is completely digital across
various touchpoints

35

Renewals

Visual IVR 

based renewals

Price-elasticity 

driven renewal 

segmentation

Engage

Telematics 

driven risk 

scoring

ILTakeCare

driven 

engagement

Personalized 

pricing/coverage 

recommendations

Purchase options 

across website, 

Nysa, 

ILTakeCare, 

OEMs and 

banca partners

Purchase Servicing

RIA for seamless 

servicing across 

digital platforms

ILTakeCare for 

claims intimation 

and Breakin

inspection

Claims

Instaspect based 

video inspection

Electronic claims 

intimation

Motor claims AI 

solution

01 02 03 04 05

Financial 

Services
Healthcare

Logistics 

& Infra
AgricultureDigitalAutomobile

Small & 

medium 

business



New products for consumers – Pay As You Drive

36

Financial 

Services
Healthcare

Logistics 

& Infra
AgricultureDigitalAutomobile

Small & 

medium 

business



Pay How You Drive is helping customers 
understand their driving habits

37

Connected car data

Trip level data

Fixed frequency 

data

Customer and 

vehicle level data

Total time 

(in Sec)

Rash 

Acceleration

Hard braking

Distance 

travelled

(in Km)

Idling %

Wrong Gear %

Top speed 

(Km/Hour)

Avg Speed

(Km/Hr)

Factors 

impacting 

driver behavior
Machine learning model 

scores every trip

Trip scores aggregated at a 

driver level

Driver level scores from 

1 to 10

Correlation between driver 

scores and claims

0

50

100

150

200

250

300
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& Infra
AgricultureDigitalAutomobile

Small & 

medium 

business



Using Blockchain 

technology for 

inducing safe 

driving habits

Through a digitally engaged platform

38

Financial 

Services
Healthcare

Logistics 

& Infra
AgricultureDigitalAutomobile

Small & 

medium 

business
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Our claims process is becoming increasingly 
digital

39

Provides damage 

estimates

AI model 

detects damages

79% of total claims are 

done through E-claim 

forms

E Upload 

car images

Since launch, over 2.5 mn+ 

claims have been settled via 

Instaspect

AIML is helping identify 

damages, making 

settlements quicker and 

in plugging leakages



Resulting in growth and overall savings

40All outcomes rebased to 1.0
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Growth in policies
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Growth in Electric Vehicles
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Digital is the 
cornerstone of our 
service and sales 
strategy



Digital footprint continues to increase

42

• 4.9 hours spent daily by 

smartphone users in India

• 487 mn+ Whatsapp users 

in India

Smartphone usage Digital adoption Startup ecosystem

• 28% of users (age 13+) 

use Facebook in India

• 80%+ Indians in metros 

used banking app once a 

month

• 3rd largest ecosystem in 

the World

• Fintech forms 26% of the 

startup ecosystem

Financial 

Services
Healthcare

Logistics 

& Infra
AgricultureDigitalAutomobile

Small & 

medium 

business

Sources: Nokia India Mobile Broadbase Index 2022, RBI, Digilocker, NASSCOM, Data reportal, Statista, data.ai



Website and partnerships form an integral part 
of our digital sourcing strategy

43

E-commerce
18%

Fintech
35%

Automotive
18%

Travel & 
Logistics 

26%

Others 
3%

Active players Ecommerce
Generic

Vertical specific 

Fintech
Lending

Non-lending

Automotive
Digital-first OEMs

Pre-owned car portals

Travel & Logistics
OTAs, Ride hailing

Logistics 

Others

Classifieds

Relationships in most major players across segments; focus on partnerships with pre-owned car organized players

Financial 

Services
Healthcare

Logistics 

& Infra
AgricultureDigitalAutomobile

Small & 

medium 

business

Our key partners
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44

While partnership with startups help us to 
develop quick go-to-market solutions

Over the last 1 year, 120+ startups have been evaluated, 25+ pilots done with business teams, 7 successful implementations

2017

Launched 

the Nova 

startup 

accelerator 

program

2017
2018

2019

2021

2023

2018

Statups

primarily in 

healthcare 

tech, 

agritech

2018

Statups

leveraging 

AIML in 

motor, 

property

2020-21

Expanded 

into legal 

tech, HR 

tech, 

collaboration 

outside India

2022-23

Focus on 

video, image 

and speech-

based 

solutions
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business

Introducing our human Avatar - RIA

45

RIA is an ambivert 

personality who is 

professional and empathetic 

at the same time and uses 

little technical jargon and 

strikes an adequate balance 

between infographics and 

textual information



RIA is helping service customers across their
lifecycle and across various platforms

46

Instant policy

Downloading of 

policy copy

Welcome calling

Purchase Servicing

Understanding 

coverages

Endorsements

Educational 

videos

Claims

Claim intimation

Document 

submission

Claim status

01 02 03

Renewals

Automated 

renewal journeys

Digital payments

Unified 

communication

04
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Customer journey fulfilled by RIA on Whatsapp

47

2.7x jump in DIY journeys using 

Whatsapp (Q3FY2023 vs Q4FY2022)

Financial 
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& Infra
AgricultureDigitalAutomobile
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business



Customer journey fulfilled by RIA on Visual IVR

48

44% increase in motor claim intimations done through Visual IVR (Q3FY2023 vs Q4FY2022)

Financial 

Services
Healthcare

Logistics 

& Infra
AgricultureDigitalAutomobile

Small & 

medium 

business



How has this helped?

49

DIY journeys

0

1

2

3

4

Q3FY22 Q3FY23

DIY journeys

Calls per policy

0

1

2

3

4

Q3FY22 Q3FY23

Calls per policy
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All outcomes rebased to 1.0



What has 

been the 

overall impact?



Technology modernization journey continues

51

INFRASTRUCTURE

Cloud 

modernization

APPLICATIONS

Core 

modernization

OPERATING 

MODEL

New ways 

of working

1st large insurer to move all core applications to the Cloud

Reduction in problem incident rates by 40% 

(Dec’22 vs Dec’21)

Volume continuously growing: 40% growth in 

handled transactions

73% of critical applications have been modernized

In-house engineering capabilities increased by 

37%



Leading to improved customer convenience
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OUTCOMES

97% of policies issued electronically

95% of our policies are 

automatically underwritten

More than ₹ 7 bn* GWP done 

through the website in FY2023

30% productivity improvement for 

Customer Support teams

47% of health reimbursement claims done 

through RIA / ILTakeCare

66% of group cashless claims 

approved through AI

75% of motor OD claims 

processed through Instaspect

90% of motor claim intimations done 

through Visual IVR / RIA / ILTakeCare

* 9M FY2023



And increase in customer advocacy
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Overall NPS

Q2FY22 Q2FY23
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63

NPS

Claims NPS

Q2FY22 Q2FY23

52

63

Q2FY22 Q2FY23



“You’ve got to start with the 
Customer Experience and 
work back toward the 
Technology – Not the Other 
Way Around”

- Steve Jobs



Thank you



Safe harbor: 

Except for the historical information contained herein, statements in this release which contain words or phrases

such as 'will' , 'would' , ‘indicating’ , ‘expected to’ etc., and similar expressions or variations of such expressions

may constitute 'forward-looking statements'. These forward-looking statements involve a number of risks,

uncertainties and other factors that could cause actual results to differ materially from those suggested by the

forward-looking statements. These risks and uncertainties include, but are not limited to our ability to successfully

implement our strategy, our growth and expansion in business, the impact of any acquisitions, technological

implementation and changes, the actual growth in demand for insurance products and services, investment

income, cash flow projections, our exposure to market risks, policies and actions of regulatory authorities; impact

of competition; the impact of changes in capital, solvency or accounting standards, tax and other legislations and

regulations in the jurisdictions as well as other risks detailed in the reports filed by ICICI Bank Limited, our

Promoter company with the United States Securities and Exchange Commission. ICICI Bank and we undertake

no obligation to update forward-looking statements to reflect events or circumstances after the date there
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