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Every dollar spent on 
CRM implementation 
returns as much as 

$8.71 in ROI on 
overall sales revenue.

Executive Summary

Today, when it comes to CRM implementations, insurance 
businesses are often seen investing their money in time-tested 
solutions. The industry is known to rely on conventional software 
and services, thus, customizing a CRM solution up front and rolling 
it out in phases has become the widely adopted method. But after 
years of piggybacking on the success of other businesses and their 
strategies, insurance carriers have learned that it is riskier than 
taking up their own initiatives. Many insurers are struggling due to 
failed attempts at deploying traditional CRM systems. But now, 
there’s a better way to transform Customer Relationship 
Management. This paper reveals the how.

In recent years, ‘fight for the customer’ has become one of the key 
challenges for every insurance company. As carriers strive to adopt 
the ability to maintain sustainable customer relationships by putting 
their customers at the center of their business strategies, it still does 
not ensure 100% success. Only the insurers who are willing to let 
their customers take the driver’s seat by delivering personalized 
customer experiences will steer through this customer-driven 
economy successfully. 

According to a study, “every dollar spent on CRM implementation 
returns as much as $8.71 in ROI on overall sales revenue.”[1] 

Therefore, every insurer should put in the required effort in choosing 
the right CRM solution. The final decision as to which CRM solution 
to deploy must align with a defined set of business needs and 
demands. For instance, time and again, experts have observed that 
insurers overshadowed their goals to achieve a digitally enhanced 
client experience with a lesser priority objective, such as improving 
internal processes or strengthening client-broker data storage, or 
claims management. Moreover, a study shows over 40% of 
InsurTechs cater to customer pain points through superior client 
experiences as well as refine marketing and distribution segments 
across the insurance value chain.[2] Yet, in such cases, insurance 
businesses are charged with a hefty amount to keep their 
enterprises heading towards the right end goal. Microsoft Dynamics 
365 CRM solves this problem in one go. The affordable, powerful 
tool empowers insurance businesses and their sales representatives 
with advanced business relationship management and ensures 
digitally transformed sales, marketing, and customer service 
processes all at once.
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Fig. 1  Sales model during COVID-19.

Harsh Realities of Insurance and CRM 
Challenges in the Industry

More than 90% of B2Bs have transitioned to virtual sales model 
during COVID-19.

What has your company done to adjust your sales model for COVID-19? % of respondents

All field sales transitioned 
to working via videocon- 
ference/phone

Partial sales force working 
via videocon- ference/phone

Nothing, all field sales 
force is still visiting 
customers

Doesn’t apply, only have 
a fully remote sales force

Face-to-face sales force 
working in tandem with 
web sales

In today’s modern digital economy, insurance carriers need to understand 
that despite various commonalities with other businesses, the 
one-size-fits-all solutions won’t meet their business requirements. Sadly, 
insurers are still deploying the same old CRM tools designed for other 
enterprises. Though customization can be of help to an extent, heavy 
alterations during the initial stages can stifle the flexibility of CRM. When at 
a matured stage, it can also make the tool costlier and difficult to manage. 
The upfront customization, especially during redefining of sales processes, 
comes with a risk of unnecessary spending. Another biggest challenge with 
customizing a pre-built CRM solution is that insurance companies often find 
themselves intertwined in the complexities of global CRM initiatives, 
making it difficult to integrate and expand the CRM platform to other 
business units, including product management, service centers, marketing 
and operations.

Apart from that, a technology shift can be difficult on employees. Leaving 
sales representatives to figure out a predefined, customized system without 
proper training can create complexities. Especially, when insurers depend 
on a decade-old process of hiring sales reps with in-person 
relationship-building and networking skills. But in the post-COVID era, 
being tech-savvy has become a necessity for every insurance sales rep. 
From data management, sales predictions to sales funnel management, 
they are required to pace up with the advanced technology to manage 
leads, analyze opportunities, organize daily tasks effortlessly and convert 
more customers without letting potential prospects slip out of the sales 
funnel. This is where CRM enters the picture. By arming insurance agents 
with the right CRM system, insurers enable them to engage customers in 
data-driven conversations about their insurance products and services that 
fit customers’ needs.

Even before the pandemic, the insurance industry faced challenges. But 
those issues have taken greater urgency post-COVID-19 with an 
unforeseen shift from conventional networking to digital interactions, 
maintaining low-interest rates and pricings while keeping up with organic 
demand, and continuous struggle to improve productivity. Though insurance 
companies are now more inclined toward CRM investments, future sales 
reps will also require to quickly sharpen their skills to use advanced 
solutions like Customer Relationship Management (CRM).

Many insurers have adopted solutions that manage potential prospects, 
existing customers, and producers, individually. Check out the below-listed 
solutions that helped insurers to take up all the challenges head-on using 
Dynamics 365 CRM.
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In today’s modern digital economy, insurance carriers need to understand 
that despite various commonalities with other businesses, the 
one-size-fits-all solutions won’t meet their business requirements. Sadly, 
insurers are still deploying the same old CRM tools designed for other 
enterprises. Though customization can be of help to an extent, heavy 
alterations during the initial stages can stifle the flexibility of CRM. When at 
a matured stage, it can also make the tool costlier and difficult to manage. 
The upfront customization, especially during redefining of sales processes, 
comes with a risk of unnecessary spending. Another biggest challenge with 
customizing a pre-built CRM solution is that insurance companies often find 
themselves intertwined in the complexities of global CRM initiatives, 
making it difficult to integrate and expand the CRM platform to other 
business units, including product management, service centers, marketing 
and operations.

Apart from that, a technology shift can be difficult on employees. Leaving 
sales representatives to figure out a predefined, customized system without 
proper training can create complexities. Especially, when insurers depend 
on a decade-old process of hiring sales reps with in-person 
relationship-building and networking skills. But in the post-COVID era, 
being tech-savvy has become a necessity for every insurance sales rep. 
From data management, sales predictions to sales funnel management, 
they are required to pace up with the advanced technology to manage 
leads, analyze opportunities, organize daily tasks effortlessly and convert 
more customers without letting potential prospects slip out of the sales 
funnel. This is where CRM enters the picture. By arming insurance agents 
with the right CRM system, insurers enable them to engage customers in 
data-driven conversations about their insurance products and services that 
fit customers’ needs.

Even before the pandemic, the insurance industry faced challenges. But 
those issues have taken greater urgency post-COVID-19 with an 
unforeseen shift from conventional networking to digital interactions, 
maintaining low-interest rates and pricings while keeping up with organic 
demand, and continuous struggle to improve productivity. Though insurance 
companies are now more inclined toward CRM investments, future sales 
reps will also require to quickly sharpen their skills to use advanced 
solutions like Customer Relationship Management (CRM).

Many insurers have adopted solutions that manage potential prospects, 
existing customers, and producers, individually. Check out the below-listed 
solutions that helped insurers to take up all the challenges head-on using 
Dynamics 365 CRM.

Sales, marketing, and finance teams typically prefer different CRM systems 
or other tools to manage and leverage customer data differently. To achieve 
this, companies invest thousands and millions of dollars in enterprise 
applications with the goal of getting a 360-degree customer view. But 
when data is stored in multiple, disparate databases, it becomes a 
challenge to organize it efficiently. The data then shows discrepancies and 
inconsistencies. As per Dun & Bradstreet and Forrester Consulting, 72% of 
companies feel that managing multiple CRM systems across various 
countries creates tech silos, which is moderate to extremely challenging.[3]

Prospect Management: Technology silos



Similarly, within the marketing and distribution departments, maintaining a 
separate prospect management system that stores prospects’ information 
can only be leveraged by the respective departments from separate 
systems. It leaves irregularities in the efforts of both teams. Hence, having 
different processes make customer service less efficient and agitates 
policyholders and prospects due to multiple touchpoints. 

Customer/prospect and account data 
comes from too many sources to easily 
make sense of it.

Lack of an enterprise view of 
customer/prospect data is a problem.

I have a lot of analytics tools at my 
disposal, but I still struggle to produce 
and execute insights.

Customer/prospect teams cannot access 
actionable insights in real time.

Organaizational silos negatively impact 
the quality of our customers’/prospects’ 
experience.

My team lacks the right analytics skills to 
produce actionable customer/prospect 
insights from our CRM data.

I don’t have the right set of analytics tools 
to produce actionable customer/prospect 
insights.

Fig. 2  The statistics show that customer data comes from too many sources create a negative impact on the quality of customer    
  and prospect experiences.

Please indicate your level of agreement with the following statement

Strongly agree/agree

58%

58%

56%

56%

56%

52%

49%

02
Insurers using legacy CRM systems for policyholder management can only 
store policyholder information. For other important details, such as core 
policy, billing, and claims data, the professionals usually require retrieving 
information from other systems. 

Policyholder Management: The 
predominance of deprecated CRM system
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Today, policyholders have a better understanding of their complex needs 
and are more aware of their choices. They expect personalized services and 
offers, which cater to their preferences. As a result, insurance carriers can 
take advantage of this opportunity by leveraging data analytics and 
technology to identify customer behavioral patterns and deliver a 
personalized experience to their policyholders.

75% of 
policyholders are 
likely to switch 
insurers in order to 
get more 
personalized 
services.

03
With the introduction of data privacy laws and regulations, such as the 
Federal Gramm-Leach-Bliley Act (GLB), General Data Protection Regulation 
(GDPR), or Reasonable Security Practices and Procedures and Sensitive 
Personal Data or Information Rules (SPDI Rules), insurers face one of the 
biggest challenges, which is to adopt a secure technology and keep the 
customer data safe and efficiently retrievable on demand. An advanced 
CRM solution comes with data security efficiencies.

Prospect and Policyholder Management: 
Information security & technology trust

04
Under the producer management process, insurers store producer data that 
includes insurance licensing and appointments. This process also validates 
data before passing it to the concerned service operators at state, agency, or 
carrier levels. 

The distribution management lifecycle of an insurance businesses comes 
with their own databases and systems to manage prouder and agent 
relationships and interactions. However, instead of keeping this data 
separately, an advanced CRM system can consolidate all relationship 
information under one repository.

The CRM also enables “omnichannel distribution” to improve the quality of 
customer interactions. It also establishes one-touch integration between 
operations and physical product flows across various communication 
channels, empowering insurers to increase customer satisfaction and 
loyalty. As a result, customers experience personalized services and faster 
claims resolution.

Producer Management: Absence of 
omnichannel & storage management
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Producer Management Lifecycle

Onboarding Ongoing Producer
M`anagement

Offboarding

An introduction to Dynamics 365 CRM in 
insurance: Capabilities and benefits 

Many insurance companies are now following a customer-oriented strategy 
to stay ahead of their competitors, thus, focusing on delivering a superior 
customer experience. They are aiming to provide personalized customer 
services and build a real connection with them. According to the IBM 
Institute of Business Value (IBV), 42% of customers don’t fully trust their 
insurer while 60% of insurance companies agree to lack a customer 
experience (CX) strategy.[4] Insurance experts believe that insurers with 
customer satisfaction at the forefront of their business strategies have 
better chances of succeeding rather than companies who are 
overshadowing their customer needs with the management and storage of 
client and broker data along with policies, claims, billings, and renewals. 
That is where Dynamics 365 enters the insurance sector. The solution is 
designed to provide a centralized system to store and organize data, 
helping customer service operators to pay attention to client services and 
make informed decisions.

Collecting basic producer data 

Ego policy

Fingerprinting/background check

W - 9

Producer Agreement

Verify state licenses

Make appointments (carriers)

Verify proper license + 
Appointments before 
commission payouts

License renewals (Agencies)

Track continuing education and 
product training

Appointment renewal (Carriers)

Terminate appointment with 
state (Carriers)

Record proper notifications for 
legal purposes
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Fig. 3  Showcases each stage of a producer’s “lifecycle”.
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Fig. 4   Key capabilities of Technovert’s Microsoft Dynamics CRM solution for insurance.

Capabilities of Dynamics 365 CRM solution 
in insurance

With multiple insurance options available in the market, customer attrition 
rate is increasing faster than before based on one poor customer 
experience. Though customer churn used to be the norm in insurance, the 
industry has recently started focusing on customer loyalty and customer 
retention, increasing stakes like never before. As customer acquisition in 
insurance costs nine times more than customer retention, thus, delivering 
high-quality customer service becomes a need-to-have attribute for all 
insurers.[5] The industry is known to maintain a strong client retention rate 
to ensure policy-level profitability. It has been observed that excellent 
customer support has become a baseline for every successful insurance 
business. Inconsistent client service usually leaves a negative impact and 
result in customer defection. 

Dynamics 365 has the potential to empower insurance companies in such 
critical situations. It assists insurance carriers in delivering superior 
customer experiences, offering personalized customer journeys catering to 
each stakeholder, providing a 360-degree customer view to enable 
differentiated customer interactions, and improving upsell and cross-sell 
opportunities.

The following list covers the key and extended capabilities of Dynamics 365 
CRM in the insurance sector: 

Producer
Management

Customer
Service

Territory workforce
Management

Sales

Knowlwdge Base/
Document

Management
Marketing and

Communications
Reporting and

Analytics
Portal

Customer 
acquisition in 
insurance costs 
nine times
more than customer
retention.



01 Build a digital customer profile by having access to a complete customer 
overview that consolidates multiple data sources into one. It helps sales, 
marketing, and customer service departments across the insurance value 
chain to understand customers better and engage them with personalized 
interactions and services.

Consolidated view of customer data: 
Keep real-time data available in one 
place, covering personal data, product 
portfolio, policyholders’ purchase 
behavior, previous marketing activities, 
history of communication, queries, and 
other complex data structures from 
internal or external data sources, such as 
social networking platforms, ERP, and 
webpages. A 360-degree view of 
customer data is important for 
understanding your prospects, acquiring 
and engaging customers, building real 
connections, and maintaining profitable 
customer relationships.

Covers all types of customer profiles: Get a clear and comprehensive 
overview of selected customer levels using a 360° customer view.

Notifications engine: Inform your insurance agents about customer 
productivity, churn scores, and customer data updates using real-time 
visual alerts. Insurers can meet their business needs by taking 
appropriate actions based on the notifications of this configurable 
engine.

Customer insights: Enable insurance agents with updated customer 
insights, such as the number of policies, total policies premium, 
number of claims, and final claim issuance.

Customer data validation: Maintain a valid customer database by 
gathering acceptable formats of customer details, including emails, 
phone numbers, registration numbers, insurance-related dates, and 
other important data.

Fraud detection: Identify fraudulent customers with external blacklists 
and follow a guided customer verification process.

360-degree customer view
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02 Streamline, optimize and automate customer service processes to increase 
employee productivity, improve overall efficiency, and enhance customer 
retention and satisfaction. The customer experience aspect of a CRM starts 
by gathering data insights to deliver a personalized experience through 
omnichannel distribution.

Customer service 

Collection management: Boost company liquidity and collection 
department productivity using an automated collection management 
process. Leverage timely notifications about overdue customers, new 
payment plans, predefined actions, and past-due notices.

Service-level Agreements (SLAs): Determine the priority of customer 
request cases with SLAs. It helps insurers meet customer and 
regulatory requirements with configurable SLA definitions. It also 
manages status reports based on internal customer service policies, 
industry regulatory requirements, and control customer satisfaction 
ratio.

Internal knowledge base: Standardize various business processes with 
an internal knowledge base. Every employee should be aware of what 
documents to provide to the customers, where to find them, and what 
data should they include.

Omnichannel

Service 
Intelligence

Personalized 
Experience

Optimized 
Operations

Data Insights

Fig. 6  Microsoft Dynamics 365 for customer service improves customer experience at all levels.

Agent

Customer



03 An efficient CRM solution empowers the entire sales team with the 
capability to build strong and lasting customer relationships, make 
data-driven decisions, and increase sales. It also allows easy tracking of 
contacts, tasks, and appointment records with effective contact, pipeline 
and opportunity management. 

Sales 

Personalized offers based on customer behavior: Understand 
customer behavior to recognize new sales opportunities by providing 
personalized policies and offers. Boost upselling and cross-selling 
opportunities by offering the best-suited products that match every 
customer's needs. For personalized recommendations, insurers require 
to track parameters such as customer behavior and customer 
segmentation. 

Improve sales team’s performance: Set performance metrics for your 
sales team. Ensure increased team productivity by efficient workload 
management. The CRM solution also keeps a track of all your sales 
activities.

Guided conversations through feedback: Get real-time insights about 
customer sentiments, competitive market, and an understanding to 
prioritize customer requests by enabling guided selling.

Sellers Sales 
Managers

Sales 
Operations

Prioritized customers 
and activities

Effective conversation 
techniques

Built-in collaboration

Planning and 
forecasting

Real-time visibility

Coaching at scale

Tailor for specific roles

Customizable AI

Configurable sales 
process
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Fig. 7  Dynamics 365 empowers brings together the sales team to facilitate buyer journey.



04

Effective customer segmentation: Identify customers with the same 
interests and characteristics and group them together. This 
segmentation assists in running targeted marketing campaigns, which 
helps in converting prospects and existing policyholders into loyal 
customers. Customer segmentation can be done based on customer 
data, demographics, locations, job titles, or customer purchase 
behavior.

Lead scoring: With lead scoring feature, recognize quality leads to 
prioritize time and assign budgets accordingly. Use a scoring model for 
effective lead engagement. Having access to lead scores, empower a 
sales team to maintain an increased close rate.

Create and nurture leads: Run multi-channel campaigns, deliver 
personalized buyer experiences, nurture leads from different social 
media channels, and streamline event management.

Drive every customer interaction, process, and decision with the right 
sales and marketing support. CRM can play an integral part in increasing 
close ratio.

Marketing

Transforming Customer Relationship Management for Insurance with Dynamics 365 13

Real-time customer 
engagement

Orchestrate real-time 
customer-led journeys

Design customer-led 
experiences

Create impactful content

Deliver seamless 
experiences across digital 
and physical channels

Faster customer 
acquisition

Design end-to-end 
journeys

Improve customer 
communications

Nurture leads and 
accounts

Turn event, meeting, and 
webinar attendees into 
loyal customers

Personalized 
customer experiences 

Create engaging content 
enhanced by AI

Experiment to increase 
engagement

Improve marketing 
effectiveness

Act on a 360-degree 
understanding of the 
customer

Build customer 
trust and loyalty

Unify and share customer 
data more securely

Comply with regulations

Easily customize and 
extend the application

Run business unit–level 
marketing

Fig. 8  Key benefits of Dynamics 365 Marketing.



05 Dynamics 365 CRM can secure personal data of prospects and 
policyholders while complying with GDPR rules and other applicable data 
privacy regulations.

Data Privacy Regulations with GDPR

Right to information: A compliance module ensures secure and legal 
collection and management of personal data. Insurers automatically 
store customers' different consents, registering all their opt-ins and 
opt-outs using the customer 360 form. This data is subjected to the 
right to information and can be accessed with appropriate 
authentication and authorization.

PII (Personally Identifiable Information): Insurers collect and process 
high volumes of personal data of their customers, which contains 
customer-sensitive attributes. Complying with GDPR makes this data 
applicable for deletion in case of any requests. This process is also 
known as data erasure.
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Discover

Asses your Organaization

Evaluate what data you have and 
where it resides

Analyze what data is subject to GDPR

Audit data and user activity

Manage

Have more control over personal 
data

Display custom privacy notes

Rectify inaccurate and incomplete 
data

Direct and control security concepts

Protect

Secure and encrypt data

Detect and respond to breaches

Facilitate regular testing of security measures

Protect and manage physical data centers, 
data security, and carry out risk management 

Report

Keep detailed records of personal 
data

Track and record every change made

Drive analytics

Fig. 9  GDPR compliance requirements with Dynamics 365 CRM.



Transforming Customer Relationship Management for Insurance with Dynamics 365 15

Benefits of Dynamics 365 in Insurance

Today, over 70% of insurance companies use CRM. The solution is designed 
to provide a deeper knowledge of clients, which eventually works toward 
increasing sales and revenues. In the last decade, many insurance compa-
nies realized the vast range of CRM benefits. Northwestern Mutual, 
Allstate, and Garanti Pension and Life are a few other insurers that adopted 
CRM solutions and observe positive results, which were practically 5 times 
their existing ROIs.[6]

An insurance company adopting Microsoft Dynamics 365 CRM comes with 
the listed benefits:

CRM solution evaluates customer behavior and interactions to build 
strong customer relationships. With growing customer satisfaction, it 
gets easier for insurance agents to repeat business and gain long-term 
customer loyalty.

Strengthened relationships with 
policyholders

Comprehensive 360-degree customer view: Insurance carriers need a 
360-degree view of their policyholders across all channels to deliver 
personalized experiences. This holistic view includes data on customer 
demographics and extensive details on previous interactions, which is 
accessible through audit and case histories and marketing campaign 
metrics. A streamlined interface makes it easier to access this data and 
assist in boosting customer operators’ productivity. 

Robust sales and marketing campaign capabilities: With access to 
advanced analytics that can generate appropriate offers and actions 
based on unique preferences of customers. It also has the capability of 
deploying prebuilt analytical models to gain more cross-sell and upsell 
opportunities that enable insurers to create successful customer 
campaigns. Using data from advanced analytics help sales and 
marketing teams calculate customer churn scores, thus, improving 
customer retention rate. 

Centralized policyholder information: Maintain a centralized database 
for policyholders’ data. Assisting insurance agents with role-based 
access to customer history, preferences, profitability, and support 
records, resulting in an increase in client confidence, which eventually 
improves overall productivity. 



Optimized operational efficiency 

Today insurers require streamlined operations to save time and effort of 
their service operators. It also reduces risk of human errors and 
centralizes customer information. Creating a central repository of 
policyholder information makes it easier for operators to find information. 
The CRM solution eliminates redundancies and automates powerful 
workflows, leading to enhanced business efficiency and reduced 
overhead costs.

Workflow automation: Dynamics 365 CRM reduces workload by 
automating paper-based processes and simplifying policy 
applications. It also streamlines claims approval and speeds up issue 
resolution with robust workflows.

Actionable analytics: Make insight-driven decisions to deliver 
advanced analytics and key performance indicators to agents and 
brokers on new policies, client communications, claims processing, 
and other customer requests. Utilize real-time dashboards to get 
insights into clients, risk exposure, sales activities, and sales 
performance by region, branch, and agents.

Improved customer service: Empower all insurance agents and 
service staff with contextual analytics, intuitive case history tracking, 
call and inquiry handling, and efficient collaboration tools to deliver 
high-quality service across various channels. 

Monitor agent productivity and performance: Deliver customer 
insights and appropriate answers at the right time. Track each 
agent’s performance and activities, track KPIs, provide personalized 
training and proactively execute measures to boost agent 
performance and loyalty.

Improved sales execution: Notifying agents with targeted 
recommendations as per customer information maximizes cross-sell 
opportunities. With personalized offers and better policy renewal 
management, a sales team can improve its overall performance. 

By automating 
commission payments 
through Microsoft 
Dynamics CRM, we have 
increased one segment 
of business tenfold, 
without needing extra 
accounts people to 
manage the business 
processes.

         Peter Leahy        Head 

of IT, Endsleigh Insurance

Dynamics 365 CRM solution can help in acquiring new business. By 
conducting integrated, multichannel marketing campaigns, tracking and 
converting leads in the most efficient manner, CRM enables sales and 
marketing team to increase the overall revenue of the insurance 
company.

Increased revenue
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Next 10 Years of CRM Innovation Continues to 
be Customer-centric

As CRM will continue to deliver customer insights for future action, leading 
experts believe that it will also play a tremendous role in sales enablement 
and customer engagement. From unified sales-marketing-operations 
alignment and mass personalization to a focused customer retention 
approach through customer-oriented processes, the future of Customer 
Relationship Management is revolving around customers. Insurance busi-
nesses planning to unify sales and marketing, focus on customer-oriented 
processes, and understand the value of customer referrals will continue to 
thrive in the future. Paul Greenberg, Founder and Managing Principal at The 
56 Group, LLC assesses the future of CRM as “operational core of a much 
larger market around customer engagement.”[7]

Similarly, Microsoft Dynamics 365 CRM will enable digital transformation of 
many businesses and industries, along with the insurance sector. 

Transforming Customer Relationship Management for Insurance with Dynamics 365 17



Endnotes
[1] “ROI of CRM in 2021,” Dynamic Consultants Group, 

https://dynamicconsultantsgroup.com/resources/crm/roi-of-crm-2021/ 

[2] “Creating value, finding focus: Global Insurance Report 2022,” McKinsey & Company, 

Feb. 15, 2022, 

https://www.mckinsey.com/industries/financial-services/our-insights/creating-value-finding-fo

cus-global-insurance-report-2022 

[3] Michael Goldberg, “Are Data Silos Killing Your Business,” Dun & Bradstreet,

Nov. 27, 2017, 

https://www.dnb.com/ie/perspectives/marketing-sales/data-management-strategies-avoiding

-data-management-silos.html 

[4] “Elevating the insurance customer experience,” IBM Corporation, Oct. 2020, 

https://www.ibm.com/downloads/cas/AAV81JLZ 

[5] Gary Drenik, “The Customer Experience Overhaul In Insurance,” Forbes, Apr. 19, 2022, 

https://www.forbes.com/sites/garydrenik/2022/04/19/the-customer-experience-overhaul-in-i

nsurance/?sh=24d46c297f58 

[6] Kristin Caniglia, “Why do more than 70% of insurance companies use CRM,” enCloud9 

LLC, Feb. 22, 2017, https://www.encloud9.com/blog/70-insurance-companies-use-crm/ 

[7] “Paul Greenberg, one of the world’s most recognized CRM analysts, to share insights on 

customer engagement and customer experience at bpm’online Global Tour in London,” 

Creatio, Jun. 11, 2017, https://www.creatio.com/company/news/14836 

Transforming Customer Relationship Management for Insurance with Dynamics 365 18



Enter the next phase of your insurance business

Actionable Insights

7 Insurance Bases
for Successful CRM
Implementation

Access Now

CRM Best Practices
for Insurance to
Maximize
Business ROI

BLOG BLOG

©2022, Technovert Solutions Inc.

www.technovert.com  hello@technovert.com  +1 (425) 943-9412)

6010 W Spring Creek Pkwy,

Plano, TX 75024

600 Stewart Street, Suite 400

Seattle, WA 98101

Level 2, Invaders Bay Tower,

Port of Spain, Trinidad & Tobago

Access Now

Partnerships

Connect with us


