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'J A Max Financial Services aud‘MS Joint Venture
-

Max Life Overview é'

Vision

Mission

To be the most admired life insurance company by securing

‘ : We are an honest life insurance company, committed to doing what is ric
the financial future of our customers

Our Values

Caring: Listens with respect and values difference&cts with compassion
Credibility : Demonstrates knowledge and creates trust in others
Collaborative: Works together to achieve results

Excellence Pursues highest quality

Revenue : US $ 2.25 Bn Customers iAo
| Founded in 2000
N Employees : 9,101 Agent Advisors: 45,275
Offices : 211
* Exchange rate as on March 31, 2016 is US$= Rs 66.285 -
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Max Quality ImprovementSystem

&M

INSURANCE

Quality and Service Excellence

Council
Guidance & Direction

MAX Performance Excellence Framework (MPEF)

Lean Six Sigma /
MAXimize Quality

Standardized Methodology
For Continuous Improvement

Reward &

Recognition
Quality And Service Delivery
Linked To Career Progression

Innovation

Standardized

Best Practices
Leadership, Planning,

Customers, Measures,
Employees. Processes

Service Excellence

SEVA

Standard

Metrics
MQS SCORECARD
Customer, People,
Process, Finance

Communications
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Project and Team

Selection
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Who was responsible for selecting theoject? (1/2) 6 MAX

33 B
'I AI"I‘J-

INSURANCE

AL
Q1.1/2
Who was
responsible
for project
selection?

Project Selection Committee

Project f Mohandas Pillai
ABusines#iead Agency Channel D\;\jtrlbutlor;z Head
AFinance Head estern Region

Steering = a0operation Head : o Vinita Gattani
Team b € Head Field Operations
. ponsor
Quallty Agency Channel

AQuality Director
Department *———— o
P AMasterBlack Belt — ~ Chhaya Bajpai
ABlack Belt jec - Field Operations Head
Champion West Zone

Responsibldor :-
A Rigorous application of project

Sources of Information-: § Data*- selectionprocessin line with
A Strategic Plan i A Strategic Goals strategic objectives
A Voice ofProcess A KPIs fromPerformance Scorecards
A Voice ofCustomer i A Customer Satisfaction A Promotion of continuous
3 improvement culture

A Resource provision & deployment
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What background information of the company or those who selected the e, e
project is needed to better understand the context of theject? (2/2) = wiurance

L

QL.1/2 Max Life To be the mast admired life insurance company by securing the financial future

Whatbackground Vision , Mission, ofour custamers

information of the Values

company or those Pyramid including = WWe are =n honest life insurance company, committed to doing what is

who selected the Organization wide right

project isneeded Goals = WWe serwe our customers through Long term savings, protection and
to better retiremant solutions, deliversd by our high quality Agency &

understand the multi-channel distribution partners
context of the WWe are a business with strong social relevance and contribute to
project? Society by supporting causesin health and wellbaing

FY 2020-21:
= Touch 1 crore lives
* Two fold increase in GWP and statutory profits

Ea= iy Ereaes
= =h Capital

c«:rpura:e Gowernance

s | | Collaborative | Excellence

On the bedrock of Integrity

* Service Excellence Financial Strength

w Grievance Rate &
High CSAT ersistency

This Project of Improving ECS ( NACH) Registration % for western region directly links to what we stand fg
GCAYlFYyOAlIt {GNBy3aIdK g {SNBAOS 9EOS§

—
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project is needed to better understand the context of thject? (2/20 / 2 Y G A Y Sjﬁuﬁf

ion of the .

VOC Internal & External Il St o el emEaner
project isneeded to
Customers . thocontox o e

9.9l What background information of the company or those who selected the 1116 6
<> LIFE

Aln Western Region, as on YTD September project?
2015 , ECS registration ratios as per new
External Customer process ( NACH) were at 65% Proce
AWho is responsible if my policy lapses? A15% Increase in ECS Registration related

complaints from the customers/ agents ECS stands for Electronic clearing service.
It is a system of electronic funds transfe
AEven After ECS mandate why my from one account to another bank
account is not debited ? account with the help of services

provided by clearing house.
Distribution Team Impact On _

) ] ) ACustomer Satisfaction
ADelay in collection recovery impacts A Distributor Satisfaction

business plan achievement A Efficiency W

AFuture Revenue & Collections National Payment Corporation of India,
body setup under NPCI, will ensure that
image based mandate processing will

happen to improve the ECS registratio

Opportunity and transaction processing through
Automated Clearing House (ACH).

Operation Team
ADuplication of work & loss of Productive
time in query resolution

Alts Difficult to handle irate customers

Almprove ECS( NACH) Registration Ratios
AReduce Customer Complaints.
Almprove Oprational Efficiency
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How was the gap or opportunity brought to the attention of the project identificatipoup? (1/3) 6 MAX
R

&
1.21.Q1 1/3

[ Potential Stakeholder. How

attention?

p
0 By Defining Strategic Objectives
U By Assessing & Validating Projects
.

p

U By Generating Interfaces
U By implementing Project Selection Matrix

.

Steering Committee

—

Quality Department

- «
U By sharing the gaps in process Performance

U By sharing information on customer complaints
\ >

Operations Department

4 \

Distribution Team U Ensuring Participation in project selection meeting

. >,

\ g =

k [ Learning & Development Tean /
v

$§ 34 3 3 3%

U Ensuring Participation in project selection meeting
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What was theopportunity? Process Improvemej (2/3)

90 % New Business Policies Source

on ECS Billing Method at Max Life

Direct Impact On Customer &
Distributor Satisfaction

. 2

Direct Impact on Future Revenu
& Collections

¥

¢
120
Q1 213
What was the
opportunity?

‘ Current Target ‘ Deficit

ECSNACH )Registration %9 65% 75% 10%

-' Persistency 77.5% 81.5% 4%
Customer Complaints 20% 10% 10%

1§ ' yAGSR 28ad a 2y

\ only at 65% impacting both the critical
organizational goals

registration ratios as per new process ( NACH) w.

Timely ECS registrations is a critical customer requirement|
which directly impacts the renewal penetration for the

¢5

>

organization along with customer satisfaction
Hence there was a huge opportunity to systematically
improve the ECS Registration Process.

What area of the organization hakde opportunity? (3/3)

Max Life Insurancel 9

1.2.1,‘

Q133

What area of the
organization had
the opportunity?

New Business
Process

ECS/NAC
Registration
Process

S

WIP Process

Governance Process

AHigh Errors in quality check
AlLack of ECS/NACH process

Opportunity

High errors
in qualit
knowledge e
AHigh scanning errors
AlLack of standardization
across western region
A High waiting time

check

Low ECS
registration

ratios

Repetitive follow ups
for registrations

AMonitoring & Dashboard
review
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What datawere generated to help select theroject? (1/3) 1_£

VOC From External Customer

Q1 13 33 B
1+

What data were i I I l J

generated to help INSURANCE

SRl IR Pre Project data trend for western regid

NACH Registration Trend : United We

m Registered m Rejected

VOC From Internal Customers

2952

Project Prioritization Scores from Selection Matrix

128 162

Jul Aug Sep uw

one wise Performance for

ECS/NACH Registration !
74%

registration Prog

. 2%

72% 0%

70%

68% 67%

66% 65%
64%

62%

60%

North East South

What methods and /or tools were used to assess or prioritizeneedfor the project? (2/3)

West

Provides an
integrated set of
tools and
resources for

Method
alE [A¥TSQa v
Improvement System (MQ

R
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Method

Aty Bre [ AF S Q8 L LINE[BS v 8 Information Sources or Process Inputs ‘—J

&

iyl STRATEGY I&IIMPACT  —p

What methods &
tools?

Strategic Plan

[ 2YLI yeéQa
Projects

Organizational
Proposals

Internal stakeholder
feedbacks

Project

i

Committee

/ dzN

MASTERBIACKIBELT « DATARCONTEXT
Strategic & organizational
EXECUTNEDMMITEEE indicators
VA 1 Historic Data & Performance

Dashboards
Opportunity Assessment

|

Impact Matrix

Business Impact
Evaluation
&

Customer Impact

Priorities

Allocation

}

Project Selection
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Why were these methods and/or tools used to select pineject? (3/3)

122
Q1 33
Why were these
methods used?

Tools Used : Project selectionatrix & prioritization

Proces®wner & master blackbelt provide the data
Projectselectioncommittee analyze& decide

Selection Matrix

Financialmpact

Customerimpact

Urgency
Feasibility of
execution
Cross
departmental
benefits
Resource
allocation

[EEY
o

=
o

(=Y
o
a Strategicimpact

[ Project Value Mlo} [ 10J [ 9 J [1

o

) (

[ee]

ER N

Project Prioritizati

FolicyOuner  STP  Straight Pass KO Descregancy
Services improvement)

Why?
Aweigh each potential project with
respect to criteria.

Aselect projects with higher impact
/ASelect appropriate methodology

What goals (organizational and/or local), performance measures
and/or strategies is the project expecteditopact? (1/3)

|

Maximizes Six Sigma Black Bel
100300 300600 600-800

A

Q1 13
What goals,
performance

Project Goals

-~

Increase ECS/NACH
Registration Ratios from
65 to 75%

Improve Persistency
from 79.5 to 81.5%

Reduce Customer
Complaints from 20% to
10%

A&

~

4

measures or
strategies is the
project expected
to impact?

rategic Indicators

Great Place to work
ranking

Financial Strength

Service Excellence

B

~ Committee
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Organizational Goals

-~

~

Quality

Operational Efficiency

Growth

.

Customer Satisfaction

)
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How do the stated measures relates to the perceived gagpportunity?

What is the relationship between the stated measures and perceived dap.it? (2/3)

Tools
- Operational Impact Matrix
As per

1L, 72,2
In 1.21 Q 213

- : J L ' What s relati
Project Goals ‘ Operational Impact ‘ Organizational Goalg between stated

measure & perceived

/ \ gapin1.2.1?
Increase ECS/NACH '”Crea?ef Cslomey Quality
Registration Ratios fro Satisfaction
65 to 75% |
Reduce Rework & improve How
productivity Meeting With
Improve Persistency Less customer/ agent call } - U Master Black Belt
) Operational Efficienc
from 79.5 to 81.5% to back office i g ii Initial Team members
L Improved operational
efficiency for ECS | U Initial Stakeholder representatives
registration_process
Reduce Customer Customer Satisfaction
Complaints from 20% to y
10% Customer Loyalty
Growth

~/

Max Life Insurance] 15

What is the problem statement that expresses where the organization wants to be at the end of the " B
project? (3/3) 6 MAX

~g
= LIFE

INSURANCE

Ri;?gf Project Goal : To TakeCS/NACH Registration Ratios from 65% to 75% for
e, western region by March 2016

USYoSNOmpo|wdzL|e@ Qmp G2 {SLIIQmpo
ECS/ NACH Registration was at only 65% in
western region. There is an opportunity to
take this registration ratios to 75% by
March 2016

Max Life Insurance 16



