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Product Evolution 
The customer’s voice is critical for a niche segment with unique insurance needs. 
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• Purchases 

• Transactions 

• Country, city, 
region 

• Population 
density 

• Personality  

• Lifestyle  

• Age 

• Gender 

• Occupation 

• Income 

Demographics Psychographics 

Behavioral Geographic 

Customer Segmentation 

Source: http://theactuarymagazine.org/bulls-eye/ 

https://www.smartinsights.com/digital-marketing-strategy/customer-segmentation-targeting/segmentation-targeting-and-positioning/
https://www.smartinsights.com/digital-marketing-strategy/customer-segmentation-targeting/segmentation-targeting-and-positioning/
https://www.smartinsights.com/digital-marketing-strategy/customer-segmentation-targeting/segmentation-targeting-and-positioning/
https://www.smartinsights.com/digital-marketing-strategy/customer-segmentation-targeting/segmentation-targeting-and-positioning/
https://www.smartinsights.com/digital-marketing-strategy/customer-segmentation-targeting/segmentation-targeting-and-positioning/
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Role of Market Research in RGA 

Customized 
Solution 

Pricing 

Under-
writing 

Distribution 

Consumer 
Behaviour 
& Market 
Potential 

Product 
Benefit 

Industry  

Surveys 

Understanding 

protection gaps 

Customer 

Research 

Review of 

actual 

cases 

Understanding 

Distribution pain 

points 

Deploying 

Behavioral 

Science 

Extensive 

Medical 

Research 

Gather Product 

Post-Launch 

Feedback 

Revamping Products 

– Competitive 

Analysis 
Why do we need Market Research? 

 

• To design truly customer centric insurance 

products, we need to understand their pain points 

and needs 

• To develop innovative products, we need to 

understand the current gaps and to validate our 

solutions with the consumers 

 

What kind of market research do we do? 

 

• To understand customers’ behavior throughout 

their healthy (or unhealthy) journey 

• To understand customers’ attitude towards 

insurance products 

• To test perception of new product features 

• To test the effectiveness of UW framework 

• To understand the perception towards the 

insurance products in the market 

 

 

 

 

The Voice of Customers 
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The Voice of Customers (VoC) in our daily life 

 

 

 

 

https://www.mcdonalds.com.sg/justforyousg/ 

https://cdn.flyscoot.com/prod/docs/default-source/doc-pr/04092017-media-release-scoot-to-harbin-and-sapporo-for-winter-is-

coming.pdf?sfvrsn=75c34b76_8 

https://www.moh.gov.sg/content/dam/moh_web/careshieldlife/files/ElderShield%20Review%20Committee%20Report.pdf 

F&B, Airline etc. offer goods/services on limited-time basis to gauge interest.  

Eldershield Review Committee conducted focus 

groups to collect public feedback on Eldershield.  

https://www.mcdonalds.com.sg/justforyousg/
https://www.mcdonalds.com.sg/justforyousg/
https://www.mcdonalds.com.sg/justforyousg/
https://www.mcdonalds.com.sg/justforyousg/
https://www.mcdonalds.com.sg/justforyousg/
https://www.mcdonalds.com.sg/justforyousg/
https://cdn.flyscoot.com/prod/docs/default-source/doc-pr/04092017-media-release-scoot-to-harbin-and-sapporo-for-winter-is-coming.pdf?sfvrsn=75c34b76_8
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The Voice of Customers (VoC) in Insurance 

We listen to the customer needs via quantitative and qualitative VoC. 

• Online 
surveys  Quantitative 

• Focus groups 

• Interviews  Qualitative 

There are certain answers (hypotheses) in our mind, but how do we make sure that 

it is aligned with the customers mindset?  



7 

See Appendix for 

instructions on how to 

change sidebar photo We adopt a customer centric approach in developing 
the proposition for specific customer segment 

Individuals that are the target 

customers but with broad 

representation of: 

- Age  

- Gender 

- Marital Status 

- Profession / Education level 

- Nationality  

- Geography (e.g. state) 

Participants profile 
Create a product 

prototype that 

addresses the issue 

that we identified 

Conduct VoC to  

• Verify the customer 

pain points 

• Test if customer like / 

dislike the prototype 

Consider the customer 

feedback and check the 

feasibility to incorporate 

Launch the refined 

proposition that best 

addresses the 

customer pain points 
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Quantitative VoC 

Online Survey 
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Online Survey 
Demographic information is collected to either screen out ineligible respondents or to 
better understand the respondents’ profile.  
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An example of Online Survey Questions 
Questions are customized for different product propositions in different markets.  

Product 

Prototype 
(with indicative  

price points) 

I do not like pink.  

I save my money in a bank, not in a piggy bank. 

Others: _____ 

For Malaysia, survey questions were translated to Malay to solicit feedback from the Malay 

customers.  
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Takaful Quantitative VoC in Malaysia 
The online survey provides us insights into developing takaful products in Malaysia.  

What did the research tell us? 

• Most family takaful customers know the differences 

between conventional and family takaful plans.  

• Most Muslims would generally buy family takaful plans, but 

surprisingly some didn’t as they have not come across 

these plans.  

• Some non-Muslims bought family takaful plans as these 

were recommended by their agents. 

• While some Muslims cite religious reason as the key reason 

to purchase family takaful plans, Islamic benefit does not 

appear to be the top preferred product feature.  
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Qualitative VoC 

Focus Group 
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An example of our Qualitative VoC 
1st VoC to test product prototype and 2nd VoC to follow up 

Background • To test out the customers’ receptiveness on product prototype 

Objectives 
• To hear the customers’ views on this product and similar products (if any) in the market 

• To gain further understanding of the selected customers’ needs towards insurance 

Project setup • Focus group, home visits 

2nd  VoC 

Background 
• To hear customers’ feedback on existing product in the market and test out their 

receptiveness on product enhancement features 

Objectives 

• To hear the customers’ views on the current product in the market 

• To gauge customers interest in potential product enhancement ideas 

• Enhancement #1 

• Enhancement #2 

Project setup 
• Focus group 

1st VoC 
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The customers ‘confirm our hypotheses’ 

 Despite having MediShield Life/ IP coverage, Critical Illness insurance is 

still important.  

 SIO underwriting is generally welcomed.  

 

Key quotes from focus group participants further validate our answers in mind. 

Critical Illness  

• “SG medical bills are very high… Without a critical 

illness insurance, your savings will be completely 

wiped out.” 

 

• “Anything that is terminal. This is usually not 

covered in hospitalization.” 

 

SIO Underwriting 

 

• “It is quite simple – won’t take time to fill it up.  

 

• “I can easily answer this for my parents.” 
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Qualitative VoC on Cancer Patient Journey in Malaysia 
In-depth one-to-one interviews and computer aided personal interviews were conducted. 

Participants 

Cancer Patients 

Caregivers 

Oncologists 

Hospital claim 

department 

representatives 

Insurance agents 
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This enables us to better understand the pain points experienced by cancer patients at 
claims stage.  
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From VoC to Insurance Products 
Key learnings to add to our views on insurance product design (e.g. Diabetics/ 3Hs) 
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