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Case study: Filing a claim after a car accident



Three ways to file a claim



Goal: A new, user-friendly digital solution



Stage 1: Before filing a claim

Problem for the customer
Lack of information

Our solution
New web pages
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Problem for the customer
Lack of information

Our solution
New web pages

Results
• Customers spend a long time on the new web 

pages
• Customers who have visited these pages are 

more likely to file their claim online, and 
are more successful filing their claim



Stage 2: Filing a claim

Problems for the customer
Only 40 % who started filing their claims online got 
through the questionnaire. 
• Poor wording 
• No UX design or graphic design 
• Wrong perspective

Our solution
A whole new claim reporting questionnaire.
• Use the words our customers use



The policy holder, while

driving his motor 

vechical of class 001, 

in traffic, contributed

to a motor collision



I bumped into the tail

of a Fiesta with my s60
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Stage 2: Filing a claim

Problems for the customer
Only 40 % who started filing their claims online got 
through the questionnaire. 
• Poor wording 
• No UX design or graphic design 
• Wrong perspective

Our solution
A whole new claim reporting questionnaire.
• Use the words our customers use
• Logic, according to conventions and on brand
• From the customers point of view
• Improved tracking

Results
60 % who start filing a claim online get through – so 



Stage 3: After filing a claim

Problems for the customer
• Communication: one size fits all
• Communication not made to stand on it’s own

Our solution
• Personalized communication
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Stage 3: After filing a claim

Problems for the customer
• Communication: one size fits all
• Communication not made to stand on it’s own

Our solution
• Personalized communication

Results
We’ll see!



Conclusions

To move customers from phone to online
• Your digital solutions must be user-

friendly, and your communication flawless
• Customers won’t compare you to other 

companies in your field, but in all 
fields 

What do you need to make great digital 
solutions?
• People with the right know how
• These people working closely together
• Leadership giving the time, money and 

mandate for change



Hanna Sjöström
Hanna.sjostrom(at)trygghansa.se

Thank you!
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