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Executive Summary

Digital wallet insurance cards are
revolutionizing how insurance companies
manage policyholder interactions. By
replacing traditional physical cards with
digital alternatives stored on smartphones,
these cards offer convenience, security, and
cost efficiency. They streamline operational
processes by enabling real-time updates,
reducing administrative burdens, and
enhancing customer satisfaction.

For customers, digital wallet insurance cards
ensure vital policy information is always
accessible, fostering trust and improving
service delivery during claims. For insurance
providers, these cards significantly reduce
costs associated with printing, postage, and
card replacements while aligning with eco-
conscious business practices.

This white paper explores the challenges
posed by traditional insurance cards, the
innovative solutions digital wallet technology
provides, and the measurable benefits

for both companies and policyholders.
Through a case study, we demonstrate the
transformative power of this technology and
outline actionable insights for modernizing
your insurance operations.
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Introduction

Traditional insurance cards—
whether for health, auto, life,

or property insurance—present
ongoing challenges for insurers
and policyholders alike. These
physical cards are often lost,
damaged, or become outdated,
leading to increased administrative
costs and unnecessary frustration
for customers. For insurance
companies, the manual processes
required to issue, update, and
replace cards create inefficiencies,
wasting valuable resources and
hindering service quality.

In today’s digital-first world,

consumers expect more streamlined, technology-driven solutions. Digital wallet
insurance cards meet this demand by seamlessly integrating policyholder
information into smartphone wallets. These cards provide real-time updates,
ensuring policyholders always have the most accurate and relevant information
at their fingertips. Unlike traditional methods, they eliminate the need for
cumbersome app downloads, offering a frictionless and user-friendly experience.

By adopting digital wallet insurance cards, insurers can significantly reduce
operational costs while improving efficiency. These cards enhance customer
satisfaction by addressing common pain points, such as misplaced physical cards
or outdated information, and fostering greater trust and convenience. Additionally,
they support sustainability initiatives by removing the need for physical card
production and distribution, aligning with the eco-conscious values of modern
consumers.

This innovative solution positions insurance providers to stay competitive in a
rapidly evolving market, offering clear benefits to both businesses and their
customers.
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Key metrics

9%

9% of Americans lose membership cards yearly,

Discussion

Physical insurance cards have been a longstanding component of the insurance
industry, yet their limitations are increasingly apparent. Customers often misplace,
damage, or forget these cards, leading to frequent replacement requests. Each
replacement not only inconveniences the customer but also increases administrative
workloads and operational costs for insurers, detracting from overall efficiency. With
costs ranging from $2 to $5 per card for printing, distribution, and administrative
handling, the reliance on physical cards represents a significant ongoing expense.

58% . gy
° 58% of consumers avoid programs requiring app
downloads.

Digital wallet insurance cards offer a modern, efficient alternative by securely storing
Physical cards cost insurers $2 to $5 each for printing, policy information directly on customers’ smartphones. Unlike physical cards, digital
distribution, and administration. wallet cards are always accessible, ensuring policyholders have quick, reliable access
to their insurance details when needed. This reduces the volume of service calls,
streamlines administrative tasks, and delivers considerable cost savings for insurance
providers.

One major barrier to adopting digital solutions has been app fatigue. Many customers
are reluctant to download and manage multiple apps for various services. Digital wallet
cards overcome this challenge by integrating seamlessly into smartphone wallets,
requiring no additional downloads. This app-free functionality offers a frictionless
experience that meets consumer expectations for simplicity and ease of use.
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Customer engagement is another area where traditional insurance cards fall short. They
fail to foster consistent interaction between insurers and policyholders, often leading
to disengagement. Digital wallet cards address this by enabling real-time updates and
personalized notifications. Policyholders can receive timely reminders for renewals,
benefit updates, and promotional offers, which help to maintain ongoing engagement
and strengthen brand loyalty.

In addition to their operational and engagement advantages, digital wallet insurance
cards support sustainability goals by eliminating the need for physical card production.
This eco-friendly approach reduces waste and aligns with the growing consumer
demand for sustainable business practices, making it an appealing choice for forward-
thinking insurance companies.

By embracing digital wallet insurance cards, insurers can enhance operational efficiency,
cut costs, improve customer satisfaction, and align with modern sustainability values—
all while staying competitive in a rapidly evolving market.
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Overview

Convergence Insurance integrated digital wallet insurance cards into its
operations to enhance convenience and streamline efficiency. This shift
aligns with customer expectations for modern, digital-first solutions, offering
policyholders seamless access to their insurance details. By replacing physical
cards, Convergence reduced operational costs, improved service processes,
and reinforced its commitment to innovation and customer satisfaction.
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Purpose and Usage of Digital Cards

Digital wallet insurance cards enable Convergence policyholders to access and
manage their insurance information directly through their smartphones. This
eliminates the need for physical cards, reducing administrative burdens and
costs. Customers benefit from real-time updates, ensuring they always have
the most accurate information at hand, while insurers enhance usability and
accessibility for a better policyholder experience.

!

Engagement and Operational Benefits

Convergence's adoption of digital wallet insurance cards has driven significant
improvements in customer engagement and operational efficiency. Real-

time updates on policy changes and notifications about renewals strengthen
customer relationships and encourage timely action. These cards have also
streamlined claims processes, reduced service delays, and boosted customer
satisfaction, demonstrating the value of embracing innovative digital solutions.
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Results

The integration of digital wallet insurance
cards at Convergence has led to:

Reduced operational costs by eliminating
the need for physical card production
and distribution.

Enhanced policyholder engagement
through real-time updates and
personalized notifications.

Streamlined claims processing, ensuring Th e Va I u e

faster and more accurate access to
policyholder information.

Convenience and Accessibility
Improved renewal rates due to greater
customer satisfaction and seamless
access to insurance details.

Digital wallet insurance passes ensure policyholders have instant access to
their insurance details anytime, anywhere. Stored directly on smartphones,
these passes eliminate the need for physical cards, reducing the hassle

of misplaced or damaged documents. Real-time updates keep policy
information accurate and up-to-date, ensuring customers always have the
most relevant data at their fingertips. This level of convenience not only
improves the customer experience but also streamlines service processes,
making insurance interactions smoother and more efficient for all parties
involved.

These outcomes highlight how Convergent's
implementation of digital wallet insurance
cards transformed operations, boosted
efficiency, and strengthened customer
relationships. By adopting this forward-
thinking approach, Convergent set a new
standard for innovative and customer-
focused insurance solutions.

Personalized Interactions

Digital wallet insurance passes enable insurers to foster stronger
connections with policyholders through personalized notifications and
updates. Customers receive timely reminders about policy renewals,
benefit changes, and promotional offers, keeping them informed and
engaged. This consistent interaction builds trust and loyalty, improving the
overall customer experience. Unlike traditional cards that sit idle in wallets,
digital passes act as a dynamic communication tool, ensuring that insurers
maintain ongoing engagement with their customers and stay top of mind.
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Conclusion

The adoption of digital wallet insurance passes marks a pivotal step forward for the insurance
industry. By replacing physical cards, insurers can reduce operational costs, streamline
processes, and improve customer satisfaction. These passes enhance accessibility, foster
real-time engagement, and align with sustainability goals, meeting the demands of modern,
tech-savvy consumers. With measurable benefits like increased efficiency, improved customer
retention, and reduced environmental impact, digital wallet passes position insurers to remain
competitive in a rapidly evolving market. As insurance companies embrace this innovation, they
gain a powerful tool to deliver value to both their business and their customers.

Reduced Operational Costs

By replacing physical cards with digital wallet passes, insurers can significantly
reduce production, distribution, and administrative costs. Traditional cards
require ongoing expenses for printing, shipping, and replacements, which add
up over time. Digital passes eliminate these overheads while also minimizing
service requests related to lost or outdated cards. The cost efficiency
achieved through this transition allows insurance companies to reinvest

in other critical areas, such as customer service enhancements and digital

transformation initiatives, delivering long-term value for both businesses and
their policyholders.

Eco-Friendly and Sustainable

Switching to digital wallet insurance passes aligns insurers with growing
consumer demand for sustainable practices. By eliminating the production
and distribution of physical cards, insurers reduce paper waste and
environmental impact. This eco-friendly approach resonates with
environmentally conscious customers, enhancing brand reputation and
appeal. As businesses across industries prioritize sustainability, adopting
digital passes allows insurance providers to demonstrate their commitment
to green initiatives while achieving operational efficiencies. This dual
benefit strengthens the insurer’'s market position and attracts customers
who value eco-conscious choices.
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Updates
and
Notifications

Digital wallet insurance
passes ensure customers
receive timely updates
and notifications, such
as policy changes,
renewal reminders, or
claims updates, directly
on their smartphones
for seamless
communication.

Data
Driven
Insights

Insurers gain valuable
insights into customer
behavior and
preferences, allowing
them to deliver
personalized services,
targeted offers, and
more informed decisions
to enhance engagement
and retention.

Simplified
Claims
Process

Digital wallet insurance
passes streamline
the claims process by
ensuring policyholders
have instant access to
accurate and updated
policy details, reducing
delays and improving
the overall claims
experience.
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