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Safeguarding Dreams & Aspirations

17th AIBK Annual 
Regional Conference

The Mastery of Resilience for 
Sustainable Growth
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Customer

Experience

& Resilience

3EPIC2 #OneBritam

“Safeguarding dreams and aspirations”
Our Vision

To be the LEADING diversified financial services

company in our chosen markets across Africa

Our Mission
Providing you with financial security

EVERY STEP OF THE WAY

Values
Customer Focus, Integrity, Innovation, Respect

Our Purpose

4. 
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Safeguarding Dreams & Aspirations

The 2021- 2025 Strategy

Client Experience (CX) Vision: We will serve with 

empathy & care and provide an EPIC2 experience

EPIC2 ..#OneBritam

Build success from  

within and create a

culture of excellence

Cultivate trust to  

enhance partnership

experience

Create more value to  

our customers

Put customers first,  

think client in all

decision making

Treating customers  

fairly

Employees Innovation Clients Conduct

E P I C2

Partnerships

Safeguarding Dreams & Aspirations

What is

Consumer

Resilience?
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Safeguarding Dreams & Aspirations

Source: Accenture 2023 Consumer Pulse Survey
7

Expect the coming 
years to be a 

struggle

More cautious about 
decisions they’re 

making

Challenges have 
created opportunities 

for them

Despite macroeconomic pressures, many consumers are demonstrating 
strong levels of resilience.

Customer Resilience: Disruption is a constant

56% 68% 44%

Safeguarding Dreams & Aspirations

They  know wha t  they  wa nt

P r i c e  s ens i t i v e

Ha s s le - f r e e  produc ts

The African Consumer
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Safeguarding Dreams & Aspirations

Some will cut back 
expenses

Customer resilience is how consumers
cope with uncertainties. 

Others, downgrade 
their lifestyle, move to 
smaller/cheaper 
residences, schools etc

Others will adapt 
their own ways

Resilient consumers adapt 
to living with uncertainty 

on their own terms

Safeguarding Dreams & Aspirations

Focus on sustainable 
growth – solve unmet 
needs, and add value

VALUE

Take what you are good at 

and give it a twist. 

INNOVATE

Design a delightful customer 
experience

CUSTOMER EXPERIENCE

When consumer behavior is
changing, how do we enhance
Customer Resilience?
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What are we doing as 
an insurance industry?

11

Insurance & Financial 
Services Industry 
Championing Customer 
Resilience

Safeguarding Dreams & Aspirations

Here’s what Britam is doing.
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Britam Pharmacy First Service

Safeguarding Dreams & Aspirations 14

Britam Micro Insurance – bite size offerings

Bima Ya Mwananchi Personal Accident Kinga Ya Mkulima
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Sustainability: Flood Insurance

Safeguarding Dreams & Aspirations


