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Digit Insurance Settles 1 Million Claims in FY 2025-26; TATs
Improve Across Services & Claims

e 6in 10 health insurance cashless approvals cleared within 20 mins.

e Post-policy fixes mostly instant or completed in under two hours.
Biggest claims paid touched 32-3 crore (motor TP); largest health claim at 30 lakh.

Bengaluru, 06 May 2026: Digit Insurance (Digit), one of India’s leading digital full-stack
insurance companies, said it settled over 1 million claims across all lines of business in

FY 2025-26. The Company, as part of its 14" Transparency Report, also revealed various

service and claims-related turnaround times (TAT), showcasing how it performed against

various regulator-set timelines.

Digit revealed that in FY 2025-26, 82.9% of its health insurance cashless approvals were

cleared within just 30 minutes (compared to one-hour prescribed requirement), while

most post-policy fixes (updation/correction service requests) were completed

instantly or under two hours, well within the prescribed 7-day benchmark.

In afirst, the Transparency Report also expanded its disclosures to include everyday
service TATs, showing how “instant” is the new standard for post-policy operations across

retail health, motor, and non-motor lines of business. Below is a quick view of customer-

facing service metrics:

Policy Fixes: Customer requests for
policy changes are largely

resolved on an average in a couple of
hours, compared to the prescribed
7-day mandate; with the fastest TATs

for most requests being
addressed instantly.

First-Time Resolution (FTR): 95% of

Post-Policy Service Operations
(Corrections & Updates)

Service request Retail Motor

(Fastest / Average)

(a) Change of Address
(KYC norms to be complied)

(b) Registration / change of

: Instant/ 0.03 Hrs
nomination

(c) Alteration in Original Policy

conditions (where applicable) Instanit) 0.65 Hrs

(d) Change of location of risk NA

(e) Any other non-claim

related changes Instant / 0.03 Hrs

(f) Cancellation of policy and

Instant / 0.8 Hrs
refund of Premium

Instant / 0 (Auto approved)

Prescribed Benchmark:

7 Days across all applicable requests*®

Retail Non-Motor

(Fastest / Average)

Instant / 0 (Auto approve:

Instant/ 0.03 Hrs

Instant / 0.40 Hrs

Instant/ 0.28 Hrs

Instant / 0.40 Hrs

Instant/ 1.89 Hrs

customers calling the helpdesk received a resolution on their very first call.

Health Retail
(Fastest / Average)
d) Instant / 0.27 Hrs
Instant/ 0.17 Hrs
Instant / 0.23 Hrs
NA

Instant / 0.24 Hrs

Instant / 0.32 Hrs

Social Media Agility: The average response time (FLR) for customers reaching out

via social media is now 4 minutes and 19 seconds.

Digital Adoption: Over 4.7 lakh customers utilized WhatsApp self-service for real-

time updates.
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Digit also shared granular claims data to reinforce customer confidence. Key claims
metrics from the report are outlined below:
e Cashless Facility Approvals: The Cashless Facility Approval TAT
fastest recorded approval took only 3 o o Fr2s26

Fastest approval of cashless ===~ FY 24-25
60% facility we have provided to a
customer in FY25-26

21.38 MINUTES

Average TAT for cashless
e, 25.7% pre-authorization in FY25-26

minutes in FY25-26 while the average
stood at 21.38 mins.

40%

e Reimbursement Claims

Cashless Facility Approval (%)

20%

Settlements: Nearly 92% of claims

........
...................

0%

21-30 31-40 41-50 51-60 >60
TAT (in minutes)

were settled within 7 days, with the
fastest reimbursement processed in 3.46 hours. The highest single claim
settled touched X30 lakh.

e Motor Insurance: Vehicle repair approvals (overall) were clocked as fastas 5
minutes and around 71% of repair approvals were done within 12 hours. The
largest individual third-party motor settlements reached ¥2.02 crore (two-
wheeler) and X3 crore (private car).

e Travellnsurance: A major travel claim of ¥18.65 lakh in Indonesia was settled
in 3 days and 9 hours.

Digit also revealed critical benchmarks related to Ombudsman escalations, health
insurance performance, and evolving customer behaviour. The report’s key disclosures
are summarised below:

e Ombudsman Cases: Out of 11.16 lakh claims processed, only 339 complaints
went to the Ombudsman.

e Health Claims Performance: Successfully settled 2.94 lakh health
claims, maintaining a lean repudiation rate of 7.95%.

e Customer Insight: The share of customers who used WhatsApp and still called our
call centre for next-step clarity dropped sharply to 11%, down from 29% in FY25.

Part of its core value of "Being Transparent", Transparency Report is Digit's bi-annual

exercise where it goes beyond mandatory disclosures and shares various data-led insights
and stories to its customers, partners and all other stakeholders. Titled “In Pursuit of Ikigai:
Standardising Care, Craft, Rigour & Value in Insurance”, the report, anchored in the theme
of Ikigai, brings together key disclosures and data-led snapshots that show how the
Company is strengthening customer outcomes, especially across claims and service
experience.
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About Go Digit General Insurance Limited

Founded by Kamesh Goyal in 2016, Go Digit General Insurance Limited (“Digit Insurance”/“GDGIL”) is a publicly
listed general insurance company and is one of the leading new-age insurance companies in India. It leverages its
technology to power what it believes to be an innovative approach to product design, distribution and customer
experience for non-life insurance products. With its Registered Office in Pune and Corporate Office in Bengaluru,
Digit Insurance is one of the first non-life insurers in India to be fully operating on cloud. Digit Insurance won the
Digital Insurer of the Year Award 2024 at the prestigious Asia Insurance Industry Awards 2025, Singapore. GDGIL is
also part of the Fortune India 500 List (Ranked 274) and Business Today BT500 India's Most Valuable Companies
(ranked 246 based on market cap). It has also been recognised as the ‘Top Employer in India’ for 2024 and 2025 by
Top Employers Institute, Netherlands. Digit Insurance offers motor insurance, health insurance, travel insurance,
property insurance, marine insurance, liability insurance and other insurance products, which the customer can
customize to meet his or her needs. Digit Insurance, through its tech-enabled process, focuses on product
innovations to help satisfy real unmet insurance needs.

Note: Trade logo of Go Digit General Insurance Ltd. displayed above belongs to Go Digit Solutions Private Limited and
is provided to and used by Go Digit General Insurance Ltd. under license.

For further press queries, please get in touch with Mr. Sabari Saran (+919711677055) or send an email to
sabari.saran@godigit.com/mediarelations@godigit.com



mailto:sabari.saran@godigit.com/
mailto:mediarelations@godigit.com

Standardising Care, Craft,
Rigour & Value in Insurance
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DIGIT STORIES: HOW WE COVERED FY2026
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A MISSION TO BUILD TRUST THROUGH TRANSPARENCY

Picture this: Riya fles o claim nd the only question that matters is what happens next This is the

honging. By treating transparency as the defoult (things we get right and things we dorit, we et
s e,
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to Health Claims FY 2025-26
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OUR HEALTH CLAIMS PAYOUT
Claim Count
Status Retai Health Group Health Total
A Outstanding on 1t Apri 2025 0 647 5017
B Cloims ntimoted 80z 30973 3771
€ Cloims Poid o 207006 204028
0. Clams Repudioted 50 1802 202
€ Claims cwe Y 15 10165
£ Outstondng at he end 386 7200 7873
Retai Heattn roup Health Total
Decsionsd 5 (C:D1EAE] sssen o771% 766%,
Pending % (F/AvE) a3 220% 2308
WHAT ELSETO LOOK AT:
Repuciaton % (DIAVB.) 735% oso%. 795%
cwp s @A 78 0% 170%

3,17,761  2,94,628 7,573

WP rotio meon,

‘read Digit's Transparency Report 12.

FY 202526, This rate was slightly higher for Retal Health ot 7.35%, primarily drven by standard
witing-period conditions-— common feature of retal policies.

Fair Play: Breaking Down Ombudsman Data

For most customers, fling o claim s o stressful experience—one often clouded by the fear of long
deloys or cifficut arguments. When o decision docsn' feel right, the Ombudsman acts oz an
We dont 2

Atthe startof FY 2025-2
oere s h conaiirtion of the Honfde Oribodarman. Do heyeor 333 s v et

By the end of the year, 250 of these were resolved, while 150 remained under consideration of the
Hon'ble Ombudsman. Of the cases that were resalved, 68 were settied by way of mediation between
the customer and us—a reflection of our wilingness to engage ond resolve concems. Out of the
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25,523 crore. When you ‘the dota of

accuracy of 99.997%. In simpler terms: out of more than a million claims, there were 36 instances
our

ensure we poy ol the genuine clims.
'VOCATION: BLUEPRINT OF RELIABILITY, POWERED BY TECH

Vocation is the high-performance engine where our tech-led strengths meet the scale of the Indian
market. Every decision focuses on making coverage easier 1o grasp and claims easier o resolve,

a the bockground. and ot
justfrom promises.

FY 25-26 Near Perfection Performance Dashboard
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Staying Online: Systems Downtime Cut by 80%

In FY 25-26, digital
the webs portal.and hospital
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How Tech Innovation Makes
the Everyday More Reliable
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Agentic Al-Powered Calling: We use

post-polcy _ valdotions and _feedback

Integrated into workflows with monitoring, i Human-in-the-Loop Architecture
keeps outreach timely and  purposefu, ol i 1 gty mned

improving customer connection. We moke
over 50k outbound calls every month. signifcantly improving reach and response rates whie

maintaining sict qualty goverance,
ated Al-Driven Motor Claim Validation: We use Al 1o reconstruct accidents from customer
narrtion and vehicle images, cross-checking impoct physics ogainst. reported domage. It helps
. InFY26. i ims per

Digit serves 4.7 lakh customers on WhatsApp;
cuts follow-up calls sharply to 11%

Over time, more
Tike WhotsApp. cloim updates,
@ tap awey. Th resl s thot customers e  falow up fewer Hmes

10 Y26, we served 4.7 lakh of 1287

Iive chats on WhatsApp. Whie

In FY26, the share of call centre for
d sharply to 11%. down from 29% in FY25. showing stronger end-to-end resolution on

WhatsApp.

Self-Service Model That Resolves, Not Repeats
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Clarity on First Ring: First-Time Resolu

When customers call, the best experience is simple: get the right answer, toke the right action, and
close it without repeat calls.

n Improves to 95%

In Y26, we handled 113,550 calls compared to 121,253 in FY25, while keeping conversations tighter
it a lowsr averagetolk tme of 0617 versus 06625, Service rsquess moved rom 1£37.858 n
Y25 to 1,563,114 I Y26, with TAT staying largely steady irst Time Resolution (FTR)

95%in FY26, wi T getclosure
reached us.
First Time Resolution No. of Service Requests Turnaround Time.
+2.0%
% Yo (FY25: %) 150 up 15

S eec 6.3%

Avg Talk Time No. of Calls Handled
0061 (prev. 00625) 2K doun o113

JE

Social Medi

: Faster Closures, Clearer Support

c
hos b acted on, “That's what we track: the full path
from the st message to ‘il esolution. In FY28, ot average Fiet Levelof Response Tumargund
Time (FLR TAT) was just 4 minutes and 19 seconds, an impressive improvement from 7.56 minutes
as of lost financial year.

In FY26, our average Social Media Closure TAT improved to 1 day and 6 hours, from 1 day and 10
ours it P25, The anly major anomaly was i o whén our TAT (rossed over 50 hours doe 1 few
inputs, our closure timelines.

|ros  mes

Total Hours

PROFESSION: FOUNDATION THAT SUSTAINS
SCALE & STRENGTH

Profesion n il act o the anchor where the warl's need or securty meetsthe stength of an
enduring business.

and

At Dig,we see this 0 ang-ter viaily inacto. It the sl tht expands access, performance
that funds bettr servic.and each that brings insurance closr to where customers v and work I
eceence, this intorscction of purpese and profit £ what onablee our entire seocystem to endure,
allowing our mission to grow stronger and more resilient with time.

Scale With Stability: Our FY2025-26 Snapshot

Growh s notan end n et Growh i what e o rer the strength to stay dependable, keep
bl customer after year, It reflects the

nbm(y o Invest in better service, build resiience, and honour commitments at scal, oven when

conditions get tough.

You can find our key

WHAT OUR NUMBERS LOOKED LIKE IN FY 2025-26

X5.44B | z11,294crR || 84M
17M 4.06M | %229.22B

Biggest Claims Settlements Reach %2-3 Crore in Motor TP; peak
single-day policy issuance crosses 2.2 lakh

whenthe when le. In FY2026, our biggest
settomanta eached €33 roe 1 mtor vy whle th orges el i e €30 ok

Biggest Claims We Settled
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CAPTURING OUR GROWTH NUMBERS IN FY 2025-26
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Peak Day Polic lssuer
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Employees n 1 Polcy

et those payouts ss an engine bult for voume. Our 2602 AP keep Intsgatons rrning
has helped us issue 2.26 lakh policies on

apeak day, i
employees and serve 98.5% of India's pincodes.

A Note on our i Settement Ratio
we been regularly publishing our cloim settlement ratio (CSR) along with the
memauvagy/fmmura ‘adopted for its computation. At present, there is an industry level initiative
Gimed o achieving uniformity in the dsclocure cnd corputation of CSR given by insurers. We wil
resume the publication of our CSR once the final guidance is issued in this regard.

Wellness Benefits in Action: What Customers Use Most

Alight cough, a sniffle, @ rosh; you tend to ignore small signs. You watch, wait, maybe look for a quick
answer, hoping it passes. Wellness lives in these moments: quiet, everyday spaces where clarity and
early guidance can matter more. Digit's wellness benefits are designed to fit in these spaces.

the years. In FY 2025-26, i
at 319%, followed by dental at 18% and diagnostics at 15%, which reflects a clear shift toward early.
advice and preventive checks. Medicine orders at 10% reinforces the pull of convenience, while the
rest i alonger ol ocross physiotherapy (online & ofinel mentol theropy, and lde care. signaling
comfort with everyday suppor

The Wellness Tree
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Time to wrap this up. Hope the Transparency Report felt like a breezy 13-minute ride. Wiite to us at
and tell us what worked, what did not, and what you want us to unpack
next. We will be back with the next drop in October. Unfil then, take care.
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