CASE STUDY
Insurance leader who is a driving force for tech
innovation establishes customer service center
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Insurance company Natixis Assurances is part of the Groupe BPCE
created in 1982. Natixis develops and manages a full suite of insurance
products and services.
The Groupe BPCE defined insurance as one of the four strategic goals of
New Frontier 2014-17 plan. As personal insurance (life insurance,
disability, loan insurance) has become more international within the
Caisses d’Epargne market in France, in 2016, Natixis Assurances began to
play a more significant role within the Groupe.
In 2015, the company’s new products for Caisses d’Epargne institutions
led to Natixis Assurances opening a center of expertise and customer
service center in the heart of the Lille metro area. First employing 20
people, the number of jobs at the site increased sixfold in the past four
years and continues to grow.
Five years after the Lille location opened, Hello Lille Invest met with
Natixis Assurances to learn about how its location in the center of Lille
contributed to the company’s enthusiasm for its digital revolution.
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Natixis Assurances wanted its center of expertise to have local roots but
be close to both Paris and Reims. The new site’s location needed to meet
for four main criteria:
- Provide attractive real estate prospects in a dynamic economic
environment close to Paris
- Offer a strong labor pool enriched by a reservoir of university talent
and a network of top-tier educational institutions that able to meet the
needs of growing business
- Be a site well-served by public transportation, guaranteeing accessibility
to employees and facilitating a Paris commute

- Boast a mature business community within the customer service
industry and embrace technological innovation.
Following a study conducted by Hello Lille Invest to show how the Lille
metro area met the company’s requirements, Natixis Assurances decided
to establish a site at the Haute Borne hub in Villeneuve d’Ascq.
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Christophe Le Pape, Executive Director of Human Insurance Professions
at Natixis Assurances, explains how the company came to recognize that
technological innovation is crucial, “Inspired by specific goals related to
customer relationship, we spent significant amounts of time thinking
about our processes, tools, management styles and the work environment
we offer.”
The management team reveals how the Villeneuve d’Ascq site served as a
pilot, “We decided to not use the same processes and tools that we had
already, but to start anew, focusing on technological and cloud-based
processes that were a complete departure for us.”
This technological revolution, accompanied by an organizational and
cultural transformation, including flattening hierarchical structures, made
it possible to empower every employee and encourage agile and
collaborative work methods. This approach paid off for the company and
was used as a model when, in 2018, the company created the multibrand, multi-site Center of Expertise and Customer Service Center
(CECSC).
In the Lille metro area, this strategy still bears fruit as the site continues
its growth trajectory.
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As pointed out by the board of the CECSC, the work being done by an
employer’s brand is critical when setting up business in the region, “Just
because the name of the company is Natixis, because we are part of the
Groupe BPCE and because have a presence in Paris does not mean that
it’s easy for us to recruit in Lille.” Applying this observation, Natixis
Assurances has created an innovative recruitment process involving
current employees in the process of selecting new employees.
The company has decided on a collective approach to management. On a
daily basis, managers are constantly thinking about new management
techniques and how to apply them. The goal is to give teams more
independence, empower employees, and create more flexible work
schedules.
The company's management style also focuses on inspiring loyalty in
employees within an industry where recruitment is very competitive. This
is done by offering career paths that encourage talented people to want
to stay with the company, and it is also a way for the company to
differentiate Natixis Assurances’s recruiting policies.
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English translation

The insurance industry has historical roots in the Lille metro area. The
culture of customer service is also strong in the region. The insurance
industry is undergoing change and is subject to a regulatory environment
to which businesses must constantly adapt. To address this, Natixis
Assurances has chosen the path of innovation and technology.
Far from seeing competition as a threat, Natixis Assurances uses it to
move forward, “Insurance-tech and startups challenge us with regards to
the ease of accessing insurance and the quality of the customer service
they provide.”
Benefiting from the diversity in the Lille-area’s business scene, Natixis
Assurances works collaboratively with other local players. The company
partners with the Ecole Centrale de Lille to strengthen ties between
students and the work world. Furthermore, working with the Caisse
d’Epargne Haut de France and the Banque Populaire du Nord, Natixis
Assurances has facilitated the creation of a new model of fintech
incubator as part of EuraTechnologies.
The cultural and technological transformation that Natixis Assurances has
undertaken, specifically at the pilot site in Lille, has enabled the company
to consolidate its position as a French insurance leader.
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www.hellolille.eu
contact@hellolille.eu
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