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SOCIAL AND RELATIONSHIP CAPITAL

CUSTOMER

Shift from Transactions to Relationships 
Businesses now emphasize long-term customer 
relationships rather than one-time transactions.

Rise of Digital & Personalized Experiences 
AI, big data, and analytics are driving 

hyper-personalized customer interactions.

Customer Trust & Data Privacy  
Regulations like GDPR and growing concerns about 
data security have influenced customer engagement.

Sustainability & Ethical Consumption 
Consumers increasingly prefer brands 
that align with social responsibility and 
sustainability values.

As a life insurer, our relationships with customers, business partners, and the community are essential to our value creation 
process. These connections represent the external social capital of SLI, embodying our mission to achieve Bigger Dreams.

SLI uses customer insights to transform market challenges into tailored solutions, boosting loyalty and solidifying its 
reputation as a trusted insurance provider.
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OUR KEY STAKEHOLDERS REPRESENT SOCIAL AND RELATIONSHIP CAPITAL
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Driving Change Through Lasting Connections and Innovative Customer Experiences
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1 GOVERNANCE OF S & R CAPITAL - CUSTOMER
1.1 Governance and Compliance in Product Responsibility
Our products are designed with a robust policy and regulatory framework, ensuring compliance with both internal 
guidelines and external regulations.

1.2 Customer Data Privacy and 
Technology Standards
At SLI, we are committed to protecting 
the trust and sensitive information 
shared by our policyholders. As 
custodians of sensitive customer 
information, SLI recognizes its 
responsibility to safeguard data with 
the highest security measures. We 
have implemented robust processes to 
ensure secure and responsible handling 
of customer’s personal health data 
records and other personal data. 

Our processes are designed to 
ensure the highest levels of data 
security, starting with comprehensive 
policies and extending to rigorous 
implementation, regular monitoring,  
and continuous improvement initiatives.

1. Access Control Policy

2. Approved Applications Policy

3. Backup and Restoration 
Procedure

4. Information Classification Policy

5. IT Security Incident 
Management Policy

6. Password Policy

7. Third Party Services Policy

8. IT Risk Framework 

9. IT Disaster Recovery Plan

IT policies at Softlogic Life

Internal 
Monitoring 
Procedure

Internal 
Regulation

Compliance review by 
the Compliance officer 
and report to the Audit 

Committee

Board approved 
Environmental, Social 
and Governance Policy 
(ESG policy)

CHALLENGE TO CHANGE PROCESS    
By deeply understanding customer needs, SLI leverages customer capital to turn market challenges into personalized 
solutions, enhancing loyalty and establishing itself as a trusted entity in the insurance industry.

2.1 Diverse Product 
Portfolio 

2.2 Diverse Market Segments

3.1 Product Development

3.2 Product Responsibility

3.3 Distribution Strategy 

3.4 Customer Complaint 
Management System 

3.5 Customer-Centric Innovation

3.6 Brand Promise

4.1 Customer Loyalty

4.2 Customer Trust 

4.3 Customer Financial Well-
being 

4.4 Sustained Growth

4.5 Customer Retention

The Resources 
We Used

The Steps We 
Took

The Results 
We Achieved

External 
Regulation

Prior approval from Insurance Regulatory 
Commission of Sri Lanka (IRCSL)

The provisions of Sri Lanka Consumer 
Affairs Authorities Act No. 9 of 2003 and 

amendments
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