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In comparison with the banking industry, the insurance sector is a late starter when it comes to embracing 
technology. However, the author believes that in the next 5-7 years it will be way ahead of its peers. This white 
paper offers the author’s vision of how in the near future technology will transform the insurance sector around 
the globe.
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INSURANCE @ SOURCE
When Gen Y is obsessed with “Why not”, Gen Z is growing up with a “Why 
not now” attitude. According to the Wiki, “Many members of Generation Z 
are highly “connected,” having had lifelong use of communication and media 
technology like the World Wide Web, instant messaging, text messaging, MP3 
players, and mobile phones, earning them the nickname “digital natives”.

This makes Gen Z expectation momentary or “Just-in-Time”. Considering this, 
what will Gen Z expect from insurance? Here are some thoughts on how it will 
impact an individual in 2020 and beyond

TIME MACHINE STARTS NOW TO 202X
Insurance will become unitized and embedded. It will become an integral part of 
everyone’s life.

Every object will become 
intelligent and have the ability to 
communicate. Take for example, 
something as simple as our dress. 
When the color fades, it will alert 
the manufacturer, who in turn may 
call and send you a replacement. 
Similarly, the bookshelf will inform 
us how many books are unread and 
suggest a convenient time to read 
them or our shoes will display the 
distance we have walked and so on. 

Most of the objects we use may start 
communicating, not only with the 
owner but also with those who may be impacted such as the manufacturer, printer, 
publisher, author, etc. Consequently, this information will help individuals and 
associated people/ machines support smart relevant decisions or actions. 

As the number of momentary decisions increases, unknown risks, duration and 
risk of occurrence will become critical parameters for the insurer and the insured. 
Technology will extend its arm for ‘moment-by-moment’ tracking and offer 
support to assess risks with accuracy.

Insurance premium will be standardized across insurers and In addition, offers 
will determine their growth. For example if insurer A charges 10 $ for a cover, 
insurer B will charge 11$ for a bundled offer.
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INSURANCE INSTANCES IN 202X
Let us visualize how insurance will impact every-day life in the future:

1) When we buy a ticket for a show/ 
film, we will have the option to choose 
‘insurance’ cover for any accident 
occurring within the venue. This will be 
tracked minute-by-minute. For example, 
if a person has an accident at the 45th 
minute of a 60-minute movie, only a 
proportionate coverage will be paid – not the whole amount. 

2) When we eat at an authorized restaurant/ hotel, health insurance premium 
may be collected to cover minor health issues 
for a defined time say 10 hours. If the person 
falls ill, he or she can visit an authorized 
virtual doctor, who in turn will diagnose and 
communicate the health issues and validate the 
cause, communicate to the insurer, seamlessly. 
Based on this, patient will receive credit for 
the consultation charges and for the medicines 
through medicine vending machine.

3) Most of the vehicles will be driver-less, vehicle mechanism will determine 
the behavior of the vehicle. Car manufacturers/ renters will bear the cost of 
Insurance of the vehicle and will charge ‘all- inclusive’ bill, based on usage. 
Means there will be no separate auto insurance cover for driver-less vehicles! 
Vehicle black-box will automatically determine the almost accurate claim 
amount and advice insurers to approve for payment. 

4) Duration of occupancy of person in home will be the measure of home 
insurance. Any accident will be communicated instantly to the insurance 
company through sensors and the finances for rebuilding will be taken  
care of.

5) When we enter our office, sensors will note the entry and exit time and 
insurance will be deducted from our salary for the time we spend in the 
office.

In conclusion, the speed at which technology is evolving, we will be monitored, 
driven or guided by intelligent objects.
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TRACKING & TRANSACTIONS 
Tracking of insurance transactions will become simpler and faster. All insurance 
transactions will be centralized across insurers. Moreover, authorized re-insurers 
will issue a ‘Universal Insurance Virtual Card’, which can be used by the consumer 
to complete transactions globally with any insurer.

Similarly, insurance payments will be during the transaction or collected at the 
source and recorded virtually. In addition, all transactions will be timed to the 
millisecond and the insurance cover amount and the duration will be tracked.

In the same way, one can gift insurance credits to another, which will help to 
cover the risks involved during particular events for given period. For instance, 
you can gift your friend 10 pounds/ dollars’ worth of insurance credits.

Correspondingly, there will be more instances of consortium arrangements 
between insurers. For example, if a cinema hall or shopping mall is filled with 
people who have chosen to insure with the same insurer say “A”, the insurer 
can instantly agree with other insurers to share and cover the risk and transfer 
premiums for that particular specific duration of show. 

How Life/ Pensions insurance be done? 

The insured will continue to have traditional payment options but with more 
flexibility. Additionally, any discounts or promotions received from their Property 
and Casualty (P & C) insurance will be transferred to their Life/ Pension insurance 
fund in units as per regulatory requirements. This will be accumulated for a set 
amount of time and after the lock-in period; the insured can withdraw or use it 
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to invest in other products. In addition, they can arrange for a short-term pension 
plan, for example pension payments just for 12 months starting from the Nth 
year.

Will there be an impact on Commercial Insurance? 

Third party liability insurance will shrink; office buildings will cover only certain 
categories of accidents. For all other classifications, the individuals concerned will 
pay for the insurance cover. This will lead to the prevalence of ‘double insurance 
avoidance’. 

In addition, new types of insurance may emerge such as: 

a) Social media’s impact on insurance–Twitter/ Facebook/ LinkedIn may 
collect insurance directly; insurance companies will tie up with social media 
companies to sell their policies covering abuses or image or quote copy right 
issues. 

b) Online retailers such as Amazon, Wal-Mart, Flipkart, Pizza Hut, etc., may 
insure for delay in delivery for particular types of goods or services (for 
example, delivery of food items or wearable).

These are interesting concepts. However, will the industry ever witness these 
changes? Though we have no clear-cut roadmap, the insurance sector is bound to 
transform along these lines, and if it happens, similar to the transition from ‘cash 
payment’ to’ card payment’, it will be a seamless one.

Conceptualized Transformed Insurance Organization in 202X
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Coming back to the current scenario it is important for insurers to address the 
following questions:

1) If technology is going to be a key driver in the future, how can they align  
with it?

2) Do they have the right technology partners?

3) What are the priorities for the next 3-5 years? 

4) What is the role of the technology services provider?

The following is our attempt at finding an:

Changing Business Priorities – Global Insurer vs. Local Insurer

Though the line of business—life and non-life, primarily differentiates insurance, 
in the future we believe there will be no such distinction. 

In fact, life stage events will determine our risk and coverage, and not the term or 
what it covers. For example, if a person has an accident while driving a car, then 
three basic insurances—accident insurance, life insurance and vehicle insurance 
come into play. However, in the future, auto insurance will have to cover accident 
insurance and accident insurance needs to cover life. In effect, one business will 
have to compliment another. 

Similarly, from a consumer’s point of view, the difference between global and 
local insurers is of little significance, as their decisions will be based on the service 
levels. Consequently, there will be a fierce competition between global and local 
insurers for each consumer. 

Interestingly our observation across the market suggests that, “Global Insurer 
wants to become Local” and “Local Insurer wants to become Global”. It also 
brought out the fact that they have one thing in common, which is “profitable 
growth”.

Global Insurers business priorities

Identify specific markets to become Local (deeply penetrate the identified 
market)
Focus on integrated product selling (cross selling is high priority)
Consumer segment relationship building–especially Gen Y and Gen Z
Uniform customer experience–irrespective of the location, the consumer will 
get a uniform experience 
Agents consolidation–improving the agents force in the local market for 
specific product types
Create a Global product/ product groups structure – measure product Profit 
and Loss (P & L) globally
Acquire or partner with local insurers to improve local skillsets, customer base
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Local Insurers business priorities

Focus on specialization in specific product segments (like Specialty lines) and 
expand globally
Enhance customer experience through local knowledge 
Increase retention of existing customers (upsell is high priority)
Tie-up with other insurers (local and global) to provide integrated services
Customer service is based on profitability and delivering more privileges for 
the existing customers
Tier 2/ Tier 3 expansion through the agents network – recruit more agents
Integrate with other channels for distribution and services and explore different 
engagement/ partnership model

Whether local or global, insurers consider technology as a tool for profitable 
business growth. As a result, IT is already embedded in every function/ process/ 
department of the organization. For that reason, let us analyze the key functional 
areas and evaluate future strategies.

Technology in Distribution: “Under construction – since N years!”

5 years ago, insurers invested in silo applications with different platform/
technology with or without evaluating the benefits. Predictably, upgrades/ 
support became a challenge. In addition, newer technology/ platform provided 
100+ more features at low cost.

Consequently, CXOs of insurance organizations 
started investing in technology-agnostic platforms, 
with the aim of achieving “Do-once-and-deploy-
anywhere”. For example, an agent application 
developed for iOS will work with the latest version 
of the Android. For the first time, both the insurance 
business and business support teams are planning 
together to fund a common cause. In addition, the 
distribution team is expecting that the technology 
will provide them with accurate information to 
target a customer with the best product, by capturing their intrinsic behavior and 
helping to deliver relevant products faster, cheaper, and better. 

Core platform: “Modernization is high priority – but to be handled 
with care”

For more than a decade, legacy insurance platforms are either modified or 
enhanced to integrate with other systems for improving productivity. As a result, 
IT teams have to manage multiple technology applications, legacy and new 
generation platforms, particularly when there has been a merger or an acquisition.
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Similarly, operations teams are cautioned to use the 
existing system carefully, otherwise they will have to take 
the burden of impact in some other processes. Accordingly, 
they keep a manual or maintain excel copies of whatever 
they are doing, which in turn reduces productivity.

In recent times, CIOs, CXOs and vendor mangers 
have evaluated many technology services providers for 
maintaining their legacy systems, while at the same time 
trying to identify a replacement for the existing cost 
heavy systems. Conversely, while many small insurers 
have deployed next generation lighter platforms, mid and large-scale insurers 
have been unable to identify a suitable platform and hence have extended their 
modernization deadlines.

Congruently, another set of insurers are trying to identify technology partners 
who can maintain their legacy systems and also convert or migrate it to a new 
platform.

This may take a couple of years or sometimes longer. However, it can be 
safely forecast that the modernization exercise would be completed by 2017. 
Nevertheless, insurers will realize the Return on Investment (ROI) only around 
2020.

Products & Rating Engine: “Under testing”

There has been an interesting development in automobile 
insurance. In the emerged markets, UK & US, telematics, a 
decade old innovation, is also being tried to use to assess the 
probability of a driver having an accident and accordingly 
estimate his insurance premium. Reassuringly, many young/ 
new drivers, targeted for telematics, have purchased insurance 
on a trial basis. However, it is too early to say whether it will 
catch on, be profitable for insurers. We will have to see the 
rate of renewal after a year to judge its success.

In 2015-16, product configuration and ratings are expected to be transform 
radically posing core system integration challenges

Systems Infrastructure: “We are moving to: “PO Box: 12345, Cloud”

In the last 3-5 years, most insurers were considering data center consolidation as a 
means to overcome their technological challenges. 
Today, despite regulatory compliance issues—
which they expect to be amended favorably, they 
are also evaluating the hosted model i.e., private 
Cloud. In any case, in the next 2-4 years, at least 
the front-end applications are expected to be 
hosted in the Cloud.
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Consequently, insurers are evaluating various vendors and the pros and cons of 
investing in the Cloud. Accordingly, IT vendors are proposing solutions such 
as hosting existing applications in the Cloud, converting the capital cost to 
operations cost etc., However, it may take a couple of years for insurers to finalize 
a vendor.

Operations outsourcing: “Assets are in good condition but they are 
for sale”

At first, insurers, both life and non-life, began outsourcing call-center operations 
and today they have graduated to outsourcing non-core operations. In order 
to launch new business strategies and free their resources, traditional life and 
annuity insurers are keen to outsource their closed books. 

However, closed books processing vendors have also become 
circumspect. They have become careful about costs and 
profits. This has led to many tough no-result negotiations. 

In fact, a life and annuity insurer is struggling to outsource 
their recently closed annuity business because vendors are 
cautious of the taking on the burden of servicing the claims 
settlement for the next decade.

Considering the prevailing scenario, it is expected that by the end of 2017, there 
may be 3-4 matured closed books processing vendors to serve Life & Annuity 
carriers and the business and operations would become commoditized with 
attractive offers for their platform-based solutions.

Similarly, 2016-2017 will witness new life insurance products as life insurers’ 
focus on launching new products by leveraging their R & D savings.

Actuarial: “Job Available”

Insurers are looking to improve risk assessments by bringing 
in scientific underwriting methods through technology—
including investments in predictive analytics and tools to 
capture the right information from multiple channels. 
Furthermore, in next 5 years, analysis and predictability 
will be done by high-end technology systems and will 
prescribe the underwriters with predicable risk assessments supplemented by real-
time external data. The actuaries/ underwriters will be responsible for taking final 
decisions.

Selection of IT Partners: “Throwing out the bad apple” 

Vendor consolidation has been a topic of discussion for some time now. Insurers 
have empanelled new vendors as an outcome of mergers and smaller vendors for 
their expertise in specific skillsets and relationships. This has also led to a gradual 
transformation in their approach to selecting IT vendors. Earlier, the CIO team 
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with cost arbitrage as the main objective predominantly drove the process. Now 
it is driven by a combination of CIO, COO and VMO teams.

The change in the approach is driven by the insurer’s need to capitalize on the 
advantages of the best practices adopted by their 
competitors. They believe that one way of handling it 
would be by identifying vendors/ partners having the 
experience of handling their counterparts. Similarly, 
they eliminated vendors incapable of giving them 
value through business-aligned technology. Some of 
the other vendor evaluation parameters are: 

1) Cost reduction 

2) Capability build investments
3) Global presence and experience
4) Replicate similar success stories 
5) Platform/ niche technology capabilities
6) Business knowledge 

However some of the parameters used to evaluate technology service providers by 
next-gen insurers are:

a) Participation in technology decisions 
b) Understand future business needs and suggest technology enablement
c) Ability to provide end-to-end data management services (segmentation, big 

data analytics, business usage reporting, data security, etc.,)
d) Deliver budget utilization v/s service value–KPIs for proactive services
e) Co-invest in innovation or collaborated investments in specific areas such 

as testing, building platform Centre of Excellence (CoEs), build shadow 
resources for existing retiring employees

f ) Support new business acquisitions, create technology enabled go-to-market 
for new geos with outcome based business models– end-to-end service 
enablement

g) Collaborate with other vendors, service providers, consultants, and their 
own captives – contractually 

Technology Vendors v/s Strategic Partners:

What are initiatives taken by IT services providers to improve their business and 
enable the insurer’s goals? What are they doing to ensure top of the mind recall?

Some of the key steps/ initiatives taken by technology services providers are:

 y Identifying specific areas to build capabilities, along with their strategic 
insurance customers and focus their investments. Socializing their business 
plans with insurers and getting their upfront commitments 
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 y Partnering with other vendors. Building a joint shared vision with the insurer 
and sharing their investments is another strategy

 y Using the insurer’s captives to create a collaborative eco-system. Some 
innovative engagements with insurers include joint ventures and using build 
captive assets as shared assets. 

 y Focusing on value creation to customers by proactive measures for identified 
customers for business growth–not many have come out with a measurable 
value – a few IT leaders like HCL have matured to introduce a value creation 
platform with which insurers have harvested business & IT benefits

 y Building enough confidentiality and compliance measures on security data 
and business models

 y Co-creating IPs & asset monetization initiatives to enable a better working 
relationship with the insurer’s top management 

 y Enabling an end-to-end full service business outcome based commercial 
model for large development programs Demonstrating insurance business 
expertize – as insurers expect at least 50% of the team structure to be business 
oriented or platform specific SMEs. Insurers want them to advise them from 
their working experience with other insurers.

 y Building winning relationships by networking with leaders in the industry by 
conducting TED type of conferences

These are just indicative areas. A few IT companies have acquired insurance 
companies to gain business expertise in the past as well. 

State-of-Convergence: 

In next 2-4 years, convergence between Insurers strategy and Technology vendor 
strategy will transform existing Target Operating Model. The picture given 
below is a visualization of the Insurer’s Target Operating entity. 
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Business + IT + Technology Vendor: Integrated Engagement 
Model:

Each layer of functional groups along with their respective IT teams will find 
partners to work with; the objective and the goals will be different. However, the 
following points will add uniqueness to what the joint team can do:

a) Co-innovation/ Co-creation of IPs, technology platform decisions and 
introduction of innovative concepts such as gamification will be agreed upon. 
Outcome based model will be prevalent. Operations team, IT team and 
IT Partners will jointly execute distribution transformation programs for 
business growth and share the benefits. 

b) Asset monetization type of innovative models will be leveraged for additional 
revenue. Integrated services will be the focus and open/ closed books 
outsourcing decisions will be done jointly with the IT partner.

c) Non-core business operations such as finance, HR, administration, regulatory 
reporting will be outsourced to expert vendors. Outcome based pricing 
model will reduce cost of operations drastically. 

d) “Data Supermarket” will be one of the 
most focused areas across insurers. This 
will be similar to a supermarket where 
commodities are categorized and arranged 
according to customer segments. This 
might be controlled and operated by a 
central core IT team and the partner. 
The commodities are “packaged reports/ analytics” to be used without re-
engineering. Functional teams, partners, re-insurers, stakeholders, regulators, 
or associates with insurers will be served through this setup. Data supermarket 
will categorize and sell these data packages with pre-defined criteria for 
internal departments/ functions. For example, the Chief Marketing Officer 
may subscribe for “Shoppers behavior analytics” and will be sold at 5 dollars/ 
euros. This data market will be integrated with all third party data services – 
including telematics data service providers and other consultants. This will 
evolve as the most critical IT organization moving forward and will report in 
to CEO directly. 
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CONCLUSION
In the next 4-5 years, we will see technology embedded in every part of the 
insurance business and subsequently it will be embedded in every one’s daily life. 
This will ensure that the future of Gen Y and Gen Z will be financially secure and 
safe.

The current market is influenced by economical, geo-political, environmental, 
and technological risks. In addition, insurers aspiring to become next-gen players 
are currently trying to balance cost pressure and business growth, which may 
continue for the next couple of years. This has made them understand the need 
to engage with the right next-gen technology partner.

Therefore, insurers are expecting technology services providers to support them 
proactively, share investments, build capabilities and capacities. They also expect 
them to understand the business and devise innovative strategies for the future. 
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