
A HOST OF HIGH-TECH
ENHANCEMENTS ARE WORKING 
TO MAKE EVERY ASPECT OF 
THE INSURANCE BUSINESS—
FROM PICKING A POLICY TO 
PROCESSING SUBMISSIONS—
SIMPLER, FASTER, AND MORE 
COST-EFFICIENT.
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Transportation in its current state 
is greatly inefficient. Today, more than 
240 million vehicles are used just 4% of 
the time in the U.S., with 20% to 40% 
of cities’ real estate devoted to park-
ing, and 8 billion hours of citizens’ lives 
spent waiting in traffic. While the future 
of transportation is widely unknown, 
creating unique connection points and 
access to data allows businesses to 
adapt how they successfully service 
their customers today and in the future. 

Thanks to insights from providers like 
Arity, carriers may soon provide cus-
tomers ultra-customized trip insurance 
plans on an as-needed, real-time basis. 
And should an accident occur, con-
nected vehicles will be able to assess 
damage automatically, and policyhold-
ers will be able to submit claims and 
start inspection processes just by send-
ing pictures from their smartphones.

Similar solutions are poised to revo-
lutionize the process of obtaining and 
using insurance policies in other fields, 
as well. For example, when customers 
are researching health or life insurance 
providers, artificially intelligent systems 
will soon recognize personal histories, 
behaviors, and potential risk profiles, 

ing to make every aspect of 
the insurance business—from 
picking a policy to processing 
submissions—simpler, faster, 
and more cost-efficient.

“What we’re seeing is a 
perfect storm of convergence 
in the industry, and technol-
ogy is the enabler,” says Jay 
Weintraub, cofounder and 
CEO of InsureTech Connect, 
the world’s largest insurtech 
event. “Connectivity is now a 
fundamental aspect of con-
sumers’ everyday lives, and 
it has changed the way they 

expect to interact and do business with 
brands of every kind—including insur-
ance providers. With startups leverag-
ing cutting-edge technologies—from 
machine learning to drones—and digital 
automation to eliminate paperwork, 
speed up processing times, and more 
accurately process claims, the possibili-
ties start to seem almost unlimited.”

In addition to providing significant 
cost savings and process improve-
ments, high-tech tools are being used 
by many leading companies to launch 
entirely new business models. As de-
vices and digital records become more 
connected, more upstart insurance 
carriers will work to identify new sales 
prospects and tailor targeted solutions 
to fit them, according to top market 
analysts from McKinsey & Company. 
Along with this bustling business eco-
system will come even more powerful 
hardware, software, and open-source 
tools, leading to even more rapid-fire 
advancements and opportunities for 
forward-thinking providers as the space 
evolves.

“Looking ahead, it’s not hard to envi-
sion how technology can help power 
more effective and engaging experienc-
es for both individuals and businesses 
of every size,” says Weintraub. “Thanks 
to new high-tech developments, the 
insurance industry is poised to witness 
big changes in coming years—changes 
that will only continue to help it evolve 
for the better.”■

FROM ONLINE RETAIL TO STREAMING VIDEO, 
today’s omnichannel shopper expects every 
exchange with a brand to be quick, seamless, 
and personalized. Seventy-one percent of buyers 
prioritize timely service, and customer experience 
is overtaking price and product as a key brand dif-
ferentiator. For that reason, top insurance carriers 
are shifting to customized policyholder interac-
tions—thanks, in part, to artificial intelligence (A.I.).

“Technology is forcing the insurance industry to 
take a hard look at how it engages customers,” says 
Thomas Harrington, global insurance industry mar-
ket leader for digital transformation pioneer Pega-
systems. “The policyholder experience has moved 
from being just one pillar of carriers’ strategy to a 
core tenet of their overall vision. As a result, they’re 
starting to use data to deliver more personalized 
solutions.” Every interaction insurance carriers 
have with policyholders matters, he points out, 
and each is an opportunity to boost or chip away at 
customer loyalty. Competitors are often just a click 
or call away. 

Customer engagement solutions—such as 
Pega’s A.I.-powered Customer Decision Hub, robot-
ics automation, and digital service capabilities—
can help insurance carriers automate processes 
and optimize exchanges at every touchpoint along 
the customer journey. These tools enable predic-
tive real-time engagement strategies, empower-
ing carriers to offer more proactive messaging 
and custom marketing campaigns while allowing 
them to enhance their understanding of custom-
ers with every interaction. Pega’s cutting-edge 
business analytics tools help determine which 
next steps, offers, or choices shoppers should be 
presented with in real time. “Think of [these tools] 

as the connective tissue behind business and IT 
infrastructure—an always-on brain that helps you 
optimize customer interactions and deliver the 
right outcome for every policyholder every time,” 
says Harrington. 

Pega’s suite of digital transformation solu-
tions can easily integrate with preexisting digital 
frameworks, making it easier to boost policyholder 
retention rates and enhance brand loyalty. It also 
unifies disparate high-tech channels into central-
ized, smart information hubs that keep customers 
coming back time and time again. Now the tools 

can deliver high-impact results in just 90 days with 
even limited data sets, and supporting carriers are 
seeing upsell, cross-sell, and satisfaction rates 
soar. Better still, Pega’s A.I.-powered, self-learning 
technology is also adaptive—it can help insurance 
carriers improve business results steadily over time.

“Carriers increasingly need access to business 
intelligence that understands each policyholder’s 
needs and analyzes purchase, retention, and risk 
factors to deliver personalized outcomes,” Har-
rington explains. “We offer a way for insurance 
providers to kick-start digital automation faster 
by pairing customers’ individual needs with the 
breadth of available solutions.”■

TOMORROW’S
INSURANCE BUSINESS
TODAY                     Artificial intelligence
                     and digital automation
 are transforming the
 customer experience.

and quickly customize and price offers 
in minutes. Likewise, underwriting for 
property and casualty insurance prod-
ucts will become increasingly digitally 
automated, drawing upon multiple 
data sources to provide optimal solu-
tions in seconds. Self-aware comput-
ers so intelligent that they could pass 
for humans will help users submit and 
process claims in coming years, and 
connected devices with built-in sen-
sors will assess the extent of damage 
or associated losses. In short, a host 
of high-tech enhancements are work-
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 “TECHNOLOGY IS FORCING THE INSURANCE
INDUSTRY TO TAKE A HARD LOOK AT HOW IT
ENGAGES CUSTOMERS.”  

THOMAS HARRINGTON, PEGASYSTEMS
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