
Seamless User Experience
REPORT SUMMARY

A seamless user experience allows a single input of  data for the entire risk process and a "frictionless environment" to conduct
business anywhere with any device. Younger generations will expect this capability to be available, but many wholesalers are not
prepared to provide it. 

IMPLICATIONS
• Wholesalers to be under pressure to automatically connect with retailers’ and 

carriers’ systems to provide seamless experience for customers
• Questions wholesalers’ place in value chain
• Seamless user experience to be more prevalent as younger generations 

become customers
• Younger employees at companies expect seamless technology solutions – at 

job and on personal devices
• Could have regulatory implications on how this is interpreted; potentially 

change regulations based on the new economic model
• Record high amounts of  capital in industry make tech investments more likely
• Need for specialized underwriting talent may drive this trend
• Complexity of  providing this is based on the line of  business
• Wholesalers need to be more like risk managers
• Provides easier process for the insured to shop
• Wholesaler will need to invest in technology vs less experienced underwriters
• Could be a niche space vendors may not want to serve

HEAT MAP RESULTS

HIGH Probability of Impact
MEDIUM Severity of Impact
0-5 YEARS until Impact on Industry

OPPORTUNITIES
• Opportunity for the larger wholesalers to 

provide if  have resources to invest in a 
solution

• Wholesalers can develop joint ventures or 
partnerships with retailers

• Initially deploy this with less complex classes 
of  businesses

• Can capture 3rd party data; Company may not 
need to rely on an insured’s application and can 
retrieve insured info from various systems

• Wholesalers could be stronger by investing in 
shared data; both company benefit

• Cross sell more products
• Allows company to leverage big data and 

predictive analytics

THREATS
• Too expensive for smaller wholesalers which put 

them at risk
• Possible changes in regulation that allow non-

admitted carriers to collect/pay surplus lines taxes
• May increase risk of  cyber exposures
• Wholesalers could be removed from value chain 

distribution; carriers will need to pick up 
wholesalers’ processes

• Potential increase in profit and loss ratio 
deterioration

• Start-up wholesalers more advanced with 
technology which threatens established 
wholesalers

• Technology investment today may be outdated in 
6-12 months
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IMPLICATIONS
• Traditional brick and mortar businesses 

continue to move to digital. Customers will 
expect the ability to interact without contact 
and have the same experience as in-person 
interactions.

• Current day customers have high 
expectations around personalized service, 
proactive interactions and connected 
experience. The demand for this has become 
even more pronounced with COVID-19.

OPPORTUNITIES
• Organizations have shifted to a remote-

working model which is allowing companies 
to respond to customers’ requests more 
rapidly, shortening the execution cycle.

THREATS
• Existing big data and predictive analytics 

implemented pre-COVID-19 will need to be 
re-evaluated for changes to avoid stale or 
biased recommendations that can cause 
unexpected exposures.

• Forming a clear digital identity becomes key to 
ongoing success. With growing competition 
from insurtechs and the traditional markets, 
P&C insurers need to be selective when 
presenting information digitally. It will need to 
sync with their overall corporate identity or 
could potentially cause confusion among their 
consumers.
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