
Technology Adoption and Innovation 
REPORT SUMMARY

The gap between firms with leading-edge technology and those without it is widening. As costs, complexities 
and lack of  expertise increase, many firms are struggling to define and implement their technology roadmap.

IMPLICATIONS
• Workforce is typically trained for yesterday’s 

technology; organizations need to invest to stay 
current and relevant

• Technology could address underserved market niches 
where small premiums have attracted little interest

• Requires innovation teams, and capital, to focus on 
insurtech challenges

• Consultants recommend teams that balance tenured, 
experienced industry professionals alongside newer 
team members with fresh perspectives as teams look 
to solve challenges

• Modernization of  the claims process presents 
potential innovation for volume and reduction of  
human error with artificial intelligence (AI) application 
via smart, “touchless” claims

HEAT MAP RESULTS

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

OPPORTUNITIES
• Newer businesses and startups with access to 

funding, and without encumbrance of  legacy systems, 
have agility to adapt to or launch new technologies

• FinTech companies are broadening scope through 
investment and acquisition in the Insurtech space; 
presents opportunities for firms interested in 
partnering with a company who can deliver technical 
solutions

• AI and application program interface (API) 
implementations can reduce human work and manual 
errors, particularly at lower levels, and redefine a 
more efficient work structure 

• While early adopters of  new technology may be able 
to successfully gain market share (traditional “first 
mover” advantage), some companies may choose to 
observe and be fast followers once a roadmap 
emerges

THREATS
• Reliance on machines and computers could 

introduce organizational weaknesses with 
introduction of  cyber risk and potential for 
mistakes flowing and creating loss

• Gaps in regulatory understanding threaten the 
adoption of  new technology and the rate of  
innovation

• Automation could result in loss of  industry jobs 
and human connection in transactions

• Ever-changing technology can prove costly in 
trying to keep abreast of  the landscape

• AI solutions could allow influx of  new entrants to 
market with lower barrier to entry which could 
reduce expertise applied to transactions
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IMPLICATIONS
• Investors and insurers curtailed investments 

amid economic uncertainty and market 
volatility in the insurtech marketplace.

• Billions in underwriting losses for non-life 
insurance industry. This will reduce future 
technological progress.

• Enable a mass transition to remote working.

OPPORTUNITIES
• Significant shifts in how we conduct business. 
• Accelerated opportunities of  digital 

engagement and delivery.
• Self-service portals for policyholders provide a 

fast and easy way to connect and interact.
• Contactless drone inspections allow claim 

adjustments during pandemics.
• Loss control inspection companies have 

accelerated the implementation of  self-
inspection applications via apps. 

THREATS
• Extensive cyber-risk management issues due 

to the massive shift to digital interactions and 
transactions.

• Customers are deluging insurers with queries 
over what they may or may not be covered 
for, or if  they should make a claim. 
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