
INSURANCE CLAIMS 
WHAT DOES THE FUTURE LOOK LIKE?

NEXT GENERATION DIGITAL CAPABILITIES ARE LIKELY TO TRANSFORM THE

ORGANIZATION OF INSURANCE CLAIMS. INSURERS NEED TO ADAPT QUICKLY TO 

UNLOCK VALUE AND HAVE A SMARTER EDGE.



NEEDS OF THE 

CUSTOMER

• Cus tomers  now expect  

In su re r s  to  de l i ve r  

cus tomer -exper ience  on  

pa r  w i th  more  cus tomer -

cent r i c  bus inesses .

• Cus tomers  a re  

demand ing  rea l  t ime  

dec i s ion  mak ing .

FOCUSSING ON RISK 

PREVENTION

• In su re r s  a re  now sh i f t ing  

f rom a  r i sk  mi t iga t ion  to  

r i s k  p revent ion  mode l ,  

u s ing  techno log ies  

l eve rag ing  be t te r  access  

to  da ta ,  IOT ,  and  

sensors .

• Both  C la ims  f requency  

and  seve r i t y  a re  l i ke l y  to  

be  a f f ec ted .  

FRONT-BACK OFFICE  

SEAMLESSNESS

• The  t rad i t iona l  C la ims  

jou rney  i s  o f ten  s i loed  

and  d i s jo in ted  due  to  

handovers  be tween  the  

va r ious  bus iness  un i t s .

• FO-BO in tegra t ion  

cont inues  to  p rove  i t se l f  

as  an  inc reas ing ly  

re levant  way  fo r  in su re r s  

to  ensure  a  seamless  

work f low

INDUSTRIAL AND 

PRODUCTS LANDSCAPE

• Many  indus t r i a l  

i ndus t r i e s  a re  chang ing  

rap id ly ,  l i ke  the  evo lv ing  

au to  indus t ry  w i th  

au tonomous  veh i c le s ,  

app ly ing  p ressu re  on  

Insu re r s  to  adapt  w i th  

new propos i t ions  and  

p roducts .  

DEMOGRAPHICAL 

CHANGES

• By  2025 ,  ha l f  o f  the  

wor ld ’ s  popu la t ion  (4 .3  

b i l l ion )  w i l l  l i ve  in  

deve lop ing  As ia  amid  a  

demograph ic  t r ans i t ion  

to  an  age ing  popu la t ion

• In su re r s  need  to  

cons ide r  the  gap  

be tween  the  age ing  

cus tomer  base  and  the  

mi l l enn ia l s  a s  the  

expecta t ions  w i l l  va ry  in  

eve ry  fo rm.  

TECHNOLOGY PROVES TO 

BE  DISRUPTIVE

• Dis rupt i ve  new 

techno log ies  in  the  

insu rance  indus t ry  

inc rease  compet i t ion  a s  

we l l  a s  immense  p ressu re  

to  reduce  cos t s .

• The  use  o f  A I ,  Mach ine  

l ea rn ing  and  Robot i cs  

a re  t r ans fo rming  how 

C la ims  a re  be ing  

managed .

INSURERS ARE BEING IMPACTED BY A SERIES OF CHANGE FACTORS 

THAT ARE FORCING THEM TO THINK ABOUT TRANSFORMING THEIR 

CLAIMS FUNCTIONS



INSURERS ARE ON THE VERGE OF A NEW ERA OF CLAIMS 

MANAGEMENT,  ONE WHICH IS SUPPORTED BY TECHNOLOGICAL 

ADVANCEMENTS.  BELOW ARE EXAMPLES OF HOW INSURERS ARE 

ADOPTING NEW WAYS OF WORKING ACROSS THE CLAIMS VALUE 

CHAIN

DRIVERS OF 

CHANGE IN 

CLAIMS 

LANDSCAPE

► Using analytics and algorithms to 

anticipate the needs and suggest products 

► Mobile platform and self service portal for 

direct channel enhancement 

► Chatbots for customer interaction 

► Real time visualization 

► Data analytics of all internal & external 

datasets for auto evaluation of client’s 

needs and situation

► AI-enabled client auto-segmentation for 

simple and complex cases

► IoT based 

behavioral & 

environmental 

advisory for auto & 

healthcare 

policyholders

► AI & IoT enabled 

sensors to trigger 

real-time warning 

in risky situations

► Drones for fast and 

effective on-site 

assessment

► Simple case 

handling by STP

► Internal dashboard 

to track claims 

progress (incl. 

vendors)

► AI-enabled auto-

optimization of 

supply chain / 

procurement

► P2P auto insurance 

and also being able 

to construct a 

proposition around 

autonomous 

vehicles 

► pay-as-you-go 

insurance to be 

aligned with the 

new ways of 

ownerships

► Deploy AI-assisted 

decision making 

and risk 

management

► Upskilling and 

training for FO 

employees for 

better human-

machine 

interactions 

ARTIFICIAL 

INTELLIGENCE 

INTERNET OF 

THINGS [IOT]

HUMAN-MACHINE 

INTERACTION

RPA DATA ANALYSIS



INSURERS IN THE MARKET ARE ACTIVELY WORKING TOWARDS 

MAKING CHANGES TO PREPARE THEMSELVES FOR THESE 

CHALLENGES

ADVANCED FRONT ENDS

d ig i ta l l y  enab led  f ron t  ends  to  

make  i t  eas ie r  fo r  cus tomers  

and  b roker s  to  in te rac t

01

TECHNOLOGY

mov ing  fo rward  in  the  r igh t  

capac i t y ,  fo r  example  

ins ta l l i ng  sensors  to  f eed  rea l  

t ime  in fo rmat ion

02

BETTER USE  OF  DATA

imp lement ing  advanced  

capab i l i t i e s  to  unders tand  the  

data  be t te r  and  app ly  the  l aye r  

of  ana ly t i c s  to  enhance  dec i s ion  

mak ing

03

RIGHT PARTNERSHIPS

l ook ing  a t  va r ious  InsurTechs

as  pa r tne r s  to  suppor t  the i r  

ove ra l l  t r ans fo rmat ion  agenda  

04

JOINT VIEW

adopt ing  be t te r  in tegra t ion  

w i th  o the r  bus iness  un i t s ,  such  

as  underwr i t ing  to  improve  

p ro f i t ab i l i t y  

05



TO REMAIN COMPETETIVE IN THE FUTURE,  THE INSURERS WILL HAVE 

TO OFFER A TRULY INNOVATIVE CUSTOMER JOURNEY

I N S U R E R S  A R E  U S I N G  A  C O M B I N A T I O N  O F  A I  A N D  O T H E R  T E C H N O L O G Y  

A D V A N C E M E N T S  A S  W E L L  A S  D I G I T A L  I N T E G R A T I O N  A C R O S S  T H E  O V E R A L L  C L A I M S  

E C O S Y S T E M

P R E V E N T I O N S E T T L E ME N TN O T I F I C A T I O N  

O F  L O S S

M A N A G E M E N T A S S E S S M E N T  

A N D  

D E C I S O N I N G

B u i l t  i n  f r a u d  

d e t e r r e n c e  v i a  

r e q u i r e m e n t  t o  

s u b m i t  v i s u a l  

e v i d e n c e  o f  

e v e r y  c l a i m

C u s t o m i z e d  

n o t i f i c a t i o n s  f o r  

s a f e t y  w a r n i n g s ,  

s u c h  a s  f l o o d  

a l e r t ,  v i d e o  o n  

h o w  t o  p r e v e n t  

g l a s s  d a m a g e  

d u r i n g  w i n t e r s   

e t c .  

P r o m o t i n g  

w e a r a b l e s

F u l l y  a u t o m a t e d  

F N O L  p r o c e s s ,  

e . g .  v i a  

t e l e m a t i c s

I n t u i t i v e  

n o t i f i c a t i o n  

p r o c e s s  f o r  t h e  

c u s t o m e r ,  e . g .  

e n a b l i n g  

c u s t o m e r s  t o  

r e p o r t  a  c a r t  

a c c i d e n t  f r o m  

t h e  s c e n e  u s i n g  

m o b i l e  p h o n e s

S i m p l e  F N O L  f o r  

S M E  b o o k  o f  

b u s i n e s s

U s i n g  

a u t o m a t e d  

s o l u t i o n s  t o  

s u p p o r t  c a s e  

m a n a g e m e n t ,  

e . g .  C o g n i t i v e  

“ w h i s p e r  

a g e n t s ” — t o o l s  

t h a t  p r o v i d e  

r e l e v a n t  

i n f o r m a t i o n  t o  

s u p p o r t  a g e n t s  

t h a t  c a n  

a u t o m a t i c a l l y  

g u i d e  c o m p l e x -

c l a i m s  h a n d l e r s  

i n  t h e i r  

c u s t o m e r  

i n t e r a c t i o n s .  

P r o v i d i n g  

c u s t o m e r  t h e  

o p t i o n  o f  d i g i t a l  

s e t t l e m e n t  

A u t o m a t e d  

p a y m e n t  

p r o c e s s i n g  a n d  

r e g u l a r  u p d a t e  

f e e d  p r o c e s s  t o  

k e e p  t h e  

c u s t o m e r  u p  t o  

d a t e  w i t h  t h e  

p r o g r e s s

A u t o m a t e d  

v e r i f i c a t i o n  a n d  

i n v o i c e  

g e n e r a t i o n  

S e l f - s e r v i c e  

d a m a g e  

a s s e s s m e n t  o n  

t h e  l o s s  

P r o m p t s  t o  a l t e r  

t h e  a d j u s t e r  o n  

m i s s i n g  

i n f o r m a t i o n  a n d  

a u t o m a t e d  

n o t i f i c a t i o n s

A u t o m a t e d  

p r o c e s s  o n  

r e q u e s t i n g  

e s t i m a t e s  a n d  

q u o t e s  w i t h i n  

t h e  a p p r o v e d  

n e t w o r k

S O ME  E X A MP L E S  /  I L L U S T R A T I O N S  F R O M T H E  MA R K E T

52% o f f e r e d  m u l t i c h a n n e l  

p o l i c y h o l d e r  a c c e s s  i n c l u d i n g  

m o b i l e  a p p l i c a t i o n s

O n l y 35% o f  

r e s p o n d e n t s  m a k e  d i g i t a l  

C l a i m s  f u n c t i o n a l i t y  

a v a i l a b l e  t o  t h e i r  p o l i c y h o l d e r s

71% p l a n  

t o  i n t r o d u c e  

n e w  o r  

a d d i t i o n a l  

t e c h n o l o g y ;  

o f f  w h i c h  

45% p l a n  

t o  l a u n c h  

b e f o r e  2 0 2 0  

W h e n  i t  c a m e  

t o  d e c i s i o n  

m a k i n g  a n d  

r i s k  

m a n a g e m e n t ,  

o n l y  26%
e m p l o y  a n  

e x p e r t  C l a i m s  

s y s t e m



HOW SIA PARTNERS CAN HELP YOU ADDRESS YOUR CHALLENGES 

AND SUPPORT IN THE OVERALL CLAIMS TRANSFORMATION AGENDA?

IT IS IMPORTANT FOR INSURERS TO UNDERSTAND WHERE THEY ARE AND 

WHERE THEY WANT TO BE IN TERMS OF ADVANCEMENT AND CAPABILITIES 

ACROSS THEIR CLAIMS VALUE CHAIN

RAPID DIAGNOSTIC

qu ick  d iagnos t i c  to  unders tand  

and  ana ly ze  the  cu r ren t  ways  o f  

work ing  and  compar i son  to  

marke t  bes t  p rac t i ces  to  ident i f y  

a reas  fo r  fu r the r  deep  d ives  and  

in i t i a l  matu r i t y  a s sessment  

MATURIT Y ASSESSMENT

deta i l ed  assessment  us ing  

desk top  ana ly s i s  and  in te rv iew 

techn iques  to  p rov ide  sco r ing  

ac ross  a  matu r i t y  s ca le  (m in ima l  

capab i l i t y  to  innova t i ve )  and  l i s t  

o f  p r io r i t y  improvement  a reas .  

MODEL DESIGN AND 

BENCHMARKING

end  to  end  d ig i ta l  t a rge t  

opera t ing  mode l  fo r  the  C la ims  

o rgan i za t ion  cover ing  a l l  

a spec t s  ( capab i l i t y ,  p rocesses  

e tc . )  and  a  comple te  

t rans fo rmat ion  roadmap .

DIGITAL ENABLEMENT

us ing  S ia  Pa r tne r s  da ta  s c ience  

capab i l i t i e s  to  t rans fo rm your  

C la ims  o rgan i za t ion  by  

in t roduc ing  d ig i ta l  a s se t s  ac ross  

the  va lue  cha in .



ABOUT S IA  PARTNERS

Founded in  1999 ,  S ia  Pa r tne r s  i s  a  

nex t  genera t ion  consu l t ing  f i rm 

(ove r  1500  consu l tan t s  and  more  

than  USD  280  mi l l ion  in  revenues )  

focused  on  de l i ve r ing  super io r  

va lue  and  tang ib le  resu l t s  to  i t s  

c l i en t s  a s  they  nav iga te  the  d ig i ta l  

r evo lu t ion .  Our  g loba l  foo tpr in t  

and  our  exper t i se  in  more  than  30  

sec to r s  and  se rv i ces  a l low us  to  

enhance  our  c l i en t s '  bus inesses  

wor ldwide .  We  gu ide  the i r  p ro jec t s  

and  in i t i a t i ves  in  s t ra tegy ,  

bus iness  t rans fo rmat ion ,  I T  &  

d ig i ta l  s t r a tegy ,  and  Da ta  Sc ience .  

As  the  p ioneer  o f  Consu l t ing  4 .0 ,  

we  deve lop  consu l t ing  bots  and  

in tegra te  A I  in  our  so lu t ions .  

H e a d  o f  I n s u r a n c e  A d v i s o r y

T e l :  + 6 5  9 0 6 6  0 3 8 7

E m a i l :  j i t i n . s h a r m a @ s i a - p a r t n e r s . c o m

YOUR CONTACTS

Our  Insu rance  p rac t i ce  has  success fu l l y  comple ted  more  than  500  

ass ignments  s ince  our  c rea t ion  ac ross  a  r ange  o f  top i cs  inc lud ing :  R i sk ,  

r egu la to ry  &  Compl iance ,  Pe r fo rmance  opt im iza t ion ,  Des ign  /  l aunch  o f  

new products  &  Cus tomer  jou rneys  and  Domest i c  &  In te rna t iona l  g rowth .  

Follow us on LinkedIn and Twitter @SiaPartners

P a r t n e r ,  S i n g a p o r e

T e l :  + 6 5  8 1 1 2  5 8 2 3

E m a i l :  d a v i d . h o l l a n d e r @ s i a - p a r t n e r s . c o m

Dav id  HO LLAN DER

J i t in  SHARMA

mailto:jitin.sharma@sia-partners.com
mailto:David.hollander@sia-partners.com

