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The Inordinate Influence of Big Tech
Big tech has systematically put pressure on the profitability of businesses across an array of 
industries. The most recent appears to be insurance, and the reason is clear: Nearly 30% of 
consumers worldwide would consider buying insurance from massive firms like Google and Amazon, 
according to the 2018 World Insurance Report.

Only one question remained: 
Which tech enterprise would be first?

Amazon, of course. In the second half of 
2018, Travelers announced it would team with 
Amazon to sell smart home kits that include 
everything from security cameras and motion 
detectors to Amazon’s Echo Dot. Amazon also 
decided to fund an e-commerce effort to sell 
life, health, and general insurance products in 
India. Yet another report circulated concerning 
a potential partnership between Amazon and a 
U.K. auto insurer.

Amazon’s emergence in the insurance arena 
should shine some light on what the industry as 
a whole must do to remain competitive. Beyond 
lower interest rates, updated products, and 
improved customer service, strategic success 
hinges on the ability to streamline processes to 
create better consumer experiences. The best 
way to do this is through digital engagement 
and enriched data sources that can personalize 
the user experience for your customer base.

This requires innovation, especially when it 
comes to insurance technology. But it also 
demands agility not common among long-
standing insurance organizations. Due to efforts 
to protect customers over multiple decades, 
insurance-related entities have created complex 
organizations and systems. These institutions 
often aren’t known for rapid change when it 
comes to digital adoption. Your operational 
model needs the appropriate levers to quickly 
respond to customers when it matters — 
sometimes at a moment’s notice.

If you think this sounds like the modus operandi 
of a technology company, you’re not wrong. 
Insurers must take on a few — or more — 
of these traits and adopt a technology-first 
mindset. It’s the only way to remain flexible 
enough to adapt to these changing times.

Nearly 30% of consumers worldwide would consider buying insurance 
from massive firms like Google and Amazon, according to the 2018 
World Insurance Report.

https://www.insurancebusinessmag.com/us/news/technology/measuring-the-scale-of-amazons-threat-to-the-insurance-industry-116810.aspx
https://www.insurancebusinessmag.com/us/news/technology/measuring-the-scale-of-amazons-threat-to-the-insurance-industry-116810.aspx
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Overcoming the big tech hurdle will put large enterprises in a much better position to compete. But 
this is only one piece of the larger puzzle. Poor technological capabilities and confusion swirling on 
how exactly to use available data — along with potential new regulations — could still weaken some 
organizations not yet equipped for the digital age.

In other words, competing with big tech isn’t the only difficulty you’ll face. The following 
challenges should also be on your radar:

New Tech Challenges

Cloud Migration
One new challenge insurers face is migrating to cloud-based solutions. A recent 
report from Novarica found that 63% of insurers are exploring ways to migrate 
their applications to the cloud. Part of this is due to legacy systems that might be 
inefficient and unsustainable in the current landscape.

Moving to the cloud allows for quicker software iterations. You’re no longer 
beholden to installing and maintaining software and hardware. Instead, you 
can access all the necessary functionalities to process and organize customer 
data online. This frees up valuable time, allowing you to focus on processes and 
generating business value.

As an organization, cloud migration enables you to become more flexible and 
scale up — or down — as necessary. It just requires a change in operating habits, 
which can lead to short-term disruptions to the more “traditional” ways of doing 
business. Prepare for growing pains as your business moves to cloud-based 
computing solutions, but know they will make things easier in the long run.

Data Analysis
Data is nothing new to the insurance industry. What would the mathematical 
models used to predict property loss and life expectancies be without data?

The struggle comes with data analysis. Some insurers aren’t necessarily sure 
how to best harness data analytics to target a customer base and improve the 
overall customer experience — all the while trying to boost speed of delivery and 
enhance operational efficiencies.

The functionalities do exist, though. It’s just a matter of finding the right third-
party provider to meet your specific needs. The company We Predict, for 
example, provides predictive automotive repair analytics to vehicle manufacturers, 
managing the cost and frequency of malfunctions for vehicles under warranty. 
This can even help insurers skip adjustor inspections on motor claims, espeically in 
relation to extreme weather events.

You’ve got years of data available. It all comes down to embracing the technology 
and tools that make it usable and actionable.

https://novarica.com/insurer-it-budgets-and-projects-2019/
https://www.wepredict.com
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Data Protection
Credential stuffing sounds like something you’d do with your résumé. It’s 
actually a type of cyberattack involving stolen usernames and passwords 
being used to access accounts through automation tools. Retailers have 
been the preferred targets — that is, of course, until recently.

On Aug. 7, 2019, State Farm customers received an email notifying them 
of a data breach. A hacker had secured the usernames and passwords of an 
undisclosed number of policyholders. Luckily, no fraud was detected and 
no personally identifiable information was viewable. In addition to being 
a regulatory risk for State Farm, the data breach jeopardized its brand 
reputation.

With multiple vulnerabilities (e.g., customer portals, credit card transactions, 
and cloud storage), all protections should be in place to ensure customer 
data is secure. The functionality is available; it’s just a matter of due diligence 
to ensure data is secure from a potential breach.

Data Privacy
Those in the insurance industry are well aware of the California Consumer 
Privacy Act, or CCPA, that took effect on Jan. 1, 2020. The law gives 
California residents more control over their personal information, requiring 
organizations to follow stricter regulations.

Most likely, similar ballot measures will follow in other states. The New York 
Privacy Act — though it appears to be dead for now — was touted as a 
bigger, bolder version of CCPA. It would have put into question insurers’ 
marketing and monetization efforts.

Now that data privacy is becoming an important issue, familiarize yourself 
with CCPA to prepare for future regulatory standards in your state of 
business. A culture of compliance is crucial in the insurance industry.

New Tech Challenges

https://www.insurancebusinessmag.com/us/news/cyber/state-farm-hit-by-data-breach-174829.aspx
https://www.isipp.com/resources/full-text-of-the-california-consumer-privacy-act-of-2018-ccpa/
https://www.isipp.com/resources/full-text-of-the-california-consumer-privacy-act-of-2018-ccpa/
https://www.nysenate.gov/legislation/bills/2019/s5642
https://www.nysenate.gov/legislation/bills/2019/s5642
https://www.natlawreview.com/article/new-york-state-data-privacy-law-fails
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The competitive pressure exerted by big tech is increasing — as is greater scrutiny on data privacy 
and protection. These factors justify a higher priority for digital adoption and a change in mindset. 
And with an increasing number of carriers moving to cloud-computing solutions, insurtech, and other 
disruptive technologies, it’s no longer an option — it’s a necessity.

Culture of innovation. Creating a culture of 
innovation puts your business in a better position 
for a digital transformation. It also helps establish 
an environment where top talent wants to work 
— a priority for the majority of insurers. According 
to a recent survey, 60% of insurers believe hiring 
and training is essential to meeting customer 
needs.

For property and casualty insurance, hiring is 
even more important. Just look at the number 
of employees who are 55 and older — it’s 30% 
higher in this sector than any other. Insurers as a 
whole will need to fill upward of 400,000 positions 
by 2020. Taking an active role in creating a culture 
of innovation is a step in the right direction.

Partnerships. Partnerships and joint ventures 
provide an opportunity to solve specific problems 
facing your business. Consider partnering with 
an insurtech company, for example. It may have 
just the right application to tailor your services to 
a customer’s exact needs and present them with 
the most relevant products.

Before partnering, take the time to review 
your needs to determine how a partnership or 
acquisition fits your operational model. You’ll want 
to make sure the relationship fosters innovation 
for all parties.

Scalable IT models. Every insurance business 
needs an IT system that can accommodate 
expansion and customization — without hindering 
the existing operational workflow or requiring 
costly upgrades. This ensures the investment is 
cost-effective and flexible enough to grow with 
your operations.

Inquire about the scalability of any IT solution 
before you sign a contractual agreement. Even if 
it’s a custom solution, you’ll want to make sure it 
meets your unique, long-term needs.

Organizational priorities. It’s wise to set 
additional priorities for your business to focus 
on during uncertain times. For some insurers, 
this has taken the form of creative benefits for 
workers — particularly the younger set. Student 
loan aid, flexible work arrangements, and learning 
opportunities are just a few items that appeal to 
Millennials.

Have these efforts paid off? A Vertafore survey 
found that the majority of Millennial workers 
would recommend an insurance career to friends 
and family. Of course, more needs to be done to 
raise awareness among the next generation of 
workers if the ultimate goal is to recruit and retain 
younger talent.

Nearly 90% of insurers hope innovation can help them address inefficient 
systems, while 63% feel an ongoing investment in innovation will help 
them solve business disruptions and stay relevant, according to AM Best.

Making a change can seem just as daunting as the challenges you face. The following 
insights will help bring greater flexibility, efficiency, and speed to your organization:

Leading the Charge

https://insuranceblog.accenture.com/attracting-and-retaining-talent-in-a-challenging-pc-insurance-industry
https://insuranceblog.accenture.com/attracting-and-retaining-talent-in-a-challenging-pc-insurance-industry
https://insuranceblog.accenture.com/attracting-and-retaining-talent-in-a-challenging-pc-insurance-industry
https://www.prnewswire.com/news-releases/vertafore-finds-87-percent-of-millennials-would-recommend-a-career-in-insurance-300741071.html
https://www.insurancejournal.com/news/international/2018/09/25/502235.htm
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Christopher Hilger joined Securian, a PIMA member, as a 30-year veteran of the insurance industry. 
He started on its management team before moving to senior vice president and executive vice 
president. He was named president in 2012.

Balanced Growth Accumulator
One of his strategic initiatives was a partnership between Securian Financial 
and Annexus, a leading designer of annuities- and insurance-based retirement 
products. They launched Balanced Growth Accumulator, or BGA, an indexed 
universal life insurance policy that features a variety of unique benefits. Not only 
can policyholders take advantage of a tax-free death benefit, but they can also 
enjoy powerful growth potential, protection from downside markets, greater 
income flexibility, chronic illness benefits, and more.

While BGA shares many similarities with other universal life insurance products, 
one innovation stands out: index accounts with the growth benefit of the 
S&P PRISM Index. S&P PRISM is designed to measure a broad range of 
market indicators to navigate rapidly changing markets better. By leveraging 
diversification in U.S. equities, bonds, and commodities — along with a daily 
rebalancing process — policyholders increase the potential of positive growth 
through bull and bear markets.

Forge North
Securian was involved in establishing another innovative initiative, Forge 
North, a coalition of community partners in the Minnesota area. More than 
100 corporations, investors, entrepreneurs, and community supporters are 
working together to increase the area’s startup activity by supporting startup 
accelerators, cohort programs, and more.

The idea is that collaboration is the key to innovation. This requires an open, 
inclusive network of professionals and allies across a wide array of industries and 
sectors. It’s all about connecting individuals and organizations to find the right 
tools to accelerate growth. As those who work with the organization will tell 
you, “Minnesota is the best place in the world to start ventures, solve problems, 
and scale impact.”

Innovation in the Insurance Space:  
A Securian Case Study

“This is an exciting time for Securian, with our company continuing to grow and multiple 
strategic business initiatives moving forward. We have a very bright future ahead.”

— Christopher Hilger
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Step One: Create a Culture of Innovation
Climate concerns, technology risks, and stricter compliance 
regulations are just a few of the marketplace conditions facing 
the insurance industry — forcing insurers to rethink how they 
do business. If you want to compete and keep pace with ever-
evolving consumer expectations, you need a company culture 
that supports and nurtures creative thought and innovation. 
You need employees from all levels of the organization to 
uphold and promote cultural behaviors and actions; think of 
them as “culture champions.”

Yet don’t focus on only one initiative. Go after innovation in 
multiple ways with these practices:

Step Two: Build a Recruitment Pipeline
Nothing will attract and retain talent more than a culture 
of innovation. It inspires people to seek employment 
opportunities and come to work ready to innovate. If you 
make culture a priority — and encourage employees to 
take on that entrepreneurial mindset — your business itself 
can become a recruitment tool. For insurers, spreading this 
discipline across the company isn’t always easy.

That said, becoming an innovation powerhouse and building a 
recruitment pipeline is possible. It often comes down to these 
steps:

• Engage employees in the effort.
• Seek input on what’s important.
• Prioritize and deliver.
• Appoint culture champions.
• Use indirect channels, like  
   social media.

• Personalize your messaging.
• Standardize the interview   
   process.
• Set targets.
• Measure, measure, measure.

Other Methods 

1. Develop an 
agile workforce. 
Everyone in your 
organization needs 
to have IT literacy. 
Agility, especially with 
technology, is essential 
to pivoting from one 
business area to the 
next.

2. Cultivate true 
leaders. True leaders 
are more than great 
mentors — they’re 
visionaries who can 
help an organization 
weather any storm.

3. Stress diversity 
and inclusion in 
thinking. More than 
ever, you need to have 
a global perspective 
and not get caught 
up in “home office” 
visioning.

4. Spend resources 
on innovation. Don’t 
cut innovation teams 
first. They are an easy 
and flexible way to 
test new products, 
business models, 
technologies, and 
more.

Navigating Today’s Challenging  
Insurance Market

• Develop skill sets internally.
• Partner externally.
• Foster a “test and learn”   
   mindset.
• Empower employees.
• Provide autonomy.

• Prototype directly.
• Use metrics wisely.
• Celebrate wins.
• Avoid the blame game.
• Fail fast.
• Learn from past missteps.
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About PIMA
PIMA® (the Professional Insurance Marketing 
Association®) is a member-driven trade association 
focused exclusively on the group sponsored benefits 
market. Whether they are involved in the business 
of creating, distributing, marketing, or administering 
products for individuals or businesses, our members 
collaborate to help people achieve financial security and 
peace of mind. More than 100 companies — including 
the largest brokerage firms and largest insurance carriers 
in the world — belong to PIMA. Individuals include top 
executives from our member organizations with expertise 
across all lines of insurance and financial services.

PIMA Headquarters
35 E. Wacker Dr., Suite 850
Chicago, IL 60601-2106
P: 817-569-PIMA (7462)
info@pimainsights.org
pima@pimainsights.org

mailto:info%40pimainsights.org?subject=
mailto:pima%40pimainsights.org?subject=

