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Technology & Customer Expectations

Adapt or Die…

“At its peak Nokia supplied 

40 per cent of the world’s 
mobile phones. Today the 

mobile phone part of the 
company is essentially extinct 

and lives on in name only.”

“People are so busy trying to 
make the new business fit 

the old model that they fail to 
figure out the best way to serve 
new markets with new business 

models. That’s the trap Kodak
seems to have fallen into.”

“Free Record Shop continued 

to specialize in products for 
which the demand fell. Since 

the rise of the internet, music and 
films were massively 

downloaded. In the beginning 
illegal, but later legally via 
Spotify, YouTube, iTunes.”
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Insurance in the ‘Digital Age’

The ‘Internet of Things’ has revolutionized many traditional markets…

…and many more (postal service, movies etc.), but also automotive industry (e.g. connected cars)

2
The Music Industry

A local record store and CDs: music is readily available on all sorts of platforms

3
Newspaper and Print Media

Used to be primary source of information, now truly yesterday’s news

1
Travel Agencies

Booking a ticket, a hotel, a car: it is all done online with complete price transparency

4
(Electronic) Retailers

Online retailers have reshaped industry with low prices and free delivery

5
Taxi/Mobility market

Trend in behaviour to preferring paying for usage over ownership (less emotion)
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Insurance in the ‘Digital Age’

…. And The Digital Disruption Has Already Happened ……. 

• World largest taxi company owns no taxi’s (Uber)

• Largest accomodation providor owns no real estate (Airbnb)

• Largest phone companies own no telco infra (Skype, WeChat)

• World most valuable retailer has no inventory (Alibaba)

• Most populair media owner creates no content (Facebook)

• Fastest growing banks have no actual money (SocietyOne)

• World’s largest movie house owns no cinemas (Netflix)

• Largest software vendors don’t write the apps (Apple & Google)

• InsurTech (ISP) owns no risk (CCN)

http://www.google.nl/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwigkafqxqzMAhWJAcAKHbDMDscQjRwIBw&url=http://money.cnn.com/2016/02/02/news/companies/uber-logo-rebrand/&bvm=bv.120551593,d.ZGg&psig=AFQjCNGPIqFM70VIq8l6ghi-wYQPkM1XUw&ust=1461768678889005
https://www.google.nl/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwjVz9-Yx6zMAhUIAsAKHaExBcQQjRwIBw&url=https://www.airbnb.nl/&bvm=bv.120551593,d.ZGg&psig=AFQjCNFXmV-Z_Qw8M72QmvFEwF6mPLVmEQ&ust=1461768756737141
http://www.google.nl/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwiG3byvx6zMAhWsLMAKHVl7BH0QjRwIBw&url=http://magdabogin.com/?attachment_id%3D347&bvm=bv.120551593,d.ZGg&psig=AFQjCNFma19Ra_WsoFSJjo-jmE_tpJl7tQ&ust=1461768822714120
https://www.google.nl/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwiJyp2CyKzMAhVmKsAKHeGPAHAQjRwIBw&url=https://www.facebookbrand.com/&bvm=bv.120551593,d.ZGg&psig=AFQjCNGEBGXPVTFzceVypJ8iE9HzwicCuA&ust=1461768996072623
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Technology & Customer Expectations

Digital renter's insurance startup Jetty unveils one-question quoting tool

• One step quoting tool
• Only input: Home Address
• UW: 

- Neighbourhood crime rates
- Building age
- Estimate salaries

http://www.google.nl/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwjShs6x6JXXAhVNY1AKHZygBPkQjRwIBw&url=http://nybizdaily.com/2017/04/07/jetty-provides-insurance-for-renters-condo-owners/&psig=AOvVaw1hoMi9mvA96buSiShO4xBh&ust=1509365898509305
https://www.google.nl/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwi6t7OS6ZXXAhXQZFAKHaTwBfUQjRwIBw&url=https://www.digitaltrends.com/mobile/jetty-insurance/&psig=AOvVaw0ik-QWjEoCmlSgdkcHiJ6P&ust=1509366038124256
https://www.google.nl/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0ahUKEwiklPzc6ZXXAhVQPFAKHYJsCu0QjRwIBw&url=https://www.prnewswire.com/news-releases/jetty-launches-to-deliver-modern-insurance-and-surety-products-to-renters-and-condoco-op-owners-300433718.html&psig=AOvVaw0ik-QWjEoCmlSgdkcHiJ6P&ust=1509366038124256
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Technology & Customer Expectations

New entrants in the insurance industry

• Root Insurance: car insurance start-
up

• Uses drivers smartphone for Usage
Based Premium

• Behaviors like braking, route 
regularity and speed of turns

• Lemonade: renters and
homeowners insurance

• Use AI to determine premiums
• Fast pay-out of claims up to 3 sec.
• Technical results goes to charity
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Technology & Customer Expectations

New entrants in the insurance industry

• China’s first truly digital insurer since 2013

• Cross-industry partnership between Alibaba, 
Tencent and Ping An

• 8 billion insurance policies sold online to 500 
million customers

• 97% of his clients only communicate via 

chatbots with the company 

• More than 200 insurance products, mostly 
policies with small premium and low, limited cover

• Partnerships with 300 companies with 
hundreds of millions of customers

• Amazon announced it will Sell Life, Health and 

General insurance policies In India. India is one 

of the strongest markets for Amazon, as more 
than 10 million Indians are Prime users, and 
they are witnessing an exponential growth

• Amazon also recently led a $12 million 
investment in digital insurance startup called 

Acko General Insurance Co. in India

• In August, Amazon made news on reports of 
exploring a web-portal for selling insurance in the 

UK based on a marketplace model, as a price 
comparison website

And who’s next?? 
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Technology & Customer Expectations

New entrants in the insurance industry

• Founded in 2016 in Berlin
• Insurtech startup Coya has launched home 

content insurance cover, designed to be 
“affordable, transparent and easily accessible.”

• Coya’s flexible contracts can be cancelled at any 
time, have clear and understandable terms and 
conditions, starting at 1.79 euro per month

• All clients need to do is type in basic information 
like name, postal code and size of their home, to 
directly receive their digital offer

• Home contents damage can be simple reported 
via smartphone

• Coya also will soon offer so-called micro policies 
that allow clients to insure individual objects for 
only a few days or even hours

• The InsurTech-Startup, wefox was founded in 
Switzerland in November 2014. 

• It successfully operates across Germany, Austria 
and Switzerland. 

• The wefox-platform allows customers, brokers 
and insurance companies to digitally manage 
their insurance products. 

• Wefox has already managed to acquire more than 
250.000 customers and cooperates with more 
than 1.000 insurance brokers. 

• With over 160 employees, wefox plans to grow its 
markets and further internationalise.

And who’s next?? 
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Technology & Customer Expectations

New entrants in the insurance industry

Speed 
limit

Following
distance

Staying
within the

lanes
Two-lane-
highway 
passing

Fast starts 
and stops

Day-of-week 
and time-of-
day driving

Driver 
alertness

Aggressive
cornering

Driving
environment 

data
Horn usageTesla's insurance play is coming!

After selling vehicles with embedded 
software for 7+ years, Tesla arguably has 

more driving data than any other 
company on the planet. Tesla can 

monitor almost every behavior
related to risky driving.

Not only will Tesla have a superior 
understanding around driver risk 

and policy pricing, but they can nudge 

the driver towards taking safer actions. 

Advantages

 Tesla has all the data for determining 
their risk models

 Possibility to offer unique products, like 
on-demand or usage-based offers 

Challenges

 How to effectively and efficiently manage claims 
handling (customer service, handling of accidents)

 Regulations (e.g. pricing discrimination)

 Limited market scope (Tesla cars)

Tesla Insurance?
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Technology & Customer Expectations

Life insurance as a longevity service

“The Netflix of Life insurance”

By downloading the Avibra app, customers 
automatically receive $10,000 in term life 
insurance coverage.  

Thereafter, customers can bump up the 
coverage in several ways, which improve their 
well-being:

• Users can review and interact with Avibra’s

updated-weekly in-app content
• Users can agree to connect their credit 

cards and bank account information

Users can connect to Uber, Lyft or Airplane 
mode in their app; integrating these services 
into the insurance covers users in case of 
accidents

Avibra partnered with Amalgamated Life 
and Life of the South to underwrite the 
product.
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Technology & Customer Expectations

Change Customer Behaviour
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‘Passion for Innovation’

. but Claims Administration is largely based on the old ‘paper’ world..

Claim Notification Damage Evaluation Settlement
Closing & 
Recourse

Notification1

Estimation3

Settlement of Claim5 Billing & Payment6

Claim Opening2

Authorisation4

Recourse7

…The current claims process is not ‘lean’ and does not appeal to the ‘digital customer’…
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Claims Management in the ‘Digital Age’

Introducing CCN i-Report claims platform for insurance

Whether it’s buying the right insurance product or finding the best credit card, 

people want an easy way to understand and compare financial products online. But, 

when it comes to submitting an insurance claim, 80% of people find it difficult, 

time-consuming and complicated. That’s why today we’re introducing CCN’s i-

Report for insurance products in Europe. This represents the newest addition to a 

suite of CCN services designed to assist people make confident, more customer-

friendly claim registration.

CCN i-Report for insurance claims provides a seamless, intuitive experience for 

submitting a claim by your customers online. Whether you’re a EU-wide insurance 

provider or a local one, people searching for online claims applications on their 

phone or computer can find you along with a ‘Fast-Easy-Simple’ way — all in as little 

as 5 minutes. And when users have registered once, they can immediately submit 

their next claim and select the appropriate insurance carrier. They can add additional 

information or documents online or over the phone through one of our claims 

agents.

Nowhere is customer engagement more important than in the claims area. So what 

do claimants want? Here claims registration represent the moment of truth for 

insurers, because the speed of the insurer’s response is critical to satisfy the desire 

customers have to obtain instant information on a variety of channels. The ability for 

insurers to provide this new level of claims performance impacts the value being 

created to customers from all demographics.

http://www.claimscorpnetwork.com/
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Claims Management in the ‘Digital Age’

…while technically digital solutions are already available…. 
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…The claims industry lacks a platform that connects the different innovations already available…

…and many more smartphone and e-solutions for insurance products are being launched

1

2

3

Take picture & Upload request

Receive quotes (within 24h)

Compare & Choose repair shop

1

2

3

Policy holder reports FNOL

Adjuster triages the claim with 

an appropriate response

Desk adjuster collaborates with 

policyholder using mobile device

General Collaboration

Video Collaboration

Policyholder Self-Serve

Contents CollaborationContractor Collaboration
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‘Passion for Innovation: Integrated Solution’

…… Notify a claim via digital platform …..

• Claims can be registered via 
an online platform in 3 easy 
steps (web-based or via 
mobile application)

• Question-set is custom made

• Can be developed in any
language

• Personal contact details will 
be automatically deleted 
after closing the file (GDPR 
compliant)

1 2 3Register Submit your claim Select your service
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Cooperation with Insurance Carrier

Proactive backend 
claims data checking:

The client (or the third-
party referred) receive 
fully automatic 
notifications about 
policy confirmation, 
directing them to the  
online claims form.

The infrastructure allows 
to check policy 
confirmation and 
perform a preliminary 
coverage check.

RPA as a plug-in service element

Claims data is 
supplied by the
third-party or 
insured

Insurer receives
instant information 
about reported claim

Insured/TP submits
claim via the online 
platform developed
according to insurer’s
specifications

1
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Cooperation with  Insurance Carrier

Proactive backend claim 
data checking:

The insured (or the third-
party) receive fully 
automatic notifications 
about policy 
confirmation, directing 
them to the claim form.

The infrastructure allows  
to check policy 
confirmation and 
perform a preliminary 
coverage check.

RPA as a plug-in service element

*In the specific cooperation with the client, the
insurance payout is initiated by CCN flagging the claim 
as eligible

The process can be customized to a large extent to the
specific needs of the Insurer

Correspondent/ 
Representative
service

Missing data 
acquisition: 
Insured

Client services 
(e.g. call 
center): Insured

Claim payment*:
CCN  Insurer Third-Party

Claim submission: 
Insured/TP

2
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Technology & Customer Expectations

Future of claims - balancing automation with empathy

23

33

36

Baby Boomers

Gen X

Millennials

Submitting FNOL
% who prefer self-service options

48

62

65

Baby Boomers

Gen X

Millennials

Net % of consumers who deemed technology  
important to the claims process

71

74

70

Baby Boomers

Gen X

Millennials

Net % of consumers who deemed having  options 
to connect important to the claims process

Consumer view

Source: Lexis Nexis “2019 Future of Claims Study”

Carrier view

How automation is benefiting carriers

Manual 
touches

1-4 manual touches removed 
from claims process

Cycle 
time

1-15 day reduction in 
processing time per claim

Cost/LAE Up to 50% reduction in 
processing cost per claim

Staff
efficiency

3-10x more cases processed 
per adjuster

Customer
experience

Higher satisfaction, loyalty, 
net promoter scores

The more informed customers are about the 
benefits of automation and the more 

benefits they receive, the  more receptive 
they’re likely to be to self-serve options.
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‘Passion for Innovation: Integrated Solution’

… to offer insurers strong cost savings potential …

Insurer
claims cost

CCN
claims cost

Fee model

Insurer best 
practice
claims cost

100

61

10

71

To reduce insurer claims 
cost up to 30%:

▪ Reduced labor costs
▪ Discounts on parts and

paints/coatings
▪ Smart repair vs. 

replacements
▪ Refurbished materials

In addition, focus on 
recovering (ULR) costs, 
which will further reduce the
claim cost base. 

-30%

Figures are indexed to 100%
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New ISP platform based on RPA

FlightClaimEU.com based on EU regulation EC 261 / 2004

• Digital Claims platform

• RPA supported technology

• Covering all nationalities

• All EU carriers

• Non-EU carriers departing EU

• Compensation based

• Over 3,5M pax in 2017

• Easy as 1,2,3

• FlightClaim.mk
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‘Future of Claims Management’

... TRANSFORM OPERATIONS TO MEET FUTURE NEEDS … 

WELCOME IN THE 4TH. INDUSTRIAL REVOLUTION!
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CCN Group

…. Let’s connect & co-create a digital evolution! ….

FOLLOW US ON 

E: c.werff@claimscorpnetwork.com

W: www.claimscorpnetwork.com


