
Assessing digital 
impact across insurer 
and channel operations
A study by the Genpact Research Institute and ACORD

RESEARCH SUMMARY



2

Methodology and sample

Survey by Genpact in association with ACORD

Genpact and ACORD asked 113 insurers, 

brokers, agencies, MGAs and wholesalers 

from the ACORD membership and newsletter 

database, to rate their companies’ ability to 

achieve positive business outcomes over a range 

of digital technologies and functional areas.
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Bridging the enterprise digital divide in six steps
Research shows clear path; leadership, not technology, is untapped key

Introduction

61% of respondents 

don’t believe that 

they truly reap the 

transformative value 

of digital

A key factor as to why 

so many can’t deliver 

digital-driven value to 

their customers is that 

most (77%) cannot 

optimize end-to-end 

customer experiences 

that go beyond the 

web-enabled front end 

into the middle and 

back offi  ce support 

structures

Those who succeed 

are more likely to 

generate impact (the 

digital leaders), grow 

and outcompete. 

They are few, but their 

examples are insightful

The most-cited 

challenges around 

the eff ective use of 

digital technologies are 

legacy systems, a lack 

of talent, insuffi  cient 

budget, and change 

management

4 out of every 5 

respondents are 

undergoing systems 

upgrades, yet they 

report fragmented 

leadership for digital 

transformations- 

especially with regard 

to replacing legacy 

systems for areas like 

policy administration 

and CRM/agency 

management

A Lean Digital 

approach combines 

customer-focused 

design-thinking 

methods with Lean 

principles, digital 

technologies, and 

domain expertise to 

deliver digital that 

works

1 2 3 4 5 6

Insurers and their distribution partners are working to deliver greater customer insights, reduce costs, increase customer value, and manage risk; digital off ers answers, 

but most have yet to see the full impact.  With a majority of respondents, including insurers, brokers, agencies, and wholesalers, indicating that they have not unlocked 

the power of digital to deliver positive business outcomes, it is clear that fi rms across the industry need to fi nd ways to solve for key barriers, such as legacy systems and 

processes, that are preventing the eff ective use of digital technologies.

In addition, 4 out of every 5 respondents say they are currently undergoing some type of systems upgrade. However, it is the absence of clear digital transformation own-

ers amidst a backdrop of fragmented leadership, as opposed to just a need for new technology, that is preventing fi rms, and the insurance industry as a whole, from rising 

to meet the challenge of capturing digital’s potential to promote customer engagement, grow revenues, and improve effi  ciency.
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The impact of digital
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Firms that align their middle 

and back offi  ce operations 

well to the customer also most 

commonly report strong returns 

on digital eff orts

Few have achieved digital success yet; many 
expect it
39% believe they achieve signifi cant impact today1; 58% expect to in 2 years

…companies with good 

back/middle offi  ce 

alignment to customer 

needs (81%), those with 

strong competitive position 

(69%) and fi rms that moved 

to mitigate legacy system 

challenges (50%). 

…all respondents (58%), 

those with good back/

middle offi  ce (85%), 

and currently in a strong 

competitive position (85%). 

Mid-sized companies 

(49%), F&A (67%) and 

other support functions 

were slightly ahead in 

achieving signifi cant impact.

Functions such as claims 

and underwriting are 

more bullish on future 

impact (80% and 50%, 

respectively).

Signifi cantly more digital 

impact experienced by… 

Much higher future 

impact expected by… 

1 Respondents rating the extent to which their organization is currently achieving positive business outcomes as a result of its use of digital 

technologies as 9-10 (on a 1-10 scale, 1 – not at all, 10 – to a great extent)

Source: Survey of 113 senior executives conducted by the Genpact Research Institute and ACORD
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81% of companies whose middle/

back offi  ce support customer 

expectations also report being 

digital leaders

Who is succeeding with digital? Meet 
the leaders
39% strongly believe that digital technologies are enabling their fi rms to 

achieve positive business outcomes

% respondents rating the extent to which their organization is currently achieving positive business outcomes as a 

result of its use of digital technologies (on a 1-10 scale, 1 – not at all, 10 – to a great extent)

1 Respondents who state that their organization’s middle/back offi  ce support customer experience expectations (rated 9-10 on a 1-10 scale, 1– not at 

all, 10 – to a great extent)

2 Far ahead defi ned as respondents who rate their organization’s market position as 5 (on 1-5 scale, 1-considerably behind, 5-considerably ahead); 

‘behind peers’ rated 1 and 2

3 Respondents who state that legacy systems are not a signifi cant barrier to the organization’s use of digital technologies

4 Non-agency respondent fi rms with annual revenues up to $150 million

Source: Survey of 113 senior executives conducted by the Genpact Research Institute and ACORD

Low (4-1) = Laggards10

= Followers51

= Leaders39

Companies whose middle/back offi  ce supports 

customer expectations1

Companies with a competitive position far ahead of their peers2

F&A function

Companies that don’t perceive legacy systems as barriers3

Mid-sized companies4

Moderate (8-5)

High (10-9)

High (10-9)

81%

69%

67%

50%

49%
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In two years, 58% of 

respondents believe they will 

achieve signifi cantly positive 

business outcomes from digital 

technologies

Much higher digital impact expected in 
the future
Those with strong end-to-end alignment will continue to outperform

% respondents rating the future impact (in 2 years from now) of digital technologies on achieving positive business 

outcomes (1 – not at all, 10 – to a great extent)

1 Respondents who state that their organization’s middle/back offi  ce support customer experience expectations (rated 9-10 on a 1-10 scale, 1– not at 

all, 10 – to a great extent)

2 Far ahead defi ned as respondents who rate their organization’s market position as 5 (on 1-5 scale, 1-considerably behind, 5-considerably ahead); 

‘behind peers’ rated 1 and 2

3 Respondents who state no legacy systems need to be completely replaced as a result of digital technologies in their organization

4 Respondents who state that legacy systems are not a signifi cant barrier to the organization’s use of digital technologies

5 Respondent fi rms with annual revenues over $150 million

Source: Survey of 113 senior executives conducted by the Genpact Research Institute and ACORD

Low (4-1) = Laggards10

= Followers51

= Leaders39

Companies whose middle/back offi  ce supports 

customer expectations1

Companies with a competitive position far ahead of their peers2

Companies that must replace few/no legacy systems3

Companies that don’t perceive legacy systems as barriers4

Larger companies5

Moderate (8-5)

High (10-9)

High (10-9)

85%

85%

67%

65%

60%
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The benefi ts of digital are clear 

in terms of revenues, customer 

loyalty, and effi  ciency

Impact is primarily on effi  ciency and cost
Leaders see much higher impact on revenue and customer metrics

% of respondents who agree (‘Strongly agree’, ‘Somewhat agree’) that digital has a positive impact on the following 

business outcomes

1  Respondents rating the extent to which their organization is currently achieving positive business outcomes as a result of its use of digital 

technologies as 9-10 (on a 1-10 scale, 1 – not at all, 10 – to a great extent)

Source: Survey of 113 senior executives conducted by the Genpact Research Institute and ACORD

82

75

56

44

93

86

70

59

74

91

Customer loyalty

Internal efficiencies

Revenue growth

Optimizing the cost of 

serving customers

A single view 

of the customer

All respondents

Digital leaders1

Achieving a single view 

of the customer through 

digital is a challenge, 

companies are likely to 

experience diffi  culties 

if the lack of alignment 

between middle- and 

back-offi  ce functions and 

customer expectations 

continues.
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Digital leaders hit cost and effi  ciency targets
Deriving additional revenues through digital is key diff erentiator

% respondents who agree (strongly, somewhat) that their use of digital technology has signifi cant impact on the follow-

ing outcomes in their organization

1. Respondents rating the extent to which their organization is currently achieving positive business outcomes as a result of its use of digital 

technologies as 9-10 (on a 1-10 scale, 1 – not at all, 10 – to a great extent)

Source: Survey of 113 senior executives conducted by the Genpact Research Institute and ACORD

86

72

45

75

Digital laggards1

Digital followers

Digital leaders1

Overall

Internal efficienciesOptimize cost to serve

93

79

55

82

Digital leaders1

Digital followers

Overall

Digital laggards1

91

64

55

74

Digital laggards1

Digital followers

Digital leaders1

Overall

Revenue growth
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Leaders distance themselves through 
customer focus
Impact on customer loyalty and single view varies widely across fi rms

% respondents who agree (strongly, somewhat) that their use of digital technology has signifi cant impact on the follow-

ing outcomes in their organization

1. Respondents rating the extent to which their organization is currently achieving positive business outcomes as a result of its use of digital 

technologies as 9-10 (on a 1-10 scale, 1 – not at all, 10 – to a great extent)

Source: Survey of 113 senior executives conducted by the Genpact Research Institute and ACORD

59

38

9

44

Digital laggards1

Digital followers

Digital leaders1

Overall

Single view of the customer

70

48

36

56

Digital leaders1

Digital followers

Overall

Digital laggards1

Customer loyalty
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A lack of consensus illustrates 

the many uses of digital, 

but may also indicate a lack 

of maturity as the industry 

searches for the most impactful 

opportunities

Digital deployed in varied ways
Usage of digital technology is still maturing across multiple areas

% respondents stating that their organization signifi cantly supports each of the following with digital technologies (9-10 

on a scale of 1-10, 1- not at all, 10 - to a great extent)

Source: Survey of 113 senior executives conducted by the Genpact Research Institute and ACORD

34

32

29

25

31

Improving customer-facing 

touchpoints

Improving decisions 

Improving non-customer-facing 

operations

Launching new products 

and services

Launching new 

business models
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Barriers to digital success
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Hurdles: Legacy, talent, budgets, and change 
management
Lack of corporate vision, silos, and cybersecurity cited, but still take a back seat

1 Respondents rating the extent to which their organization is currently achieving positive business outcomes as a result of its use of digital 

technologies as 9-10 (on a 1-10 scale, 1 – not at all, 10 – to a great extent)

Source: Survey of 113 senior executives conducted by the Genpact Research Institute and ACORD

Biggest hurdles are legacy 

systems (68%), lack of talent 

(64%), budgets (63%), change 

management (60%) and risk 

aversion (58%)

Lack of corporate vision (45%), 

inability to work across silos (50%) 

and cybersecurity (51%) appear to 

be slightly less in focus

Digital leaders1 are less aff ected 

by barriers than laggards1. Biggest 

diff erences are the lack of vision 

(27% vs. 82%), inability to 

experiment quickly (41% vs. 82%) 

and risk aversion (48% vs. 91%) 

Only 23% feel that their middle 

and back offi  ce supports the front 

offi  ce well in meeting customer 

expectations
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Aligning operations to meet 

customer expectations is a 

common challenge, less than 1 

in 4 feel that they get it right

Middle and back offi  ce fail to support the front
Alignment still elusive for most, including digital leaders

% respondents stating that their organization’s middle/back offi  ce functions and systems support customer 

experience expectation well (rated 9-10 on a 1-10 scale, 1-not at all, 10-to a great extent)

1  Digital leaders defi ned as respondents who state that their organization is achieving signifi cant positive business outcomes as a result of its use 

of digital technologies (rated 9-10 on a 1-10 scale, 1 – not at all, 10 – to a great extent); digital laggards rated 1-4

2  Far ahead defi ned as respondents who rate their organization’s market position as 5 (on 1-5 scale, 1-considerably behind, 5-considerably 

ahead); ‘behind peers’ rated 1 and 2

3  Respondents who state that legacy systems are not a signifi cant barrier to the organization’s use of digital technologies

Source: Survey of 113 senior executives conducted by the Genpact Research Institute and ACORD

48

38

7

33

23

Companies with a competitive position behind their peers2

Companies with a competitive position far ahead of their peers2

Digital leaders

Overall

Companies that don’t perceive legacy systems as barriers3

Digital laggards1 0

1
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Legacy systems are cited by 

leaders and laggards alike, 

however, a lack of corporate 

vision, risk averse culture, and 

an inability to experiment are 

barriers most seen in laggards 

and are least prevalent among 

leaders

Leaders ahead but legacy is still a hurdle
Legacy systems, lack of talent, and budgets are top barriers

% respondents rating the extent to which each of the following is a barrier to their organization’s use of digital technolo-

gies (rated 5-10 on a 1-10 scale, 1-not at all, 10-to a great extent)

1  Digital leaders defi ned as respondents who state their organization is achieving signifi cant positive business outcomes as a result of its use of 

digital technologies (rated 9-10 on a 1-10 scale, 1 – not at all, 10 – to a great extent); digital laggards rated 1-4

#  The multiple by which the % respondents rating a barrier as “high” varies for digital laggards1 compared to digital leaders1

Source: Survey of 113 senior executives conducted by the Genpact Research Institute and ACORD

DIRECTIONAL

52 60

5541

64
45 55

9148 58

8227

50

46

8241 57

73
43

51

6455

72

6459 68

82

51

64
55 63

91
52

Leaders1 Laggards1

1.1x

1.6x

1.7x

1.4x

1.9x

2.0x

1.4x

1.7x

1.2x

1.3x

3.0x

Overall

Risk-averse culture

Inability to work across silos 

Inadequate collaboration between IT and business

Lack of corporate vision for digital

Lack of required talent/skills

Insufficient budget 

Change management

Inability to experiment quickly

Cybersecurity

Insufficient technical skills 

Legacy systems and processes

Laggard/Leader#
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61% of fi rms that view themselves 

as currently having a competitive 

position ahead of their peers 

still view legacy systems and 

processes as a barrier

Legacy systems and skills gap are key barriers
Legacy challenges all, those with middle/back offi  ce support do best

% respondents rating the extent to which each of the following is a barrier to their organization’s use of digital technolo-

gies (rated 5-10 on a 1-10 scale, 1-not at all, 10-to a great extent)

1. Digital leaders defi ned as respondents who state that their organization is achieving signifi cant positive business outcomes as a result of its use 

of digital technologies (rated 9-10 on a 1-10 scale, 1 – not at all, 10 – to a great extent); digital laggards rated 1-4

2. Competitive position defi ned as respondents who rate their organization’s market position as either 4 or 5 (on 1-5 scale, 1-considerably behind, 

5-considerably ahead); ‘behind peers’ rated 1 and 2

3. Respondents who state their organization’s middle/back offi  ce functions and systems are supporting customers expectations to a great extent 

(rated 9-10 on 1-10 scale,1–not at all, 10– to a great extent)

Source: Survey of 113 senior executives conducted by the Genpact Research Institute and ACORD

61

Digital laggards1 64

Companies replacing some or all systems 72

Overall 68

Companies whose middle/back 

office supports customer expectations3 50

Digital leaders1 59

Competitive position ahead of peers2

82

81

61

52

42

64

Digital laggards

Overall

Companies whose middle/back 
office supports customer expectations3

Legacy systems and processes Lack of required talent/skills

Companies with competitive 
position behind peers2

Companies with competitive 
position far ahead of peers2

Digital leaders1

1
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Budgets represent a signifi cant 

challenge for those that feel 

they aren’t capturing the 

potential of digital

Budgets and change management issues 
persist
Insuffi  cient budgets appear particularly challenging for laggards

% respondents rating the extent to which each of the following is a barrier to their organization’s use of digital technolo-

gies (rated 5-10 on a 1-10 scale, 1-not at all, 10-to a great extent)

1. Digital leaders defi ned as respondents who state that their organization is achieving signifi cant positive business outcomes as a result of its use of 

digital technologies (rated 9-10 on a 1-10 scale, 1 – not at all, 10 – to a great extent); digital laggards rated 1-4

2. Competitive position defi ned as respondents who rate their organization’s market position as either 4 or 5 (on 1-5 scale, 1-considerably behind, 

5-considerably ahead); ‘behind peers’ rated 1 and 2

3. Respondents who state their organization’s middle/back offi  ce functions and systems are supporting customers expectations to a great extent 

(rated 9-10 on 1-10 scale,1–not at all, 10– to a great extent)

Source: Survey of 113 senior executives conducted by the Genpact Research Institute and ACORD

46

55

57

59

91

Overall 63

38

47

52

72

84

Overall 60

Insufficient budget

Digital laggards1

Companies replacing some or all 

systems

Competitive position ahead of peers2

Companies with competitive 
position behind peers2

Digital laggards1

Digital leaders1

Companies with competitive position 

ahead of peers2

Companies whose middle/back 

office supports customer expectations3

Digital leaders1

Companies whose middle/back 

office supports customer expectations3

Change management
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A majority of digital leaders 

feel that they aren’t inhibited 

by a risk averse culture or the 

inability to experiment quickly

Risk averse culture and inability to 
experiment
Both are signifi cant diff erentiators between leaders and laggards

% respondents rating the extent to which each of the following is a barrier to their organization’s use of digital technolo-

gies (rated 5-10 on a 1-10 scale, 1-not at all, 10-to a great extent)

1. Digital leaders defi ned as respondents who state that their organization is achieving signifi cant positive business outcomes as a result of its use 

of digital technologies (rated 9-10 on a 1-10 scale, 1 – not at all, 10 – to a great extent); digital laggards rated 1-4

2. Competitive position defi ned as respondents who rate their organization’s market position as either 4 or 5 (on 1-5 scale, 1-considerably behind, 

5-considerably ahead); ‘behind peers’ rated 1 and 2

3. Respondents who state their organization’s middle/back offi  ce functions and systems are supporting customers expectations to a great extent 

(rated 9-10 on 1-10 scale,1–not at all, 10– to a great extent)

Source: Survey of 113 senior executives conducted by the Genpact Research Institute and ACORD

44

46

48

55

91

Overall 58

35

41

43

74

82

Overall 57

Risk-averse culture Inability to experiment quickly

Digital laggards1

Companies replacing some or all 
systems

Digital leaders1

Companies with competitive 
position behind peers2

Digital laggards1

Companies with competitive position 
ahead of peers2

Digital leaders1

Companies whose middle/back 
office supports customer expectations3

Companies whose middle/back 
office supports customer expectations3

Competitive position ahead of peers2
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Diffi  culty with collaboration and silos
Both are hallmarks of the least competitive organizations

% respondents rating the extent to which each of the following is a barrier to their organization’s use of digital technolo-

gies (rated 5-10 on a 1-10 scale, 1-not at all, 10-to a great extent)

1. Digital leaders defi ned as respondents who state that their organization is achieving signifi cant positive business outcomes as a result of its use of 

digital technologies (rated 9-10 on a 1-10 scale, 1 – not at all, 10 – to a great extent); digital laggards rated 1-4

2. Competitive position defi ned as respondents who rate their organization’s market position as either 4 or 5 (on 1-5 scale, 1-considerably behind, 

5-considerably ahead); ‘behind peers’ rated 1 and 2

3. Respondents who state their organization’s middle/back offi  ce functions and systems are supporting customers expectations to a great extent 

(rated 9-10 on 1-10 scale,1–not at all, 10– to a great extent)

Source: Survey of 113 senior executives conducted by the Genpact Research Institute and ACORD

35

41

45

64

79

Overall 55

34

38

43

73

79

Overall 51

Inadequate collaboration between IT and business Inability to work across silos 

Digital laggards1

Companies with competitive 
position behind peers2

Competitive position ahead of peers2

Companies with competitive 
position behind peers2

Digital laggards1

Digital leaders1

Companies with competitive position 
ahead of peers2

Companies whose middle/back 
office supports customer expectations3

Digital leaders1

Companies whose middle/back 
office supports customer expectations3
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Cybersecurity and lack of technical skills
Both are less in focus, those with middle/back offi  ce support least concerned

% respondents rating the extent to which each of the following is a barrier to their organization’s use of digital technolo-

gies (rated 5-10 on a 1-10 scale, 1-not at all, 10-to a great extent)

1. Digital leaders defi ned as respondents who state that their organization is achieving signifi cant positive business outcomes as a result of its use 

of digital technologies (rated 9-10 on a 1-10 scale, 1 – not at all, 10 – to a great extent); digital laggards rated 1-4

2. Competitive position defi ned as respondents who rate their organization’s market position as either 4 or 5 (on 1-5 scale, 1-considerably behind, 

5-considerably ahead); ‘behind peers’ rated 1 and 2

3. Respondents who state their organization’s middle/back offi  ce functions and systems are supporting customers expectations to a great extent 

(rated 9-10 on 1-10 scale,1–not at all, 10– to a great extent)

Source: Survey of 113 senior executives conducted by the Genpact Research Institute and ACORD

38

45

55

64

77

Overall 51

35

39

41

55

57

Overall 50

Cybersecurity Insufficient technical skills

Digital laggards1

Companies that don’t plan 
to replace legacy systems

Competitive position ahead of peers2

Companies that view legacy 
systems as a barrier

Digital laggards1

Digital leaders1

Companies whose middle/back 
office supports customer expectations3

Companies with competitive position 
ahead of peers2

Digital leaders1

Companies whose middle/back 
office supports customer expectations3



22

Most digital leaders report that 

they don’t suff er from a lack of 

corporate vision when it comes 

to digital transformation, the 

opposite is true for digital 

laggards

Lack of corporate vision- greatest 
diff erentiator
Although least cited, the diff erence between leaders and laggards is more pronounced 

than anywhere else

% respondents rating the extent to which each of the following is a barrier to their organization’s use of digital technolo-

gies (rated 5-10 on a 1-10 scale, 1-not at all, 10-to a great extent)

1. Digital leaders defi ned as respondents who state that their organization is achieving signifi cant positive business outcomes as a result of its use of 

digital technologies (rated 9-10 on a 1-10 scale, 1 – not at all, 10 – to a great extent); digital laggards rated 1-4

2. Competitive position defi ned as respondents who rate their organization’s market position as either 4 or 5 (on 1-5 scale, 1-considerably behind, 

5-considerably ahead); ‘behind peers’ rated 1 and 2

3. Respondents who state their organization’s middle/back offi  ce functions and systems are supporting customers expectations to a great extent 

(rated 9-10 on 1-10 scale,1–not at all, 10– to a great extent)

Source: Survey of 113 senior executives conducted by the Genpact Research Institute and ACORD

23

23

27

Overall 46

Lack of corporate vision for digital

82Digital laggards1

68
Companies with competitive 

position behind peers2

Competitive position ahead of peers2

Digital leaders1

Companies whose middle/back 

office supports customer expectations3
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Legacy systems present challenge across 
segments
Analytics and enterprise resource planning are key diff erentiators

% respondents rating the extent to which each of the following legacy systems present the greatest challenge to the 

organization (rated 5-10 on a 1-10 scale, 1-not at all, 10-to a great extent)

1. Digital leaders defi ned as respondents who state that their organization is achieving signifi cant positive business outcomes as a result of its use 

of digital technologies (rated 9-10 on a 1-10 scale, 1 – not at all, 10 – to a great extent); digital laggards rated 1-4

Source: Survey of 113 senior executives conducted by the Genpact Research Institute and ACORD

DIRECTIONAL

Leaders1 Laggards1Overall

68

82

73

70

68

66

78

74

73

9170

917566

75

Policy administration systems

CRM/Agency management systems

Analytics systems

Enterprise resource planning (ERP) systems

Claims administration systems
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Leadership, capabilities, skills and investments
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Transformation methods inadequate 
for digital
Aligning middle and back offi  ce to the front key to success

48% think that their design and 

implementation approach is 

ineff ective at overcoming the 

challenges of legacy systems 

and processes, this is especially 

evident for functions like claims and 

underwriting (57%) 

A minority (47% each) believe 

that upgrading legacy systems is a 

top priority, and that ROI on legacy 

system upgrades has been benefi cial

52% of respondents believe 

their design and implementation 

approach is eff ective, but some 

groups excel: those with a well-

aligned back, middle and front 

offi  ce (65%), digital leaders1 (64%), 

and support functions such as 

F&A, marketing and legal (71%). 

These groups also consider the ROI 

on their legacy upgrades as more 

benefi cial

1. Respondents rating the extent to which their organization is currently achieving positive business outcomes as a result of its use of digital 

technologies as 9-10 (on a 1-10 scale, 1 – not at all, 10 – to a great extent)

Source: Survey of 113 senior executives conducted by the Genpact Research Institute and ACORD
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24

21

18

16

12

10

CIO and COO offices jointly 

responsible

Not in process of transforming legacy 

systems

CIO’s office is directly responsible

An office other than CIO or COO is directly responsible

Legacy system transformation has no direct owner

COO’s office is directly responsible

79% reported that they 

are currently undergoing a 

transformation of their legacy 

systems and processes, but 

almost half of that group did 

not report having a single 

digital transformation owner

Fragmented ownership for legacy 
transformation
CIO and COO jointly in charge, but results vary widely

% respondents stating which roles are responsible for legacy system transformation at their company

1. Digital leaders defi ned as respondents who state that their organization is achieving signifi cant positive business outcomes as a result of its use 

of digital technologies (rated 9-10 on a 1-10 scale, 1 – not at all, 10 – to a great extent); digital laggards rated 1-4

2. Competitive position defi ned as respondents who rate their organization’s market position as either 4 or 5 (on 1-5 scale, 1-considerably behind, 

5-considerably ahead); ‘behind peers’ rated 1 and 2

Source: Survey of 113 senior executives conducted by the Genpact Research Institute and ACORD

The ownership responses were similarly 

fragmented across other segments, including 

the digital leaders1

While 79% reported that they were undergoing 

a legacy system transformation, that number 

rose to 90% for the companies with a 

competitive position ahead of their peers2
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1.6

1.2

1.2

1.1

0.9

0.9

0.5

0.5

0.7

0.5

1.0Overall

Considerably ahead of competition2

Legacy systems are signficant barrier

Less MO/BO support3

Leaders1

Laggards1

Revenues >$150M

Don’t know how well MO/BO supports3

Great MO/BO support3

Considerably behind competition2

Don’t know if legacy systems are barrier

Leaders and laggards are 

increasing the investment in 

digital over the next two years, 

but those that view themselves 

as currently ahead of the 

competition are investing even 

more aggressively

Investment in digital will increase
Those that perceive issues are acting; less aware/competitive doing less

Respondents rated their fi rms’ planned investment in digital technologies over the next two year on a -2 to +2 scale (-2 

for decrease signifi cantly, +2 increase signifi cantly; a score of 0 indicates no change)

1. Digital leaders defi ned as respondents who state that their organization is achieving signifi cant positive business outcomes as a result of its use of 

digital technologies (rated 9-10 on a 1-10 scale, 1 – not at all, 10 – to a great extent); digital laggards rated 1-4

2. Competitive position defi ned as respondents who rate their organization’s market position as 4 or 5 (on 1-5 scale, 1-considerably behind, 

5-considerably ahead); ‘behind peers’ rated 1 and 2

3. Respondents who state their organization’s middle/back offi  ce functions and systems are supporting customers expectations to a great extent 

(rated 9-10 on 1-10 scale,1–not at all, 10– to a great extent)

Source: Survey of 113 senior executives conducted by the Genpact Research Institute and ACORD

DIRECTIONAL
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DIRECTIONAL

Digital leaders set themselves 

apart through their design and 

implementation approach, ROI 

on legacy upgrades, and ability 

to partner

Digital leaders ahead on design and 
execution
ROI and partnering a particular challenge for the laggards

% respondents who agree (strongly agree, somewhat agree) with the following statements about how their company 

manages legacy operating systems

1. Digital leaders defi ned as respondents who state that their organization is achieving signifi cant positive business outcomes as a result of its use 

of digital technologies (rated 9-10 on a 1-10 scale, 1 – not at all, 10 – to a great extent); digital laggards rated 1-4

Source: Survey of 113 senior executives conducted by the Genpact Research Institute and ACORD

Leaders1Laggards1 Overall

5236 47

47

34

64

381

52

34

18

36

9 64

48

Our design and implementation approach is effective at 
overcoming the challenges associated with upgrading legacy 

systems and processes 

The return on investment in legacy system upgrades has been 
significantly beneficial to the company 

Upgrading legacy systems is a top priority relative to other initiatives 

Our partners have a deep understanding of our legacy 
architecture and can design and implement effective 

digital technology solutions 

Current legacy systems present a significant 
risk to the company 
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A divide around design, implementation 
and ROI
Leaders clearly better at overcoming challenges and realizing ROI

% respondents who agree (strongly agree, somewhat agree) with the following statements about how their company 

manages legacy operating systems

1. Digital leaders defi ned as respondents who state that their organization is achieving signifi cant positive business outcomes as a result of its use of 

digital technologies (rated 9-10 on a 1-10 scale, 1 – not at all, 10 – to a great extent); digital laggards rated 1-4

2. Respondents who state their organization’s middle/back offi  ce functions and systems are supporting customers expectations to a great extent 

(rated 9-10 on 1-10 scale,1–not at all, 10– to a great extent)

Source: Survey of 113 senior executives conducted by the Genpact Research Institute and ACORD

18

25

65

64

52

Companies that don’t know if they

will replace legacy systems

Digital laggards1

Digital leaders1

Overall

Companies whose middle/back 

office supports customer expectations2

62

9

13

64

47

Companies whose middle/back 

office supports customer expectations2

Overall

Digital leaders

Companies that don’t know if they

will replace legacy systems

Digital laggards1

1

Our design and implementation approach is 

eff ective at overcoming the challenges associated 

with upgrading legacy systems and processes 

The return on investment in legacy system upgrades 

has been signifi cantly benefi cial to the company 
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Leaders have made legacy upgrades a priority
Eff ective partnering is a particular challenge cited by laggards

% respondents who agree (strongly agree, somewhat agree) with the following statements about how their company 

manages legacy operating systems

1. Digital leaders defi ned as respondents who state that their organization is achieving signifi cant positive business outcomes as a result of its use 

of digital technologies (rated 9-10 on a 1-10 scale, 1 – not at all, 10 – to a great extent); digital laggards rated 1-4

2. Respondents who state their organization’s middle/back offi  ce functions and systems are supporting customers expectations to a great extent 

(rated 9-10 on 1-10 scale,1–not at all, 10– to a great extent)

Source: Survey of 113 senior executives conducted by the Genpact Research Institute and ACORD

46

25

52

36

47

Companies that don’t know if they

will replace legacy systems

Digital laggards1

Overall

Companies whose middle/back 

office supports customer expectations2

Digital leaders1

25

48

38

Digital laggards1
1

Overall

Digital leaders1

Companies that don’t know if they

will replace legacy systems

Companies whose middle/back 

office supports customer expectations2 65

Upgrading legacy systems is a top priority relative 

to other initiatives 

Our partners have a deep understanding of our 

legacy architecture and can design and implement 

eff ective digital technology solutions 
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Respondents seem to view 

upgrading legacy systems as 

having a greater potential for 

positive business impact, as 

opposed to a pure risk

Only about a third view legacy as 
signifi cant risk
Leaders/Laggards see similar risk; undecided upgraders see little risk

% respondents who agree (strongly agree, somewhat agree) with the following statements about how their company 

manages legacy operating systems

1. Digital leaders defi ned as respondents who state that their organization is achieving signifi cant positive business outcomes as a result of its use of 

digital technologies (rated 9-10 on a 1-10 scale, 1 – not at all, 10 – to a great extent); digital laggards rated 1-4

2. Respondents who state their organization’s middle/back offi  ce functions and systems are supporting customers expectations to a great extent 

(rated 9-10 on 1-10 scale,1–not at all, 10– to a great extent)

Source: Survey of 113 senior executives conducted by the Genpact Research Institute and ACORD

34

34

35

Digital leaders1

Companies whose middle/back 

office supports customer expectations2

Digital laggards1 36

Overall

13
Companies that don’t know if they

will replace legacy systems

Current legacy systems present a signifi cant risk to the company
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Digital transformation beyond technology

Although insurers and their distribution partners are well on their way to embracing digital, only a 

minority, 39%, believe that they are harnessing these technologies successfully. And only 23% believe 

that their organizations are capable of optimizing end-to-end customer experiences that go beyond web-

enabled user interfaces into their  middle and back offi  ce operations. However, for those succeeding 

in their digital transformations, nearly all say digital technology has had signifi cant impact on their 

companies’ revenue growth (91%), cost to serve (93%) and customer loyalty (70%) indicating a clear 

potential for digital within the industry.

Big digital ambitions, but familiar barriers yet to overcome

Despite the current state, this study shows that the industry (including insurers and their distribution 

partners) has high expectations from digital to strengthen competitive capabilities end to end over the 

next few years. But all groups, even the digital leaders, face barriers, including the need to better align 

back and middle-offi  ce functions to support customer expectations. In addition, some long-standing 

industry hurdles including legacy systems and processes, talent gaps, insuffi  cient budgets and change 

management issues are still commonly cited across the industry.  However, the familiarity of these 

challenges does not make them any less severe in a time when nearly any industry has the potential for 

massive disruption through digital means.

Following the digital leader

In many cases, the insurers themselves may need to lead the charge on behalf of their smaller, less 

capitalized partners which may be less suited to solve the legacy issue. This could have the eff ect of a 

tide that raises all boats in an industry that clearly sees the returns on digital investments are equal parts 

promising and elusive. As more insurers, brokers, agencies, and wholesalers adopt digital technologies 

to support decision making, reduce cost, and improve the customer experience, they should look to the 

traits of digital leaders to introduce new capabilities, overcome barriers, and accelerate the pace and 

impact of digital transformation across the industry. 

In conclusion
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