
 

From premium collectors to lifelong protectors

Insurance in the 
 Age of Instinct



The insurers that thrive in the future

will make the transition from premium 

collectors to lifelong protectors.

Read on to accelerate your transformation.



Insurance in the Age of Instinct  |  Table of contents

Insurance in the Age of Instinct

1 Introduction

3 Insurance today

11 Insurance 2025
 13 Optimized reality

14  Microtrends 
Integrated protection 
Augmented workforce 
Proactive cover

20 How insurers can prepare 

 21 Ethical impact

22  Microtrends 
Affording protection 
Open for innovation 
Good investments

26 How insurers can prepare 

 27 Whole-system planning

28  Microtrends 
Planetary resilience 
Multi-dimensional threats 
Democratizing risk

32 How insurers can prepare 

 33 The shifts in insurance

35 Insurance in the age of instinct
36 Thriving in 2025

37 Evolve into an instinctive enterprise

38 What if…?

39 Are you ready?



1

Insurance foresight: 
 The world in 2025

Insurance companies move carefully. Tightly regulated and risk-averse by nature, 
the industry adapts steadily and hasn’t seen disruption like retail and banking have. 
This is changing, fast. The climate crisis, booming populations, global pandemics, 
explosions of data, and expanding digital realities are intensifying risks and 
bringing new threats. 

We've partnered with The Future Laboratory to understand the world insurers will 
operate in tomorrow. Expectations from consumers, businesses, and societies are 
changing and the insurance market will not look the same.

In this report, we lay out the significant shifts insurers must make to succeed in this 
changing world. To thrive, organizations must connect, predict, and adapt at speed, 
placing data at their core and embedding AI throughout.

•
The current global snapshot
Three global macrotrends that 

will transform insurance by 2025

•  How insurance companies will 
survive and thrive in the future

Insurance in the Age of Instinct  |  Introduction

Read on for:

•  
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From premium collectors  
to lifelong protectors

Insurance in the Age of Instinct  |  Introduction

As the insurance sector advances over the 
next five to ten years and the role insurance 
plays in our lives evolves, there will be 
an opportunity to challenge negative 
perceptions and rebuild the trust that the 
concept of the industry is built on. 

Powered by data and AI, insurance will 
take a more dynamic and proactive role 
in protecting the things we care about. 
Whether visible or in the background, 
insurance will be seen not as a necessary 
expense, but as a trusted and valued partner.

Insurers will shift from premium collectors 
to lifelong protectors. Being there before 
things happen. Responding with the care 
of emergency services when trouble hits. 
Building trust by designing services with 
genuine added value, which help people 
reduce risk and safeguard individuals, 
families, and communities for generations 
to come.



Insurance today:

 The forces redefining risk
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In 2018, global insurance 
premiums exceeded the $5 trillion 
mark for the first time.

Source: Swiss Re

Only 47% of Americans trust 
insurance companies.

Source: YouGov 2018

$5.2tn

47%

Only 37% of small businesses feel 
their insurance coverage is adequate.

Source: Hanover Insurance Group/ 
Forbes Insights 2018

37%6%

$1.5bn

The insurance industry’s share of global 
GDP has been gradually declining from 
7.5% in 2002 to 6% in 2019.

Source: Aon

The third quarter of 2019 saw 83 
insurtech deals totaling $1.5 billion.

Source: Willis Towers Watson

At a glance the insurance industry is buoyant, enjoying steady global growth. Look closer, and 
insurers are being overtaken by the pace of change. Environmental, technological, health, and 
generational shifts are redefining the nature of risk. The industry needs to move quickly to 
keep up with consumer expectations, close protection gaps, and respond to nascent threats.

Driven by its purpose to protect people, possessions, and businesses, the insurance industry needs to act now or risk 
losing its relevance. It must close gaps in protection, innovation, data, and trust, which are widening as the market is 
disrupted by new threats and new entrants.

Insurance in the Age of Instinct  |  Insurance today

Global snapshot: 
 The current view
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Insurance companies have lots of data 
regarding how risks and claims events 
are changing and working together with 
governments to plan climate change 
defenses will be vital — it’s important that 
for large populations the cost of insurance 
does not become prohibitive.

Steven Raynor, Vice President Insurance, 
Genpact

“

"

Natural and man-made disasters caused 
global economic losses of around $140 
billion during 2019. Global insured losses 
are estimated at $56 billion, leaving a 
worldwide catastrophe protection gap of 
$84 billion.

Source: Swiss Re

As the frequency of extreme weather events and epidemics rise, insured 
losses from natural catastrophes are increasing. Climate change is a core 
business issue for insurers with implications for governance, strategy,  
risk management, and operations. 

Now is a moment of truth for insurers to consider their role in building 
community and planetary resilience. They must show anxious customers and 
investors they are taking a proactive role in combatting the causes and effects 
of climate change and safeguarding communities for generations to come.

$140bn

A moment of truth 
 for insurance

Insurance in the Age of Instinct  |  Insurance today
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“

"

The usage-based insurance market is expected to 
reach $190 billion by 2026, a forecast CAGR of over 
29% between 2019-2026.

Source: Acumen Research and Consulting

We’re in a position where cyber risk is rapidly, 
exponentially, increasing. It’s a whole risk category 
that’s rising very quickly, and very few people 
understand their exposure. Insurers have a huge 
challenge to understand what they’re writing both on 
an individual client basis, and an aggregated basis, 
because how do you aggregate cyber exposure?

Rob Smart, Technical Director, Mactavish 

The potential of data to predict risk and anticipate behaviors is driving new kinds of 
insurance products that are responsive, personal, and agile. The rise of usage-based 
insurance, micro-insurance, and parametric insurance is redefining protection. 

As the world moves online, the demand for cyber insurance and risk management products will continue 
to grow to counter the increasing threat from cyber attacks, data breaches, and digital warfare. 

$190bn

Explosions of data are 
 redefining protection

Insurance in the Age of Instinct  |  Insurance today
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Cybercrime damages are anticipated 
to cost businesses and organizations 
$6 trillion annually by 2021.

Source: Cybercrime Ventures, 2019

In a hyper-connected world, risk is being redefined by connected devices, 
smart cities, and intelligent infrastructure. Organizations are collecting 
data on every corner of their customers’ lives to deliver better products 
and services. Data is a highly valuable commodity at risk of theft. 
Insurers’ data protection and cyber defense capabilities are vital to protect 
consumers and corporations and maintain their corporate reputations. 

Paradoxically, the data technologies that unlock innovation will raise ethical issues that could bring more regulation and 
nullify the potential of new products. As objects, buildings, and cities awaken with data, and businesses map our moves, 
questions of responsibility, causality, and liability will become ever more complex. Insurance companies need to lead the 
conversation as the implications for all stakeholders become clearer. 

The digital world brings 
 perpetual threats

Insurance in the Age of Instinct  |  Insurance today

$6tn
“

"

Do we ask the federal government to set 
standards and rules around personal 
information, or do we self-regulate our 
industry and form agreements in the 
same way that attorneys and doctors do?

Stephen Applebaum, Managing Partner, 
Insurance Solutions Group
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80% of millennials say they have bigger 
financial priorities than insurance, 
including living expenses, student loan 
debt, and their focus on experiences.

Source: Life Happens survey, 2017

By 2050, almost a quarter of the world's 
population will be over 65.

Source: United Nations Fertility Projections

Shifting generational needs and attitudes are creating a paradox for the industry. 
Younger generations are putting less value on material wealth and prioritizing life 
experiences over a life defined by ownership of certain assets. Aging populations 
with different financial needs bring complex social challenges.

Balancing the needs of different groups in different stages of life will require insurers to radically 
rethink economic models, product development, and service delivery to create genuine value-add. 

Balancing generational expectations 
 requires rethinking insurance models

Insurance in the Age of Instinct  |  Insurance today

80% 65+
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“

"

AI and machine learning are transforming the insurance industry, with claims 
and underwriting increasingly automated. The skills of the human workforce are 
being augmented by AI, freeing up people to focus on the customer experience 
and more complex risks.

Spend on AI by US insurance 
companies is projected to hit 
$2.6bn by 2025.

Source: ResearchAndMarkets.com

Within the next five years, 
something like 50% of today’s 
jobs in the insurance industry 
will not exist in the same way 
they exist today.

Stephen Applebaum, 
Managing Partner, 
Insurance Solutions Group

A survey of major insurers 
predicted that big data will help 
to reduce policy administration 
workload (50%), help with 
accurate loss claim predictions 
(80%), accelerate processing of 
non-emergency claims (90%), 
and improve fraud detection 
rates (60%).

Source: Munich Re, 2018

Insurance companies need to strike a balance between the efficiencies and standardization offered by AI and the 
expertise required for increasingly complex risks. Empowering the workforce to work with AI will enable robot 
and human collaboration that combines artificial and emotional intelligence.

Insurance in the Age of Instinct  |  Insurance today

Accelerating automation unlocks 
 human potential

$2.6bn
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“

"

The rise of insurtech is following fintech’s transformation of the 
banking sector. It will mean significant disruption and more intense 
competition, but also promises new opportunities for collaboration 
between new and old market players.

The future is collaborative, not 
competitive, with 96% of insurers 
saying they seek to collaborate with 
insurtech firms.

Source: World InsurTech, 2018

Innovation from start-ups needs to be 
nurtured by insurance carriers. There is 
a risk that this can be stifled by insurer 
involvement. They need to create a 
cooperative environment for innovation 
where insurtechs can easily plug into 
their business.

Steven Raynor, Vice President Insurance, 
Genpact

Insurance lags behind other industries in the take-up of tech. It must act now to avoid being 
overtaken by new players. There is a small window of opportunity before big tech companies 
enter the market, by finding revolutionary business models or buying up insurtechs.

Insurance in the Age of Instinct  |  Insurance today

Insurtechs will 
 inject innovation

96%



Insurance 2025:

 Three trends that 
will  change the world
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Insurance 2025: 
 Global macrotrends

Driven by the changing expectations of new generations, three macrotrends 
will shape the world in 2025 — and insurers must adapt to flourish.

We explore each trend, highlight early movers, and share the steps insurance 
companies can take to get ahead.

Optimized reality Ethical impact

03

Insurance in the Age of Instinct  |   Insurance 2025

01 02
Whole-system 

planning



Insurance must shift from fixed cover to proactive prevention.

Businesses will curate experiences, products, 
and services to customer behaviors and 
needs as touchpoints become more fluid, 
varied, and responsive.

01 
 Optimized 
 reality



Technological advances mean business 
operations and interactions will become 
increasingly seamless and friction-free, 
facilitated by innovative technology and 
driven by or reacting to human emotion. 
Insurance touchpoints will become fluid, 
varied, and responsive and ultimately allow 
experiences and services to be tailored to 
the individual.

If insurance is defined as the task of 
insuring futures using past data, then the 
execution of that purpose is transformed 
by using data to assess risk in real time. 
With the enhanced ability to predict the 
likelihood of adverse events, insurance 
models shift from claims-paying activities 
to claims-prevention services.

Microtrends

•  The digitization of risk requires a
redefinition of protection

•  From single policy with annual renewal
to bundled adjustable cover

•  Artificial intelligence is transforming
efficiency, accuracy, and customer
experiences

•  People will expect experiences that tune
into their needs and behaviors at an
almost subconscious level

Optimized reality

Au gmented workforceIntegrated protection Proactive cover

Insurance in the Age of Instinct  |   Insurance 2025   |   Optimized reality
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The experience economy is challenging the insurance industry to develop 
new products and services. Smart-home insurance, optimized pricing, 
usage-based insurance and micro-insurance are examples of products 
responding to shifting consumer needs, behaviors, and expectations for 
seamless responsive services. 

Drover uses a subscription model for car 
ownership, enabling customers to own a 
car on a flexible, monthly basis. The cost 
includes the car, insurance, maintenance, 
servicing, taxes, and breakdown coverage.

Neos combines smart technology and 
24/7 assistance with comprehensive home 
insurance. Using sensors, it can proactively 
identify water leaks or intruders, all 
controlled via an app.

Customers' experience of insurance will change as it is integrated 
into products as part of holistic services. With a shift from annual 
renewals to bundled adjustable cover, consumers will expect smart 
insurance that moves with their lives and offers real-time risk advice.

Insurance in the Age of Instinct  |   Insurance 2025   |   Optimized reality

Integrated protection
 In sync with customers’ lives

Subsription models Smart homes
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—  Stephen Applebaum, Managing Partner, Insurance Solutions Group

“

"

Insurance companies will transform 

from claims-paying to claims-prevention 

activities as the connected devices 

embedded in peoples' lives alert them to 

impending disaster.
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Automation is set to augment the entire insurance value chain. 
As AI enhances people’s roles, insurers must reskill and refocus 
their workforces.

Lemonade prides itself on how its AI 
algorithms free up employees’ time to 
perform other duties. Its automation 
index demonstrates how it has 2,500 
policies per employee, vastly 
outperforming competitors.

Cytora’s automated underwriting offer for 
small business insurance enables insurers 
to build a completely automated quotation 
platform using Cytora’s APIs. Customers 
can buy insurance in minutes, answering 
only four questions to get a quote.

AI will augment workers’ skills, freeing them up to focus their expertise 
and judgement on complex risks, and their empathy and emotional 
intelligence on customer experiences. Excited by the promise of applying 
technology to real-time risks, insurers will attract a new breed of talent to 
the industry.

Insurance in the Age of Instinct  |   Insurance 2025   |   Optimized reality

Augmented workforce
 A new breed of talent

Powering humans Powerful platforms
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Using data from connected devices and external sources to sense threats as they 
unfold means insurers can assess risk in real time. New insurtechs are working 
with insurers to proactively inform customers about events coming their way.

Flock has built the world’s first geospatial 
risk analysis tool for the drone industry, 
using real-time data (such as weather 
conditions and proximity to high-risk 
areas). It quantifies and insures drone 
flights on an hourly basis to provide real-
time risk analysis and insurance for the 
world’s largest drone fleets.

Trov’s smart insurance platform 
provides on-demand insurance custom 
built for modern fleets and multi-modal 
transportation. It uses real-time data 
from connected vehicles to match 
each moment’s level of risk with the 
appropriate level of insurance coverage, 
down to the second.

Embracing open-source principles, insurers will harness big data intelligently to price and mitigate risks 
in real time. As insurance becomes more transparent, customers will expect fairer pricing tailored to 
their individual risk profiles. By sharing and visualizing data-rich insights with users, they’ll be able to 
drive, fly, and live safer, knowing they will be rewarded for doing so.

Insurance in the Age of Instinct  |   Insurance 2025   |   Optimized reality

Flight risk On-demand insurance

Proactive cover
 Pricing risks in real time
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“

"
—  Ed Klinger, CEO, Flock

Some insurances are mandatory, so insurers can move 

into the risk management space and start providing added 

value in the form of behavioral nudges and suggestions, 

saying, "Hey, are you sure you want to take this route when 

you drive your car? Because Allianz has integrated with 

Waze and is telling me you can save two pounds on your 

per-journey insurance if you avoid that icy road.
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Adapt

To transition from fixed cover to proactive prevention, insurers should 
consider taking the following transformation steps:

Unlock and connect different data 
Connect life event and claims data to policy 
decisions including adding and removing 
risks from polices. Incentivize behaviors to 
a risk-and-reward mechanism.

Harness external data 
Tap into different data sources and use 
predictive analytics for sensing emerging 
risks, accurate pricing, and risk profiling.

Visualize exposure 
Share insights with customers by creating rich 
visualizations to help them understand their 
exposure to risk. Nudge customer behavior 
using data to reward them for being safe.

Connect Predict

Insurance in the Age of Instinct  |   Insurance 2025   |   Optimized reality

Optimized reality

 How insurers can prepare

Augment human skills 
Use different data sources and apply machine 
learning to assemble and analyze unstructured 
data, freeing up and empowering underwriters 
and claims specialists to use their judgement to 
make better decisions.

Focus on customer experience 
Shift the focus of your workforce from processors 
to customer-service professionals, where people 
skills are valued over the ability to enter data 
quickly and accurately.



Societies will demand enterprises take 
an active and ethics-driven role within 
communities, and a stand on the issues 
that matter the most to them.

02 
 Ethical 
 impact
Insurance must shift from blanket policies to responsible guardians.



Insurance in the Age of Instinct  |   Insurance 2025   |   Ethical impact

Ethical impact

Open for innovationAffording protection Good investments

In our changing economic, public health, 
and environmental climate, consumers 
are expecting businesses to step up and 
drive social change and create new value 
systems for societies.

For insurance companies this means 
implementing cross-generational 
strategies toward trust that reimagine 
their role as the sector responsible for 
managing and mitigating risk.

•  Craving ethical approaches, people are
making value-motivated decisions

•  Boards and executive leadership teams
are under increasing pressure to meet
consumer expectations around ethical
investments and the affordability
of insurance

•  Concerns over the use of data will
require insurers to be transparent and
retain a human and ethical perspective
over their advancing use of AI

•  Cultural, economic, and religious
drivers mean great swathes of the
global population are uninsured

Microtrends
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The challenge of providing fit-for-purpose, affordable insurance to all those who need it is generating 
new business models, innovative partnerships, and strategies toward social impact from insurers.

MoneyLoop helps consumers manage 
unexpected emergency expenses. It 
lessens the financial stress on a customer 
during the claims process, by providing 
a white-labeled interest-free, fee-free 
finance solution for customers to repay 
the excess in instalments.

Swiss Re has partnered with Dutch start-
up VanderSat to bring crop insurance to 
untapped markets. By using satellites to 
measure soil moisture and temperature on 
a daily basis across the globe, Swiss Re can 
offer parametric insurance products that 
pay out to farmers in the case of predefined 
levels of drought.

Farmers Insurance temporarily extended 
customers' policies to cover their personal 
vehicles to make restaurant, grocery, and 
pharmacy deliveries as a result of the 
COVID-19 pandemic, free of charge. 

With so many people across the world uninsured and facing increasing 
catastrophic losses, brave insurers will swallow small short-term margins 
for the long-term rewards of protecting vulnerable populations.

Insurance in the Age of Instinct  |   Insurance 2025   |   Ethical impact

Affording protection
 Cover for those who need it most

Easing emergencies Parametric policies Customer first



24

A shift toward open insurance will transform the industry in the same way open banking 
has transformed the banking industry. Exposing data, algorithms, and processes through 
application programming interfaces (APIs), insurers are embracing open principles — making 
processes transparent and sharing data with service providers to develop new products.

Ping An operates an open platform and open marketplace 
approach to insurance. Its Smart Insurance Cloud contains 
open-source API solutions that are available to all its 
partners in the insurance industry, covering processes such 
as sales, after-sales, underwriting, claims, customer service, 
loss assessment, pricing, and fraud detection.  

As the data economy impacts insurance, new questions around ethics and 
trust arise. Insurers that lead the conversation on the ownership and use of 
data, and who collaborate with regulators to create new codes of conduct, 
will pioneer a more open industry.  

Insurance in the Age of Instinct  |   Insurance 2025   |   Ethical impact

Open for innovation
 Sharing data to shore up trust

Smart insurance cloud
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Shifting consumer attitudes and shareholder pressure are demanding 
insurance companies make ethical investments that meet social and 
sustainability goals. 

Unfriend Coal’s goal is simply to make coal 
uninsurable. It's latest figures show at least 35 
insurers with combined assets of $8.9tn have 
begun pulling out of coal investments.

The pressure is on to invest in the things 
consumers care about. QBE’s Premiums4Good 
invests 25% of premiums in projects that help 
the environment or deliver direct, sustainable 
benefits to communities, such as those aimed 
at reducing homelessness.

The realities of climate change have reached popular consciousness. In 
a hyper-transparent future, satellites will monitor emissions and social 
media will fuel the backlash against brands with dubious ethical practices.

Insurance in the Age of Instinct  |   Insurance 2025   |   Ethical impact

Good investments
 Driving social change with ethical policies

Fossil fuel risks Premium investments
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To transition from offering blanket cover to being responsible guardians, 
insurance companies should consider taking the following transformation steps:

Proactively connect and 
cooperate with regulators 
Own the narrative around the ethical 
issues raised by use of data technologies.

Give customers control of how 
their money is invested 
Define criteria for ethical investments and 
make investment decisions transparent.

Shape ethical cultures within the workforce 
Work with executive teams to develop programs 
that address these risks, and work with employees 
to harness their hearts and minds to get them 
motivated about these issues.

Be proactive about using AI to enhance 
rather than replace human roles 
Place a strong focus on reskilling and training 
with any AI or machine learning program that 
impacts people’s roles.

Prepare for open insurance 
Get ahead of future policies that will 
demand insurers share data and consider 
how to help customers own their data.

Work with governments, infrastructure 
planners, and local authorities 
Show them hotspots for adverse weather 
events, epidemics, and road traffic 
accidents so they can mitigate risks and 
build resilience.

Insurance in the Age of Instinct  |   Insurance 2025   |   Ethical impact

Adapt

Connect Predict

Ethical impact

 How insurers can prepare



Societies will refocus their 
priorities away from economic 
growth at any cost, to goals 
that prioritize humanity and 
the environment.

03 
 Whole-system 
 planning
From closed concerns to networked resilience.



Whole-system planning

Multi- dimensional threatsPlanetary resil ience Democratizing risk

Insurance in the Age of Instinct  |   Insurance 2025   |   Whole-system planning

With businesses and communities facing 
multi-dimensional threats, insurance 
companies will employ long-term and 
holistic approaches to create truly 
sustainable industries that are reinforced 
against big-picture vulnerabilities.

Insurers will need to respond to perpetual 
risks in new ways and reimagine protection 
for nascent threats in both our physical 
environment and expanding digital reality.

•  Insurers must adopt deep, critical,
long-term thinking to respond to
climate emergencies

•  Cross-generational strategies are required
to respond to the converse challenges
of aging populations, and younger
generations saving and owning less

•  When focused on business problems
and human needs, technologies like
blockchain have the potential to
secure trust by enabling secure data
sharing between all participants in
an ecosystem

Microtrends
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With an acceptance that climate change is contributing to the frequency 
of catastrophic losses, insurance companies are using partnerships, 
investments, and technology to build planetary resilience — defending 
communities against environmental and human-made disasters. 

US-based One Concern uses machine 
learning to predict and mitigate 
the impact of natural disasters like 
earthquakes, fires, floods, and hurricanes. 
The platform creates AI-powered 
models to show where to dispatch 
emergency workers after an event and the 
demographics of the people impacted.

Understory Weather is a US company 
installing hail weather stations on the roofs 
of buildings in cities to get a better view of 
hail events, so they can work with insurers 
to proactively inform customers about 
events coming their way.

Insurance companies will play an increasingly active and proactive role in the 
response to climate change. Insurers can become community shapers and 
designers. Using data to correctly measure and manage climate risks, they can 
help nudge societies away from poor planning, such as overbuilding in high-risk 
coastal flood zones, and nudge them towards better choices, like building more 
resilient infrastructure designed to withstand sea-level rises.

Insurance in the Age of Instinct  |   Insurance 2025   |   Whole-system planning

Planetary resilience
 Tackling climate change with data

Emergency response Weather predictions
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Multi-dimensional threats
 Building cyber defenses

Digital security expert Darktrace's 
Enterprise Immune System detects  
and stops emerging threats using AI  
and machine learning to learn a 'pattern 
of life' for every device and user on a 
network to detect threats that would 
otherwise go unnoticed.

Firedome's endpoint cybersecurity 
solution enables IoT device 
manufacturers to proactively prevent, 
detect, and respond to vulnerabilities 
in connected devices in real-time.

As cyber threats become more complex and potentially catastrophic, insurers 
must work collectively, and with governments and authorities, to manage the 
unique nature of cyber risks. Advice on how to prevent and respond to attacks 
will add as much value as cyber cover.

Insurance in the Age of Instinct  |   Insurance 2025   |   Whole-system planning

As the digitization of everything creates a mirror virtual-world, the 
insurance industry is learning how to play the role of protector, shielding 
people from new threats. A defender, responding to attacks. And an 
advisor, providing risk management.

Cyber threats Protecting IoT devices
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Decentralized insurance applications will create opportunities for new products and services across the insurance 
value chain. Distributed ledger and smart contract technologies like blockchain can bring efficiencies, strengthen 
trust with greater transparency, and democratize access to insurance in the form of peer-to-peer platforms. 

Ehterisc, Aon, and Oxfam have teamed up to provide a 
blockchain-based platform that offers micro-insurance to 
farmers in Sri Lanka. This decentralized, collaborative, 
automated insurance reduces costs, addresses the under-
insurance gap, and builds trust. 

A new wave of peer-to-peer insurance using blockchain 
technology and self-governing models has recently emerged. 
Policyholders within the community collectively manage all 
insurance functions, such as setting policy rules, accepting 
new members, making and approving claims, and paying 
reimbursements. Blockchain efficiencies reduce the cost 
of premiums and boost the transparency of approving or 
rejecting claims.

Decentralized applications offer the opportunity to reinvigorate the 
role of insurance as a safety net for communities and the opportunity 
to pool risks between collectives.

Insurance in the Age of Instinct  |   Insurance 2025   |   Whole-system planning

Democratizing risk
 Digital unlocks insurance markets

Blockchain-based cover Peer-to-peer insurance
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To shift from closed concerns to networked resilience, insurance companies 
should consider taking the following transformation steps:

Become community designers 
Use claims, policy, and external data  
to shape public policies for infrastructure 
improvements, such as better roads, to 
reduce low margin claims.

Incentivize for resilience 
Insurers can combat climate risks by using 
their data to nudge societies away from 
poor planning and towards better choices 
such as improving building codes and 
construction materials. 

Forecast protection gaps 
Drive innovation with a planetary 
purpose by designing products for risks 
that are currently uninsurable.

Beware of big unknowns 
As autonomous systems reduce claims 
and bring down premiums, use foresight 
to plan for unknown risks such as cyber 
hacks and warfare. 

Cyber risk advisory 
As underwriting and claims become more 
automated, switch focus to mitigate systemic 
threats such as cyber and climate change.

Insurance in the Age of Instinct  |   Insurance 2025   |   Whole-system planning

Whole-system planning

 How insurers can prepare

Adapt

Connect Predict
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Optimized reality Ethical impact

From fixed cover to 
 proactive prevention

From blanket policies to 
 responsible guardians From closed concerns  

 to networked resilience
•  Shift from annual renewals

to integrating protection in
bundled adjustable cover

•  Free humans to focus on
judgment and empathy and
let AI do the rest

•  Embrace open source
principles and harness
external data to intelligently
price and visualize exposure
in real time

•  Look for the long-term
rewards of protecting
vulnerable populations

•  Prepare for open insurance,
and lead the conversation
around the ownership and
use of data

•  Shape ethical cultures
internally and give
customers control of how
their money is invested

•  Become community shapers
and designers and help
build planetary resilience

•  Work collectively and with
governments to respond to
multi-dimensional risks

•  Innovate in protection gaps
and explore decentralized
products

Whole-system 
 planning

Insurance in the Age of Instinct  |   Thriving in 2025   |   Shifts in insurance

The road to becoming 
 lifelong protectors
To thrive within each macrotrend, insurers need to navigate the three major shifts:
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01

05
04
03
02

Move data to the core of the organization

Collaborate seamlessly

Harness foresight to spot r isks and opportunities

Nurture a purpose- driven workforce

Embed AI and combine its insights with context 
 and knowledge from the workforce

Successful companies will build on these foundations to form the next generation of insurers. 
We call this forward-thinking organization the instinctive enterprise.

Insurance in the Age of Instinct  |  Shifts in insurance

Realizing the insurer 
 of the future
Before an insurer can transform  
to thrive in 2025 it must:



Insurance in the 
 age of instinct
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Thriving in 2025:

Evolve into an 
 instinctive enterprise

Those companies that thrive in 
a world shaped by optimized 
reality, ethical impact, and whole-
system planning will connect data, 
knowledge, people, and insight 
from across their ecosystems to 
make fast, accurate decisions that 
benefit clients and customers. 
These are instinctive enterprises.

With AI embedded throughout their 
organizations, the next generation 
of insurers will have moved away 
from risk assessing and claims-
paying activities, towards a higher 
purpose focused on personalized, 
intuitive risk advice for customers 
and community partners, building 
long-term resilience for society.
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Predictive 
 insight

Adaptive 
 workforce

Connected 
 ecosystems

An instinctive insurer that can navigate the macrotrends of the future will be prepared for unexpected 
sources of competition, demands for greater transparency, new economic models, and new talent needs. 
An instinctive insurer that brings together AI insights with the context and knowledge from its workers 
and partners has three hallmarks:

The instinctive insurer will have 
embraced external partnerships 
and created networks of innovation, 
collaborating with insurtechs and 
even their competitors. These insurers 
embrace open insurance and share 
data and skills to ensure fair prices, 
personalized services, and seamless 
user experiences.

Harnessing data from multiple sources 
and embracing advanced technologies, 
instinctive insurers gain real-time 
actionable insight and fast, accurate 
prediction capabilities so they can 
anticipate customer needs, business 
opportunities, and risks.

Consisting of man and machine, 
the workforce embraces change, 
adopts new skills, collaborates, and 
is aligned around a common purpose: 
the customer.

Insurance in the Age of Instinct  |   Thriving in 2025   |   The instinctive enterprise

The instinctive insurer



38

What if future insurers could be…

What if an insurer was your truly trusted 
risk advisor? Using data, AI, and mobile 
technology to keep you constantly 
updated on risks and incentivizing you 
to live your best life — rewarding you 
for eating well, walking the safest route 
home, not risking your reputation by 
publishing that drunk twitter rant.

What if a big insurance company 
pledged itself to a green new deal 
and led the fight against climate 
catastrophe? Canceling existing 
policies, refusing to insure or invest 
in fossil fuels. Taking legal action 
against companies that caused climate 
change where they suffered losses 
from the effects. Defending uninsured 
populations with policies to safeguard 
at-risk communities. Would customers 
flock to an insurer whose actions put the 
planet above everything?

What if an insurer’s goal was to never 
pay a claim because claim prevention 
was its core business model? How might 
an insurer execute a strategy toward 
guaranteeing no accidents, no damage, 
no pay-outs?

As the gambling industry becomes 
squeezed by legislation what might 
happen if it pivoted to insurance? 
What if insurance became gamified with 
people buying and selling micro-risks 
around any public event or experience. 
Could someone be insured against their 
football team losing? Or claim when their 
favorite contestant is voted off America’s 
Got Talent?

What if one company monopolized the 
world’s data and became a giant data 
custodian? By greedily gobbling up 
undiscovered data sets from anywhere 
on earth, creating revenue streams for 
people’s personal data, buying up data 
wherever it could, including insurance 
data. And then selling data services to 
insurance companies. What kind of 
company would take on the risk, and the 
burden of managing all the world’s data?
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The life coach

A game of risk

The promise

The data star

The big green giant
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Insurance 2025: 
 Are you ready?

As your company prepares for the world it will operate in 
tomorrow, our report offers a guide to transformation.

Future-focused insurance companies are already taking decisive 
steps towards enabling connected ecosystems, predictive insights, 
and an adaptive workforce with AI embedded as their neural wiring.

It is the instinctive enterprise that will make these shifts and 
thrive. Focused on the customer, it will deliver superior, integrated 
operations that outpace the competition and turn premium 
collectors into lifelong protectors.

It's time to accelerate your transformation.
 Learn more about how to begin, visit genpact.com
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https://www.genpact.com/
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