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There is an increasing shift towards digital in insurance

Source: McKinsey –proprietary insurance database

1. Research online, purchase offline, e.g. just seeking information or comparing prices online

Customer pushMarket push
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Digital insurance is significant…

… and Insurtechs are setting the pace
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The team needs to follow

McKinsey & Company 3

Transformationsé
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Impact through significant improvement in customer experience is 
achievable in 3 months

“I can now track

the status of my 

claim and follow 

how it progresses”

“My agent is also 

able to advise me 

across all my 

contracts, not 

only motor but 

also health and 

property insurance 

contracts”

“It now takes me 

less than 3 

minutes to 

subscribe to an 

insurance 

contract”

“I receive now 

systematically a 

reminder to 

renew my 

contract 2 weeks 

before it expires”

Customers

Impact is typically delivered in 3 months
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