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Today, customers are choosing to research
insurance products and services long before they
contact their chosen provider. Once they have made
a choice, purchases can be made across a growing
range of devices and platforms, which customers are
also using to share feedback and opinion.
For insurers, this presents many challenges. In
this issue we take a look at the rising customer
expectations that are requiring leading providers
to examine all aspects of their operations. We
also investigate where leading insurers, including
Australian life insurance firm TAL, are gaining
competitive advantage.
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Gaining the

competitive
edge

Insurance providers are examining all aspects of their
operations as they strive to deliver on consumers’
expectations and gain competitive edge
BY JACQUI GRIFFITHS

F

rom the smartphone at people’s fingertips
to the apps and platforms they use for
work, shopping and leisure, technology
has transformed the business environment.
Insurers, like other sectors, need to adapt to this
new landscape with innovative business models, fresh ways of engaging with consumers and
proactive, personalised experiences centred on
each customer’s immediate needs and expectations. Data – and digitisation – is key.
“Digital technology holds a big payback for
insurers,” says Bijesh Jacob, senior vice president of technology at ACORD, an industry
organisation that develops electronic standards, standardised forms and associated tools
for insurers. “Our own research – across 8,000
ACORD participants – has found that insurers who invest in developing digital capabilities capture tangible benefits including
lower-than-average operating ratios, strong
agent relationships, and boosted branding,
positioning and attractiveness to talent. High
performers were able to simultaneously execute
against the four fundamental insurance strategies of customer intimacy, product leadership,
innovation and operational excellence.”
Jacob emphasises the need for insurers to optimise their processes now and notes a welcome
trend towards digitisation, especially among
larger insurance firms. “A lot of the industry
is still quite manual, and in the next few years
companies need to be using technology to
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increase capacity, simplify existing processes
and digitise data coming in and out,” he says.
“Since 2018 we’ve seen a growing trend for
insurers in mature markets to bring in chief
digital officers so they can focus on their digital
platforms. Many companies are also partnering
with insurtechs to help with that. In developing
countries, insurers don’t have the legacy technologies you see in mature markets, so it will be
a lot easier for them to adopt new technologies
and deploy products for their specific markets.”

“Digital technology holds a
big payback for insurers”
BIJESH JACOB, ACORD
So, which technologies should insurers be
looking at to enable true customer-centricity?
“Artificial intelligence (AI) and machine
learning will play a big role,” says Jacob. “The
insurance industry can make great use of AI,
machine learning and natural language processing, along with various other technologies
that AI brings to bear.”
As the cloud has significantly reduced the cost
of entry for AI, Jacob says, a lot of ACORD members are spending time, money and effort in that
space. “All of that investment goes to getting data
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and using it for internal analytics, understanding the customer, and providing information to
clients,” says Jacob. “Across all these areas, the
overarching theme is better data and the use of
cloud and AI, which enables insurance organisations to support capital markets-type plays and
gain insights much faster than they would have
been able to do even five years ago.”
TAL, one of Australia’s leading life insurers, is
using Azure Machine Learning to make sure it
delivers the best value to its four million customers. “The life insurance industry is facing
massive change, and at TAL we want to be the
leaders of that,” says Dan Taylor, general manager of innovation at TAL. “That means leveraging all the new opportunities presented by
data and machine learning.”
The solution enables levels of speed and scalability that were simply not possible before.
“Azure Machine Learning really helps scale
the data science work at TAL, and will allow us
in the future to run concurrent projects,” says
Fiona Bounais, head of incubator at TAL. “In
the early days we’ve been quite constrained by
our infrastructure, whereas now we are spinning models up really quickly.”
Azure Machine Learning has enabled TAL
to drastically reduce its time to market and
optimise quality control. Where previously the
company’s quality assurance team reviewed a
random sample of 2-3% of cases, now it reviews
100% of cases to ensure consistency and fairness
to all customers. In addition, the time it takes to
bring new experiments to production has been
reduced from two months to a couple of hours.
“All the time we’ve saved is time we can invest
in things that will have impact on business
and customers,” says Gregor Pacnik, innovation delivery manager at TAL. “I haven’t been
excited about any technology as much as I have
been about Azure Machine Learning. It’s absolutely brilliant, what it does for data science.”
TAL’s story shows just how much insurers can
achieve with the tools and technologies available today. “We’ve seen insurance companies
using the internet of things to help personalise
their products – for example, using plug-in telematics devices for drivers,” says Jacob. “Now,
the industry is looking at how it can apply AI
to solve issues, or how it can acquire data with
compliance and privacy in mind, to drive personalisation forward and reduce costs from both
the consumer’s and carrier’s perspective.”

Partner perspectives
Advanced digital technologies have transformed the
business environment for insurance firms. We asked a
selection of Microsoft’s global partners how they are
helping companies to gain competitive advantage in
a customer-centric, digital world

Joe McKavanagh
Principal consultant,
Kainos

“Digital brings new challenges to all companies, and insurers are not
immune. Customers expect a seamlessly delivered personalised service,
via the most modern channels. Industry disruptors are producing
innovative offerings, driven by fast data and agile delivery, enabling
them to continuously release and modify products in response to
changing customer needs. Today’s customer expects services to be
stable, supported and secure 24x7.
An excellent digital business will engage with each customer
multiple times daily, instead of once a year at policy renewal time. It
will use up-to-the-minute data to drive automated decision-making –
initially using logic, and then using AI. At Kainos, we drive and deliver
these transformations. Our best-in-class engineering delivers stable,
secure, easy-to-change software at internet scale. Data strategy and
governance improves decision-making and enables AI. As Microsoft’s
UK Partner of the Year, our cloud service management and operations
centre ensure that digital businesses are secure and always open to
welcome customers.”
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Dionisis Poulis
Business development
director, Diastasys

“Willis Towers Watson’s Radar suite, its analytical
software and real-time decision engine, supports our
insurer clients across their entire customer base. The
Radar suite allows insurers to understand, visualise
and model risk characteristics, customer insight,
product and pricing trends and respond in real time.
Radar Live, the real-time decision engine allows
companies in dynamic markets to make intra-day
rate and rules changes, deploy claims fraud and
operations models and respond to customer needs
at pace. Radar Live is the ideal solution for insurers
looking to integrate with customer-centric insurtech
applications. It allows the insurers to frame product
and pricing rules without IT intervention and integrate
them into almost any digital service.
The combination of a machine-learning capable
analytics environment coupled with a real-time
decision engine makes the Radar suite a powerful
foundational component in today’s digital
insurance landscape.”

Melanie Andrews
Microsoft Solution Sales –
Insurance, eBECS, a DXC
Technology Company
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“Optimising back-end core
insurance systems is the only
starting point that can enable
insurance companies to be
extrovert and competitive in this
new era. Navins is an affordable
end-to-end core insurance
software based on internationally
acclaimed Microsoft Dynamics
365 Business Central software.
By replacing various legacy
systems with one state-of-the-art
insurance solution, with flexible
deployment options on premises
or as a service, Navins enables
insurance organisations to
support a meaningful customer
strategy that leads to success.”

David Ovenden
Global director of pricing
product claims and
underwriting,
Willis Towers Watson

“Insurance companies understand the need to
embrace the concept of digital insurance and are
exploring new and better methods to engage
with their customers. They’re also looking at how
they can integrate systems and services to make
products quicker and easier to buy.
DXC uses a combination of Microsoft
technologies to help its insurance customers
achieve this, providing expertise and
automation tools that can deliver on these
objectives without requiring existing systems
to be migrated or replaced. We’re helping
insurance companies to take a customercentric approach to doing business through
the automation of marketing and sales
and leveraging data and analytics through
Microsoft Azure services in weeks, not years.
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James Boother
Sales and marketing
director, Coeo

“Among our insurance clients we’re seeing a wave of change that
has the potential to put insurers on the same footing as the most
innovative of organisations. It’s a change based on two pillars: data
culture and technology.
To accelerate their time-to-value on technology investments,
insurance organisations need to offer value-based services; maximise
data assets; measure the right things; evolve the business model;
cross-sell and upsell; make data more accessible through visual
representation tools; and leverage machine learning for more
accurate predictions.
Microsoft Azure is proving a powerful platform to enable realtime risk analysis, while blockchain is establishing itself as an asset
in the market. And telematics, GPS and IoT sensors are enabling
organisations to capture and model super-specific data points to
enable reduced cost and differentiated offerings.”

“Today, customers are setting high standards for how they
expect to interact with their insurance providers. Customercentricity is becoming the new game in town requiring
insurance providers to make customer engagement a
priority. This shift in focus is the key driver to move from long,
drawn-out processes to customer-based insights in order to
drive the digital transformation journey.
With VeriPark technologies, we help insurers to provide
consistent and integrated offerings and services regardless
of the channel their customers use. We help them to map
customer journeys through analytics and rich datasets. By
unifying customer relationship management and omnichannel servicing capabilities in one interface, we enable
them to break down the barriers between channels and
create a new customer-centric ecosystem to engage with
the customers on their own terms.”

Wim Geukens
Managing director,
VeriPark Europe
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The technology
implications of IFRS 17
T R E V O R H O W E S : M O O D Y ’ S A N A LY T I C S

Insurers all around the globe are closely studying and intensely debating the
new International Financial Reporting standard (IFRS) 17 – Insurance Contracts.
Successful implementation will depend on the cloud

T

he IFRS 17 standard, which was published
in May 2017 after more than a decade of
discussion and debate, will dramatically
change the financial reporting processes of
insurers. Yet many insurers are still wrestling
with the challenges of its implementation.
While the accounting principles described in
the standard are understood, there is still uncertainty about the best path to implement the optimal solution, since the circumstances of each
insurer are very different. The uncertainty arises
in part because the standard sets out principles,
leaving some choices about specific methodology.
However, the essential challenge of IFRS 17 is that
it requires a totally new approach to the derivation

“The rapid development of
massive cloud resources can be
put to good use for the new
IFRS 17 reporting solutions”
of the core elements of financial statements and
supporting disclosures. Insurers everywhere must
develop new processes and systems solutions to
manage the demands of preparing the numbers
for new financial statements and disclosures. In
addition, insurers must understand the potential
impact on IFRS 17 financial results under various
product types and experience scenarios.
Two new elements in IFRS 17 financials are
the Insurance Contract Liabilities in the balance
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sheet, and the Insurance Service Revenue within
the new statement of profit and loss. The calculation and data assembly processes that must
be created to support these key lines, requiring
a novel and complex combination of actuarial
system calculations integrated with accounting
data accumulated over the reporting period.
These new processes must be performed by contract group, a new level of data granularity that
sits midway between the policy contracts and
the business portfolio in which the contracts are
managed. Many companies require thousands
of these groups due to the criteria for definition
within the standard.
The result is not only a systems development
challenge, but an operational challenge. New
actuarial processes will generate large amounts of
data, which must then be combined with accounting results and inspected, analysed, validated and
approved within narrow reporting windows.
It’s without question a mammoth challenge,
but one that can be met through new technology
such as Moody’s Analytics solution for IFRS 17,
combined with the benefits of public cloud services from Microsoft.
There are two fundamental characteristics of
cloud-based solutions which present significant advantages under the challenges of IFRS
17. Perhaps the most obvious advantage is the
scalability of a cloud-based infrastructure such
as Microsoft Azure. With conventional fixed
infrastructures, insurers need the ability to
estimate computational and data storage loads
accurately, considering the concentration of
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this computational load at quarterly financial
reporting windows becomes essential. A cloud
solution that can quickly and efficiently scale to
meet actual demand, with little or no residual
infrastructure costs after the reporting load is
over, presents tremendous advantages.
This scalability has tremendous potential advantage to actuarial modeling systems such as the
AXIS actuarial system from Moody’s Analytics,
which makes up the first component of its total
IFRS 17 solution. Actuarial systems’ workloads
are expected to increase by an order of magnitude
based on the new calculations required to support
current period reporting challenges. The cloud
infrastructure required to manage these computations can be scaled up quickly on demand in
Azure and then released upon completion.
What’s more, the costs of the infrastructure and
the total actuarial processing time are greatly
reduced in an efficient cloud-based solution
compared to the costs implied by a fixed-size
on-premises or leased grid that could manage
the calculations within the available window.
The cloud also presents distinct advantages
within the second major solution component
under IFRS 17. This processing step combines
the massive output of the actuarial models with
accounting data at the group level, and in the
end delivers the detailed journal postings which
feed the companies’ general ledger systems.
The scalability of cloud infrastructure is an
advantage in this step with the large amounts
of data being imported, processed, and stored

when IFRS 17 is fully implemented. Delivering
this solution using a software-as-a-service (SaaS)
model offers more convenience to end users,
considering that the new solution software is still
being developed and tested.
The uncertainty about the standard, teamed
with the immaturity of the solutions, means
there will be a maturation process leading
up to the effective date and for some years
after. The maturation, and the need to support
simultaneous updates of solution software for
all clients, can be managed more smoothly
by vendors adopting a SaaS approach. Using a
SaaS approach, they have total control of the IT
infrastructure and their solutions are effectively
insulated by a consistent, customised environment that vendors manage. This allows them to
inject new versions of their software into these
cloud environments simultaneously for many
clients when the software is ready and removes
the complications of simultaneously supporting
current systems and other enterprise applications sharing fixed resources.
Actuarial and accounting software embedded in
production financial reporting processes has not
been commonly based in the cloud to this date.
However, it seems likely the rapid development of
massive cloud resources can be put to good use
for the new IFRS 17 reporting solutions.
Trevor Howes is director-actuary within
the Enterprise Risk Solutions business at
Moody’s Analytics
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A customer-centric
approach
D I O N I S I S P O U L I S : D I A S TA S Y S

Faced with ever-evolving customer expectations, today’s insurers cannot
succeed by relying on legacy systems. The optimisation of back-end
core systems is the only route forward

I

t’s no secret that we are living in a momentous
period in mankind’s history. Technology, yet
again, is shifting our world thanks to various applications of new technology including
the internet of things, big data and artificial
intelligence.
The insurance industry, which is at the core
of corporate and private economic activity, is
heavily affected by technology advancements
and must deal with radical new business models, new opportunities arising from completely
new business sectors, the internal capitalisation
of new technologies and, most importantly, the
new norms in customer behaviour. Customers
no longer buy through traditional channels, or

“Many recent research studies
suggest that customers
nowadays are more willing to
switch insurance carriers”
without consulting social media or other online
sources. The customer relationship is under continuous evaluation due to the data stream that
every one of us is exposed to daily. It is no wonder
that many recent research studies suggest that
customers nowadays are more willing to switch
insurance carriers. This puts exceptional customer
service at the top of an insurers’ priority list.
In the midst of the storm, insurance carriers
find themselves poorly prepared. The majority

of insurance companies today rely on siloed legacy systems to carry out their overall operations.
Fragmented and duplicate data, error prone
manual processes and the inability to consolidate
information and processes to upscale their customer service capabilities are all results of legacy
systems thriving in insurance organisations.
In a bid to adapt to the new customer journey, a lot of companies have launched multi-million pound projects aiming to consolidate
data from various legacy systems to a new
customer repository that would support their
customer-centric activities. This is a substantial
investment that probably would not yield the
expected results. This is because a consolidated
customer repository segregated from all of the
transactional data that illustrates a customer’s historic behaviour cannot really support a
customer-centric approach.
Optimising back-end core insurance systems
is the only starting point that can enable insurance companies to be extrovert and competitive
in this new era. Navins is an affordable, endto-end core insurance software platform based
on Microsoft Dynamics 365 Business Central.
By replacing various legacy systems with one
state of the art insurance solution, with flexible
deployment options on-premises or as a service,
Navins enables insurance organisations to support a meaningful customer strategy that leads
to success.
Dionisis Poulis is business development
director at Diastasys
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How new technologies
challenge insurance
Alice Underwood and Dave Ovenden from Willis Towers Watson discuss how technology is
impacting the insurance industry and what we can expect to see in the years to come

How will automation, AI and big data impact
the insurance industry?
Ovenden: Artificial intelligence (AI) isn’t just
about well-trained computers but encompasses
a huge breadth of technology from deep predictive models to cognitive learning. As for big
data, our view has long since been that it starts at
home, so having a good grip on your underlying
data assets so you can bring in the capabilities
from AI predictive models and deploy them
against those assets will be transformative.
Underwood: We need to step back and think
about what those terms mean. Automation is
about getting a computer to do a well-defined
set of tasks, whereas AI can take on almost
anything that we can get a computer to do and
follows an iterative learning trajectory. But it’s
not an either-or choice: automation and AI can
work together.
How is technology helping insurers increase
growth and profitability?
Ovenden: Insurers are using data from predictive models and other types of AI to build
mobile apps that drive the right product to the
right customer. In the near future, we’ll see commercialised trading hubs that have intelligent
automation driving sophisticated pricing into
the hub from the insurer’s side – and from the
broker’s side, automated decision rules about
what to present to the insured.
How will technology address the range of
regulatory environments in insurance?
Underwood: Where the rate environment is
flexible, insurers may want to focus technological development around pricing, whereas those
in regulatory environments may want to focus
technological development on underwriting or

claims. Claims processes can be automated to
be more efficient and cost effective. AI can also
be used to bring the claims that need attention
to the right handler and process the claims that
don’t need close attention in a no-touch way.
How do you see insurance changing over the
next decade?
Ovenden: The technology around handling
unstructured data is interesting for commercial insurance. There will be greater ability to
use less structured forms of data in a way that
we previously haven’t been able to. Ingesting
reports and turning them into actionable data
and instantly usable insight will be possible in
the next couple of years. That will lead to an
ever-richer source of data for models because
you’re no longer bringing just facts and figures
together, you’re bringing insight to unstructured data. The issue of privacy will run in
parallel as people and regulators begin to think
more carefully about it.
Underwood: I think we’ll continue to see
increased connectivity in the market. Companies
will form alliances and partnerships with those
previously regarded as competitors, and with
players they just hadn’t considered before. It’s no
longer about vertical integration. It’s more about
being able to connect to different providers of
information and technology and integrating that
technology with legacy systems.
Alice Underwood is global
leader of Insurance Consulting
and Technology at Willis
Towers Watson and Dave
Ovenden is global pricing and
underwriting leader at Willis
Towers Watson
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Becoming
customer-centric
International business travel management and payment solutions
provider is using a Microsoft Azure and Dynamics 365-based solution
from VeriPark to transform how it delivers customer services

F

intech start-ups are introducing multiple
new innovations that are transforming the
payments, banking and wider financial services experience for customers. Facing pressure
to do the same, international business travel
management and payment solutions provider
AirPlus International decided to transform from
being a traditional product-centric company
into a cloud-first, digital organisation that puts
customers at the centre of its operations.
AirPlus International, which operates in 50
countries, began its digital transformation by
closely analysing its processes and the products
it delivers to customers. To do this, the company
studied customer behaviour and evaluated the
true value of the services it delivered to customers.
Based on the internal analysis, AirPlus
International realised that one of the main
challenges for the company was that it lacked
omniproduct, omnichannel processes. Instead,
it had separate product-specific systems to manage each different customer touchpoint, which
meant that the customer experience could vary
across products and channels.
“To strengthen customer centricity throughout
the organisation, we needed a central data repository for customer information and interactions,”
says Christian Binderbauer, lead architect and
chief product owner at AirPlus International.
“Another goal is to deliver products we currently
sell and service through assisted channels only
also via self-service channels, which will hugely
improve efficiency and make them available to
smaller companies.”
AirPlus International opted to implement a
portfolio of solutions from VeriPark that are built
on Microsoft Dynamics 365 and Microsoft Azure
technology. The solution is designed to enable
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companies to use a central platform to deliver the
same processes across each different customer
touchpoint, thereby eliminating the boundaries
between assisted and unassisted channels.
“VeriPark’s software adds a significant set of
ready-to-use financial industry specific processes,” explains Binderbauer. “Modern cloud
architecture fulfils state-of-the-art security
requirements and helps speed up delivery. Using
software-as-a-service is a safe and smart way of
combining functional elements across boundaries – and it works.”
Moving from a mainframe-centric architecture
that had largely been developed in house to a
cloud-based platform where more than 95% of
functionality and integration comes from an
industry-standard platform was challenging.
“VeriPark teamed up with several other
Microsoft partners for the digital transformation project including SiteCore for the content
management system, Pros for the configure
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price quote system, Icertis for the contract management functionality, XperiDo for document
generation capabilities and InRule for the rules
engine,” says Wim Geukens, managing director
of VeriPark Europe.
Now, AirPlus International has a unified
cloud-based ecosystem that integrates these
functionalities with customer relationship management and omnichannel delivery solutions.
Around 700 AirPlus International employees
will use the platform, with the sales, marketing
and customer service teams primarily using the
customer engagement features. The company
will also use VeriPark’s solution to provide its
customers with access to services and products through new AirPlus portals. In total, it is
expected that there will be 300,000 system users.
Being able to use one platform to manage a
single process across all channels has multiple
benefits. For example, the solution will eliminate numerous process workarounds and the
exceptions that previously resulted from a lack
of legacy flexibility.
Meanwhile, sales and customer service agents
will be able to access the interaction history
for every customer, allowing them to deliver

enhanced services. AirPlus International also forsees the implementation of VeriPark’s ‘Next Best
Action’ functionality to help agents determine
what the most important thing is for the customer
at a given point in time. By supporting Next Best
Action with artificial intelligence, employees
would have greater insights into customer behaviour, while users will be able to go on individualised journeys on the self-service portal.

“VeriPark’s software adds a significant
set of ready-to-use financial industry
specific processes”
Most importantly, VeriPark’s platform will help
AirPlus International achieve its aim of becoming a fully digital solutions provider.
“A key driver for AirPlus is efficiency,” says
Binderbauer. “If you have a process that can be
delivered through multiple channels, there is
one machine you build and maintain for several purposes. Implementation of functionality
currently happens in record time by the current
standards of our organisation.”
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Transforming financial
reporting in insurance
Eve Pastor, a director in the Risk and Accounting Solutions team at Moody’s Analytics,
says that cloud technology will enable change across the insurance industry
B Y L I N D S AY J A M E S

I

t’s not an exaggeration to say that insurers
are witnessing unprecedented change in their
financial reporting requirements. “There are
currently multiple changes to International
Financial Reporting Standards (IFRS), the US
Generally Accepted Accounting Principles
(GAAP) and regulatory reporting,” explains
Pastor. “Of the utmost importance to insurers
are: the recently released Accounting Standards,
Targeted Improvements to the Accounting for
Long-Duration Contracts from the Financial
Accounting Standards Board (FASB); Current
Expected Credit Losses (CECL), a new
credit loss accounting standard issued by the
FASB; and International Financial Reporting
Standard (IFRS) 17 and IFRS 9. There are also
many regulatory reporting requirements that
are new, plus many being considered for the
future. There are increases in the number and
frequency of required calculations, revisions to
financial statement presentation, and increases
in financial statement disclosures.”
Many of these changes are meant to increase
transparency, comparability, and better reflect
the economics of an insurer’s transactions – so
there’s no question that they will benefit the
industry in the long term. However, staying
ahead in a rapidly changing industry is no easy

feat for any business, and this is especially the
case in insurance. “To continue to be successful
in the future, insurers need to make strategic
investments in infrastructure” Pastor says.
It’s a daunting prospect, but the adage that
‘with challenges come opportunities’ has never
been truer. “There are opportunities to integrate
systems and automate routine work that will
enable insurers to focus on critical initiatives,”
Pastor says. “Insurers are leveraging technology
to better serve all stakeholders including policy
holders, shareholders, employees, and regulators.
Technology, such as the internet, apps, chatbots,
artificial intelligence and machine learning, has
been driving advances in the customer experience, product innovation, reporting and analytics, and regulatory compliance. Specific to
finance and actuarial transformation, the goal of
the fast close continues to drive improvements in
financial reporting.”
Pastor believes that the cloud is the ideal
technology for the transformation process:
“Moody’s Analytics is the trusted advisor to
insurers globally, with the combined technology and subject matter expertise to be the single
vendor for solutions that are of critical importance,” Pastor explains. “Many of our solutions
are running on the Microsoft Azure cloud. We

“Technology is enabling a
transformational change of the
finance role by optimising operations
and enhancing its strategic impact”
62

w w w. t e c h n o l o g y r e c o r d . c o m

INSURANCE

have solutions that help insurers to fulfill the
requirements for accounting standards such
as IFRS 17, IFRS 9, Targeted Improvements,
and CECL. Some of these solutions include:
AXIS, our actuarial modeling system; and
ImpairmentStudio, our user-friendly and
auditable platform to meet CECL, AFS and
IFRS 9 Impairment requirements.”
By implementing these types of cloud-based
solutions, Pastor says that insurers can not only
survive, but thrive in this complex and competitive environment. “Insurers can immediately
improve operations by efficiently implementing
the new accounting requirements through cloud
technology to benefit from the scalability and
increased data security,” she explains. “Looking
to the future, and what business might look like
after the accounting requirements are adopted,
there will be ongoing costs savings from more
efficient operations and use of technology.
“The implementation of cloud-based solutions will accelerate the industry’s transformation. It’s no longer going to just be about doing
things faster but rather doing them smarter.
Collaborative platforms, such as Moody’s
Analytics’ RiskIntegrity IFRS 17, break down
silos and enable teams to work together while
still retaining internal controls and appropriate
separation of duties. Ultimately better decisions from analytics are the ROI on the finance

technology investment, and the finance team
will be well positioned to perform a strategic
advisory function once routine processing
work is automated.”
In short, Pastor believes that a software-as-a-service (SaaS) approach will truly enable the
21st century finance team. “SaaS enables the
21st century finance team by reducing many
of the worries that might otherwise divert the
team’s focus,” she says. “Disaster recovery is
more robust. Moody’s Analytics provides vendor-maintained software that is available via
the cloud and allows the team to adjust to any
changes required. For example, as the IASB
revisits the IFRS 17 requirements, Moody’s
Analytics provides the updates and improvements quickly and easily to clients through
RiskIntegrity IFRS 17.
“Internal controls and governance are built
into the software to prevent issues rather than
being done manually after the fact. And the
scalable nature of software as a service enables flexibility in the optimisation of the team.
The 21st century finance team is able to drive
better business results through technology
with a renewed focus on analytics rather than
troubleshooting manual and archaic processes.
Technology is enabling a transformational
change of the finance role by optimising operations and enhancing its strategic impact.”
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Reimagining
innovation in insurance
DXC Technology is taking a new approach when it comes to helping insurance customers to
improve their operations and services, says Faisal Siddiqi
BY REBECCA GIBSON

F

ace-to-face meetings play a key role in helping
insurance companies to build trusted relationships with customers. However customers now want to access their insurance providers’
services while on the move. Netherlands-based
insurtech start-up Surfly has the ideal solution: a
web-sharing application programming interface
(API) and (video) chat functionality that enables
insurance agents to share a browser session with
customers when explaining product offerings in a
personalised way.
Surfly is one of many start-ups that is collaborating with end-to-end IT provider DXC Technology
to deliver innovative technologies that will help its
insurance customers boost operational efficiency,
reduce costs, improve employee productivity and
enhance the end user experience.
“Although DXC regularly develops new capabilities for insurance companies, innovation takes a
lot of time, resources and creativity, so we can’t do
it all by ourselves,” says Faisal Siddiqi, chief technologist for Innovation and Ecosystems at DXC
Technology. “Insurtechs are exploring how technologies such as the internet of things, blockchain,
artificial intelligence and analytics can be used in
new ways to help insurers create more compelling
experiences for their customers. Hence, the best
way to accelerate the innovation cycle and give
our insurance customers quick access to the newest and most advanced technologies is to partner
with these start-ups.”
To find start-ups that are developing the best
digital insurance innovations, DXC has created
the DXC Invitational programme. This challenges start-ups to present a solution that can
be plugged into DXC’s end-to-end, cloud-based
Digital Insurance Platform to help insurers gain
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actionable insights from data, simplify how customers purchase insurance online, or provide
new ways to distribute or bundle insurance.
Alternatively, start-ups can develop a standalone
solution that enriches the insurance experience by preventing losses that lead to insurance
claims, accelerating the claims remediation process, or drive ongoing customer engagement.
“A panel of DXC product managers and clients
evaluate the capabilities of every solution, choosing two winning start-ups who are invited to partner with DXC globally and market their solution
to our customers,” says Siddiqi. “The initiative has
been very successful to date; we’re constantly surprised by the types of innovative insurance solutions our DXC Invitational candidates present.”

“DXC has a long-standing
reputation and a solid
customer base in the
worldwide insurance industry”
DXC has created a Developer Central portal to
give its customers, partners and third-party developers access to its comprehensive collection of
proven platforms, services and APIs. Developer
Central is used by DXC Invitational winners to
integrate their solutions with our Digital Insurance
Platform. “We wanted a way to easily share our
capabilities with customers and the development
community and showcase how they can build new
products on top of our Digital Insurance Platform
and APIs to create custom solutions that meet
their specific needs,” says Siddiqi.

INSURANCE

Not only will the Developer Central portal be
key to driving digital insurance innovation, but
it will also benefit stakeholders across the insurance industry – from DXC, to start-ups, insurance providers and their end customers.
“One of the hardest challenges for start-ups is
to break into the crowded insurance marketplace
and grab the attention of insurance providers
who are used to implementing solutions from
more established technology providers,” says
Siddiqi. “DXC has a long-standing reputation and
a solid customer base in the worldwide insurance
industry, so we’re well positioned to help startups refine their ideas, develop viable use cases for
their apps and then put them in front of major
insurance companies.”
At the same time, DXC benefits because it can
offer insurance customers niche capabilities and
innovative apps and services that it wouldn’t
necessarily have developed itself.
“Rather than spending time trying to figure out
which of the different processes we should be innovating, we can focus on providing and enhancing
the core end-to-end Digital Insurance Platform
and then provide apps and functionalities from

our start-up partners as and when our customers
require them,” explains Siddiqi. “For example, it
wouldn’t have been top of our agenda to build a
co-browsing solution to improve the call centre
experience for insurance customers. However,
when Surfly brought it to our attention through
the DXC Invitational, we could instantly see how
it would help our customers to save time when
handling support cases. That’s just one example
of why it makes great sense for DXC to partner
with start-ups who are already offering the types
of capabilities that will transform the employee or
customer experience.”
Most importantly, DXC’s insurance customers – and their end customers – will reap the
rewards. “Our customers have access to both
our core insurance platform and niche innovations that help to take it to new levels, enabling
them to rapidly optimise operations, empower
agents and brokers to work more productively
and improve the customer experience,” he comments. “Plus, they’ll save money because they
won’t need to invest in developing their own
capabilities to provide the types of experiences
their customers want.”
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O P E N
for innovation

It’s time for a new way to write, deploy and consume
financial software. At Finastra we’ve done just that,
by developing a platform that’s open, secure and agile.
It lets you integrate new technology seamlessly –
bringing new products to market more quickly and with a
better customer experience.
As we say, it’s innovation with unlimited potential.

Join us at

finastra.com

