
he insurance industry is ripe for disruption, through 
emerging technologies”. The only exception I might take 
to this statement is the word ‘emerging’. The insurance 

industry has been slow in many areas to adopt new technology, so 
I’d argue that it’s ripe for disruption through both traditional and 
emerging technologies! We often learn from history and it’s worth 
looking back at a couple of technology based examples:

Direct Line – hugely disruptive, used data from existing insurers, 
modern technology, win for the insurer and win for the customer. 
Customers drove disruption, targeted selection of customers 
created profitability, which was invested back into the direct 
model. This created rapid growth and the direct personal lines 
market accelerated as others followed.

Commercial Lines electronic Trading – slow to take hold. 
Stakeholders pulling in different directions. The needs of insurance 
brokers were different to those of insurers who didn’t want to 
commoditise the market. People dragged their feet; honest 
conversations weren’t happening. The end customer wanted 
broker advice; markets weren’t homogenous enough to make 
direct trading fly. Even now, thirty years into this discussion, we still 
have better rates on insurer’s own systems than on consolidating 
platforms. The needs of customer, broker and insurer aren’t aligned.

So what conclusions can we draw from looking back? Primarily, that 
we need win, win, win conversations in the intermediated market. 
The environment needs to be right for disrupters to capitalise.
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It’s all well and good looking back and stating what needs to be in 
place to foster the right disruptive environment, but what about 
the future?

The modern broker will become more and more customer led, not 
just in words but in actions and culture. Customers are all different; 
some people want the personal touch, some want to log on to 
a portal and find out for themselves. Some are entrepreneurial 
risk takers just looking for catastrophe cover, others want risk 
management led programmes to stop problems occurring. Some 
want cheap, others want value.

However, we all want it to be easy, to trust the people we are 
dealing with and for it to work first time – we want it to be pro-
active and make sense to us. The customer is attracted to the 
broker that shares their values, sometimes their interests, but 
ultimately those that will deliver what they want, when they want 
it and in a form that they understand.

Use technology in a smart way and you can meet these 
differentiated needs – let’s take a look at some other examples of 
what’s happening:

Artificial Intelligence – machines don’t get bored, they’ll keep 
doing the same things, which means less operational errors. They 
can sift through masses more data than a human and spot trends 
and patterns that could be missed. The underwriting benefits and 
fraud detection abilities speak for themselves. I remember a rather 
‘whacky’ senior manager in the 90s who had called me up to talk 
to him. I’d downloaded a whole load of data into a pivot table and 
found that pubs that had the word ‘river’ or ‘bank’ in their name 
were a poorer flood risk than the average, not exactly rocket 
science I hear you shout! However, he was excited about this and 
talked about insurance underwriting as a swimming pool of data 
which machines would trawl through, learn and look for patterns. 
We now have this technology and we find ourselves with oceans 
of data as opposed to swimming pools of data. He was ahead of 
his time and not really ‘whacky’ as it turns out.      

Blockchain – or as I sometimes think of it ‘The Field of Dreams’. 
“Build it and they will come”, the often adapted line from the film 
is where I think we are with Blockchain. If you don’t understand 
what it is then keep reading about it, it takes a while for it to 
sink in. It’s important because our industry has masses of data 

to exchange, often between independent parties. The security 
assurance that Blockchain brings will help with operational 
efficiency, removal of fraudulent claims and the creation of new 
services. Our Claims App business at present can report claims 
to policyholders, brokers and insurers at the click of a submit 
button – the broker chooses how this works. In the future, I can 
see a broker choosing to push the data straight into an insurer’s 
database, to a recovery firm, to a repairer, to a vehicle parts supply 
company. The question will be not is it possible but how far do you 
go? Could a vehicle automatically assess its level of damage and 
start the recovery and repair process without human intervention? 
To do this you will need the security that Blockchain brings.  

The insurance landscape has changed and will change further. 
Customers expect there to be ‘an app to do that’ – do an 
experiment, speak to your next five clients about what apps they 
have on their phone. I’ll be surprised if you are not surprised at 
the variety of apps that people use. You’ll also find that they have 
dozens of apps on their phones that they don’t use and even some 
that don’t work anymore! Get to know how your clients operate 
digitally, e.g. what technology is the farmer using these days? Soil 
and water sensors; agbots; tractors that can auto-plough; cloud 
seeding to make it rain (not something we need here in Scotland!) 
are just some of the things that are transforming the agriculture 
sector. Insurance touches all business sectors, what can we learn, 
and what do our customers expect of us?

Technology is great but make sure it’s win, win, win and that the 
investment makes sense. As our customers change the way they 
use technology then how should the brokers respond? What should 
the future Account Exec, Account Handler or Claims Handler look 
like in terms of skills? What new risks are we creating as different 
industries digitise at a frightening rate? Are we keeping pace? 

Don’t digitise your mediocrity, all that will happen is that the 
customer will find out that you are mediocre that bit quicker! 
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