
THE aRT OF THE 
pOssIblE  
How is digitalisation reimagining the insurance industry, and what 
aspects of insurance still have scope to be further digitalised?

n 1990, I walked into a General Accident office in Glasgow 
to learn about insurance. Sitting in the corner was a 
sparkling IBM PC, with the rest of the office on some form 

of green screen technology. “Why is nobody using the PC?” I 
asked. 

“It’s our expert Commercial Quotation System; we know we should 
use it, but we can all do quotes faster than it so we don’t!”

I think that this sort of anecdote sums up many of our experiences 
in insurance – we know we should use the technology but we are 
happy enough to plough on as we are. Worse still, some of us 
have seen where people didn’t really want technology to work as 
it would “commoditise the business”. It has often taken someone 
from the wings or outside of the industry to come along and 
disrupt; just look at Peter Wood, a computer programmer who 
used technology, mainly a phone, to disrupt and create Direct Line 
in 1985.

History and experience show us that it’s not the technology that’s 
the issue or the differentiator in digitalisation, but the people.

So what’s different now? Technology has accelerated change and 
transformed what’s possible. The first iPhone didn’t have GPS; 
next year’s will track you to within 30cm on the planet! Insurance 
people are becoming more technology savvy, and we are starting 
to understand the art of the possible, mainly due to technology 
being all around us.

It’s people that are reimagining the insurance industry. Leave 
the stereotypes behind; in my own business over a third of our 
App users are over the age of fifty. Take the technology we have, 
whether it be ‘mobile’, artificial intelligence, virtual reality or 
advanced analytics, understand it and see how it can be applied to 
what we do. Combine the data rich world of insurance with cutting 
edge technology, and you can understand why there’s so much 
insurtech chatter.

We’ve scratched the surface so far, mainly focusing on admin 
improvements. A massive area for development is in analysis 
and prevention. Will we see insurance becoming more about 
preventing the claim than paying for it?

It’s often said that the insurance industry is about people. The 
future is still about people, but people with the right technology, 
skillset and vision. 

sTePHeN MARsHALL ACII, Managing Director, Insure Apps.
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MOVING WITH 
THE TIMEs
What are the advantages of allowing employees the flexibility to 
work when, where and how they want?

ecent publicity has underlined how much more UK 
businesses need to do to modernise in terms of salary 
differentials between men and women. But modernisation 

can’t stop there; the entire workplace culture has to move with the 
times.

20-30 years ago, people seeking work were grateful that they 
had a job. Now, it is companies that should be grateful that 
well-educated, curious people choose to work for them. In order 
to attract and retain the best people, companies must create a 
workplace environment and culture that ticks all their boxes, from 
pay to intellectual challenge.

Moreover, the revolution in consumer technology has also changed 
how customers interact with businesses, meaning companies have 
been forced to adapt their workplace structures to stay abreast 
with how their customers want to communicate with them.

Minster Law has already changed its working practices, harnessing 
technology to provide a better service to its clients. Now, our 
clients with less complex injuries prefer their cases to be managed 
virtually, letting them get on with their lives quicker.

For more complex cases, we understand the importance of 
building a strong personal relationship with clients and their 
families. Face to face meetings become part of our service, often 
at their homes, as well as using digital channels for day-to-day 
communications.

Any chief executive worth their salt would like to get a better 
balance between their fixed and variable cost base, especially 
in the low-cost space where the personal injury sector largely 
operates.

Big offices cost big money, and have a negative environmental 
footprint to boot. Minster Law is moving to a single office to 
reduce our fixed costs and, by working collectively in one place, 
will deliver a better service to clients and insurer partners alike.

The point is that modern, progressive companies need to mix the 
best of the old with the best of the new. We look forward to a 
gender-balanced workforce, doing their best for our clients in a 
multi-faceted working environment. We can no longer presume 
that, once we’ve manufactured a product or service, that clients 
will automatically purchase them.

We need to listen carefully to what clients want, and then create 
the product or service which meets their need, as well as ensuring 
our employees, who are also critical stakeholders, deliver first class 
services while staying happy and motivated at work. 

sHIRLeY WooLHAM, COO, Minster Law.
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