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Strategy Meets Action Services       NEXT-GEN INSURER 

 

SMA is advising and guiding our customers… 

- tap into infinite possibilities 

- make wise strategic investments 

- shape smooth transformations 

… become NEXT-GEN INSURERS 
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Source: Strategy Meets Action 2016 
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Data & Analytics 

Core 

Customer 

Products & Services 

Emerging  
Techs & 
Trends 

Top Strategic Investments in Insurance for 2016 

Source: SMA Research, Insurance Ecosystem 2016, n=116 

21% 

17% 

42% 

63% 

48% 

44% 

78% 

74% 

61% 

70% 

64% 

85% 

82% 

Internet of Things, Wearables, Driverless Vehicles

Aerial Imagery, Drones, Geospatial, and Mapping

Outside Industry Partnerships

Innovation and R&D

Geographic Expansion

Risk Model Transformation

New Products and Services

Core System Replacement

Digital Insurer

New Customer Segments

Channel Expansion and Experience

Customer Engagement and Experience

Enterprise Data and Analytics

Percent of Insurers Citing 

Customer Engagement and Experience 
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The Ultimate 360 Experience 

    … across channels 

    … throughout the lifecycle 

    … for every interaction 

    … for immediate action 

    … with customer insight 

Integrated 

Unified 

Right 
Context 

Real 
Time 

Informed 

Ultimate  

360 

Experience 
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Insurer Single View Status and Plans 

Source: SMA Research,  

Customer Experience 2014, n=61 

8% 
Single view,  
real-time,  

all channels 
27% 

Single view, 
real-time, 

some 
channels 

45% 
Working on 
single view 

19% 
No single 
view, no 

plans 
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The Ultimate 360o Insurance Experience 
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2016 Top 5 Key Business Application Projects – by LOB 

P&C Personal Lines P&C Commercial Lines Life & Annuities 

15% 30% 

15% 30% 

23% 18% 

21% 18% 

21% 18% 

34% 27% 

29% 22% 

23% 26% 

19% 27% 

12% 29% 

29% 42% 

29% 38% 

8% 38% 

4% 42% 

12% 28% 
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Replace/Add Enhancement 
Source: SMA Research, Insurance Ecosystem 2016, n=116 

Billing systems Agent/broker portal Insured self-service 

Insured self-service portal CRM New business/underwriting systems 

Policy admin 
Web & digital capabilities:  

transactional 

 

Dist. Mgmt./licensing/commissions 

Web & digital capabilities:  

transactional Rating engine 

CRM Policy admin 
Web & digital capabilities: 

informational 

Web & digital capabilities: 

transactional 

































Copies of SMA's report "Achieving the Ultimate 360° 
Insurance Experience: Gaining New Vison and New Value 
in the Digital Era" are available at EIS Group Booth #26 

Mark Breading - mbreading@strategymeetsaction.com 
Philippe Lafreniere - plafreniere@eisgroup.com 
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