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Who will be the 
winning life insurers?
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Hypothesis 1: 

Distri2Mebute
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Insurance 

distribution

Big Data
Trust 

issues

New market dynamics

Consumers' 

attitudes 
Technology

Connected 

global 

population

Low 

interest 

rates

Consumer 

protection

Economy
Regulatory 

changes

Push for 

transparency
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Source: Swiss Re, “Survey of Risk Appetite and Insurance: Asia-Pacific 2011”

Channels consumers in Asia-Pacific would use to buy 
insurance products
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� Born between mid '90s to 2004 

� Born with technology: digital natives, tech-savvy

� Grew up with social media: little concern for                                                        

privacy and no problem sharing intimate details                                                      

of their lives with virtual strangers

� Born multi-taskers 

� Ability to focus on lengthy, complex information is low

� Require information to be delivered in rapid, short bursts if it is to be 

understood. Generation Z thrives on instant gratification

� A desire to buy products and services anytime and anywhere (at their 

convenience) 

"Generation Z"
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What online isn't…
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"Malayan Online" allows 

you to complete the entire 

policy acquisition journey 

on Facebook. You can 

choose to automatically 

use your personal info (e.g. 

name, surname, email, 

date of birth, etc.) from 

Facebook of fill it in 

manually.

Social media possibilities
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The rise of the smart phone is unstoppable

Source: The Digital Insurer Accenture 2013 Consumer-Driven Innovation Survey

� Mobile is still largely 

used to gather 

information

� Proliferation of smart 

phones will bolster 

interactions with 

insurers

– Phones as telematics 

devices

– Direct policy 

application

– Submission of claims

– Instant feedback 

through social media

Use of smart mobile devices in insurance distribution
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Facebook didn't exist for most people

Twitter was still a sound

4G was a parking space

'Skype' was a typo

Remember 2005 ?

Thomas Friedman

The world is flat
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Source: Swiss Re Economic Research & Consulting.

Buy online

Check with 

friends

Product-

related call

Request  further 

information

Follow-up call

Fill out on-line 

claim request

Liaison with 

loss-adjuster

Renewal 

notification
Text/email 

confirmation

The interplay between channels will be highly complex

Internet

Mobile

Social 
media

Agent / 
broker

Call center

Retail 
branch / 

bank 

Gather 
information

Seek 
advice

Purchase 
policy

After sales 
service

Claims

Targeted 

advert

Report 

claim

Receive 

quote

Approach 

agent

Buy through 

agent

Post rating 

and review

Tweet review

On-line customer 

survey

Tweet review

Browse 

reviews

Compare 

quotes

Like

Referrals to 

family/friends

Online 

search
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� Utilise the human 

interaction element and 

stay flexible

The future of distribution: Integrated multichannel 
strategy

TM/DMOnline Agent/Broker/Branch

� Make it easy for those 

who feel confident and 

want self service

� Use as lead generation 

tool

� Give peace of mind to 

those who seek face to 

face contact 

(Conversational Selling)

� Straightforward, simple 

and easy to understand

� Convenient to purchase

� Flexible benefits

� Good value

� Reliable at claim stage

� Tailored underwriting 

journey – in/out

� Loadings only where 

necessary (stick to the 

quote)

� Simple products

� Supported by web chat

� Flexible and benefits

� Needs based selling 

� Comprehensive protection

� Competitive pricing

Multichannel strategy
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Hypothesis 2: 

Outsurance not Insurance
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� Behavioural economics: Incorporates the lessons from psychology into the laws of 

economics (Nobel Prize for Danny Kahneman)  

� System 1 vs. System 2 thinking

– Automatic: fast, unconscious, associative and very low energy consumption 

– Reflective: slow, conscious, analytic and consumes a lot of energy.

(from Thinking, Fast & Slow)

� we are mostly automatic beings (and evidence that this is mostly good)

The world is not that rational
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Fruit
or 

Chocolate?

Source: Read & van Leeuwen (1998)
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Inertia (and the failure of market research)
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Discovery and the customer journey

This platform allows 

them to regularly 

engage with 

customers and target a 

very specific 

demographic of users 

(through sub groups).

Discovery Vitality, 

the loyalty program run 

by the Discovery 

Insurance Group (life, 

medical, short term, 

banking, investment), 

successfully advertises 

and engages its 

members via Pintrest.
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From products to total solutions

Health 
Screens

Biometric 
Tests

On line 
support 

Doctor 
Networks

24 Hour 
Nurse 

Helpline

Diabetes 
mangt

Hypertension 
Mangt

Second 
Opinions

Travel 
Assistance

Anti Ageing 
Program

Concierge 
Services

After Care 
Services

1 - Wellness Platforms

2 - MSO via MediGuide

3 - Better Health App
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Changing the equation

20

OBJECTIVITY

QUALITY

CONFIDENTIALITY

BENEFIT

COST
= VALUE

ACCESS RELEVANCE+

STEWARDSHIP TRUST+

� The current focus in the 

industry is on decreasing 

costs by making the 

process faster, cheaper, 

and easier

� We also want to be able to 

increase the benefit that 

consumers receive as that 

has exponential potential 

for growth

20
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Hypothesis 3: 

Data will be the difference
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What to know about Person X

Age: 34 Father of 1
Married for

5 years

22



Joint Regional Seminar, Singapore | 31 July 2014

Source: IDC’s Digital Universe Study, sponsored by EMC, June (2011)

Selected sources and types of Big Data
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Learnings from Big Data

Data 

interpretatio

n

Customer 

insights

Customer 

segmentation
Data linkage

Propensity modelling

Risk assessment

Visualisation

Predictive

underwriting

Disclosure

Social media

Sentiment analysis

Demographic

profiling

Claims history

Behavioural analysis
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Predictive Analytics 

Two key questions: 

1) what do I want to predict? 2) what data do I have access to?

Predicting Purchase

Past purchase 
data available?

No past sales 
data?

Predicting Health

Do you want 
to reduce 

underwriting 
for the best 
prospects?

Do you want 
to charge 
different 
prices?

Do you want 
to differentiate 

medical 
requirements?

Predicting lapse 

Past data 
available on 
lapsed/non-

lapsed 
customers?

No past data 
available?

Build a 
propensity-to-

buy model, 
which will 
identify the 

best prospects 
for marketing 

efforts

Trigger events 
can be used 
(e.g. house 

move, birth of 
a child, 

birthday)

Full Predictive 
Underwriting –
requires past 
match-able 

underwriting & 
descriptive 
data (e.g. 

bank)

Model built on 
mortality/unde

rwriting 
data/experienc
e - customers 

placed in 
different risk 

bucket

Model selects 
customers at 

lowest/highest 
risk of needing 
medical tests 

(e.g. fluids, 
cotinine)

Propensity-to-
lapse model is 
built, in order 

for best 
products to be 
sold to, or to 

direct 
retention 

efforts

General 
learnings (e.g. 
Swiss Re lapse 

experience) 
used as 

starting point 
(e.g.  

age/smoker 
differences)

Data analytics in Life Insurance 
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Hypothesis 4:
Solving an age old 

(or old age) problem

26
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Every month, more than a 

million people in Asia turn 60
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age in years

Life expectancy at birth continues to rise

Source: United Nations, Department of Economic and Social Affairs Population Division, Swiss Re
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“Only about 30% of the 

older population in the 

region receives some form 

of pension.”

- Economic and Social Commission 

for Asia and the Pacific (ESCAP) 

It is going to be tough for many
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� More than 60% of 

retirees and pre-

retirees plan to rely on 

savings to fund 

healthcare expenses 

in retirement

Will savings be sufficient?

Sources of healthcare funding in retirement: Savings 

Source: Spotlight on Consumer Health, Swiss Re Health Solutions, World Bank

� …..but savings rates 

are  gradually 

declining in many 

Asian markets, and 

have stabilised in 

China

Are consumers saving enough?

Gross savings as a percentage of GDP

China

Singapore

South Korea
South Asia
Hong Kong

Japan
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Life insurance has changed from being 
concerned with the consequences of 

premature death, 
to those of extended life
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Example: In Hong Kong PMI sales are 
increasing …resulting in around 200,000 
additional policyholders taking up medical 
insurance each year…
…but virtually all of the coverage is for 
customers below age 65

Source: Summary on 2011 Provisional Statistics by the Insurance 

Authority 

A lack of lifetime solutions

32



Joint Regional Seminar, Singapore | 31 July 2014

1. Acute trauma – Coverage for acute traumatic 
events, such as hip and limb fractures  which 
prompt short term care requirements 

2. Elderly CI - Provides a higher cash benefit in 
event of acute medical condition such as stroke 
or heart attack 

3. Short term care - Covers the costs of house 
adaption and other changes which extend 
independent living and / or covers the first 
months in full time care, enabling assets to be 
realised

4. Assistance -

Is all provided 

via easy access 

concierge 

services / 

assistance, 

providing care 

and financial 

advice, offering 

solutions and 

taking over 

arrangements 

Short term care 
(helping people remain independent at home)
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Integrated Silver Customer 

products

EASY
No medical underwriting.

Comprehensive
Covers major concerns of the 

silver segment.

Cancer, CiS, Stroke, Heart Disease, 

Renal Failure, Hospitalisation and 

Surgery Due to Accident, Dementia, 

Diabetes Complications.

Worry Free
Single premium or short term  payment 

period.  No need to worry about 

premium for term of policy.  

10 years guaranteed premium and 

guaranteed renewability up to age 100.  

Retirement fund protection and health 

protection.

Wellness
You don't have to be ill to enjoy the 

policy.  Services such as MSO, Free Eye 

Tests and Dental Check Ups are 

included.
34
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Hypothesis 5: 

Going back to our roots 

35
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� Insurance originated from 

communities and affinity groups 

coming together to manage risk

� Somewhere along the way, the 

industry lost this connection 

with society and needs to re-

engage and re-build trust  

� Governments will increasingly 

need public/private partnerships 

to address the funding of ageing 

and health costs –the perfect 

opportunity for insurers, but it 

will require new skill and mind 

sets  

Insurance needs to re-establish its position in society
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Using the power of affinity groups

Generali has developed new products by 

consulting (co-creation) 25.000 people on social 

networks (Twitter, Facebook and NUjij)
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The first peer to peer insurance company

38
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Branding

Traffic / 

lead 

generation

Connecting to society's concerns
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An example of IRDA - advertising their service to policyholders 

Video source: IRDA Advert from July 2010 http://www.youtube.com/watch?v=fcfpaciXK_A
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When the relationship with the regulator is not so good…
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Conclusion: My 5 hypotheses for winning

41

• Distribution 2 Me

• More than just insurance for the consumer 

• Differentiating by data

• Lifelong solutions

• Re-establishing our key role in society

Of course there are other important success factors such as capital 

& risk management, talent and operational excellence, 

but the above are key
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"…It is not the strongest of the species that survive, nor 

the most intelligent, but the one most responsive to 

change…"

Charles Darwin

"On the Origin of Species"

A final thought…
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Good fortune

43
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Legal notice

©2014 Swiss Re. All rights reserved. You are not permitted to create any modifications 

or derivative works of this presentation or to use it for commercial or other public purposes 

without the prior written permission of Swiss Re.

The information and opinions contained in the presentation are provided as at the date of 

the presentation and are subject to change without notice. Although the information used 

was taken from reliable sources, Swiss Re does not accept any responsibility for the accuracy 

or comprehensiveness of the details given. All liability for the accuracy and completeness 

thereof or for any damage or loss resulting from the use of the information contained in this 

presentation is expressly excluded. Under no circumstances shall Swiss Re or its Group 

companies be liable for any financial or consequential loss relating to this presentation.
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