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TOP TRENDS IN HEALTH INSURANCE 2021

The global pandemic has intensified external pressures on the health insurance industry

Health insurers must pivot fast to ADAPT to market shifts

Future frontrunners will be Inventive Insurers, with advanced capabilities to be more resilient to market shifts

Copyright ©2020 Capgemini. All rights reserved.

1 – World Health Organization, “Ageing and Health,” February 5, 2018
2 – New York Post, “Humans are living longer — but they’re also getting sicker,” January 26, 2018
3 – Capgemini | Efma, World Insurance Report 2020
4 – Capgemini | Efma, World Insurance Report 2019
5 – BigTechs are technology giants that dominate their respective sectors such as Amazon, Ant Financial, Apple, Facebook, Google, and Tencent

Acquire technical capabilities 
to continue being a great payer

Provide sustained care to members

Transform member navigation 
across touchpoints

Insurers are leveraging 
AI-based solutions to 

improve claims 
processing

Cognitive 
digital-automation powers 

intelligent, personalized 
member engagement

COVID-19 accelerates 
telehealth adoption

Insurers guide 
members’ health care 
journey to coordinate 

care, control costs

Insurers are stepping 
up digital capabilities to 

offer virtual care 
services

Recognizing social 
determinants can 

improve health 
outcomes

Advance ecosystem partnerships
to bring in better services for members

Data interoperability 
enables seamless, 
coordinated care 

delivery

Customer-centric 
BigTechs enter health 

insurance

Drive behavioral change
among members by incentivizing 
the right behavior

Pandemic catapults 
health and wellness into 

the global spotlight

Go-to-market agility

Member centricity

Intelligent process 

Business
resilience

Open ecosystem

Releasing new 
products quickly 
and at scale

Driving operational 
improvements 
with technology

Building an enhanced 
member experience

Embracing collaboration 
with other players and 
third parties

>60% <11% 

Demographic
shifts

Changing
member

preferences

Compliance
mandates

Healthcare transparency Data interoperability

Aging population

2
billion

Declining health

2x2 billion – expected 60+ 
global population in 2050,
up from 0.9 billion in 20151

2x – Seniors with four or 
more chronic diseases is 
expected to double by 20352

Comprehensive coverage 
needed

<11% customers say they
have comprehensive coverage 
for medical and health risks4

Almost everyone is digital

>60% consumers transact 
frequently via digital channels3

Executive order in the 
US to improve price and 
quality transparency

In the US, CMS delivers 
interoperability directives

Top Trends in Health 
Insurance 2021

Top Trends

The health insurance industry is at the center of a tsunami in the age of COVID-19. However, 
progressive insurance companies are using this moment to reimagine their business. 
Technology and Business trends in health insurance are creating new pathways for insurance 
companies to emerge from the pandemic stronger, more agile and better attuned to clients’ 
needs. 

To do so, insurers are focusing on multiple fronts simultaneously. It is critical for them to 
acquire the technical capabilities to serve their evolving business needs, such as AI-based 
solutions to speed claims processing and cognitive digital automation to create intelligent, 
personalized member interactions.  

To drive behavioral change, a focus on wellness has been pushed to the fore. Insurers are 
well-served by guiding their members to a focus on their personal health. By leveraging an 
ecosystem of partnerships including InsurTech and BigTech, insurers can create seamless, 
coordinated care delivery. 

Ultimately, what matters is patient care. Insurers need to accelerate their adoption of 
telehealth, offer digital capabilities for virtual care, and identify social or lifestyle issues that 
can blunt positive outcomes. Finally, insurers need to focus on efficiency and cost 
effectiveness in their clients’ health care journey. 

By focusing on these industry trends, insurers can optimize their operations for a prosperous 
future.

For more information or a private presentation on Top Trends in Health 
Insurance 2021, contact us at insurance@capgemini.com

DOWNLOAD 
Capgemini Top Trends in 
Health Insurance 2021 
brochure
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The full infographic 

Insurers are leveraging AI-
based solutions to improve 
claims processing

COVID-19 accelerates 
telehealth adoption

Insurers are stepping up digital 
capabilities to offer virtual care 
services

Recognizing social determinants 
can improve health outcomes

Insurers guide members’ health 
care journey to coordinate care, 
control costs

Cognitive automation powers 
intelligent, personalized member 
engagement

Pandemic catapults health and 
wellness into the global spotlight

Data interoperability enables 
seamless, coordinated care 
delivery
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Life insurers find themselves grappling with… 

TOP TRENDS IN LIFE INSURANCE 2021

Life insurers are prioritizing critical focus areas to stay competitive

DEMOGRAPHIC 
SHIFTS

EVOLVING CUSTOMER 
PREFERENCES

CHANGING BUSINESS
LANDSCAPE

Customers expect more...

>50% 
of customers will 
remain loyal if insurers 
provide add-on services5 

Almost everyone is digitalAging population 
The world's aged 
≥60 population 
is expected to reach 
2 billion by 2050, up 
from 900 million in 20151

2
billion

>60% 
of consumers frequently 
make transactions 
via digital channels3

Customer engagement

insurers believe COVID-19 
has impacted customer 
engagement KPIs6>40% 

Omnichannel expectation

In 2020, >55% of the 
global workforce 
consisted of 
millennials and Gen Z2

Changing workforce

>55% >50% 
of customers prefer 
three or more channels 
for insurance research, 
and for policy purchase4

Central banks' interest 
rates are expected to 
remain close to 0%7

Low interest rate

CUSTOMER
CENTRICITY

GO-TO-MARKET
AGILITY

BUSINESS
RESILIENCE

INTELLIGENT
PROCESSES

OPEN
ECOSYSTEM

• Customer 
  engagement 
  takes center stage

• Providing 
  customers with 
  self-service options

• Adopting 
intelligent 
automation

• Leveraging 
alternate data 
sources for 
underwriting 
decision

• Detecting and 
preventing 
fraud through 
new methods

• Collaborating with 
ecosystem players 
speeds up 
the game

• Omnichannel 
sales and novel 
ways of interaction

• New products 
for better 
customer 
experience

• Life insurers 
are transitioning 
out of 
legacy platforms

COVID-19 has catalyzed life insurers to adopt digital capabilities with a focus on:

Copyright ©2020 Capgemini. All rights reserved.

1 – World Health Organization, “Ageing and Health,” February 5, 2018
2 – ManpowerGroup, “MILLENNIAL CAREERS: 2020 VISION,” accessed October 2020
3 – Capgemini | Efma, World Insurance Report 2020
4 – Ibid
5 – Capgemini | Efma, World Insurance Report 2019
6 – Capgemini | Efma, World InsurTech Report 2020
7 – Swiss Re, “Sigma No 4/2020: World insurance: riding out the 2020 pandemic storm,” July 2020

Tomorrow’s industry frontrunners will be those 
life insurers who are customer-centric, have adopted 
intelligent processes, acquired go-to-market agility, 

and have closely collaborated at scale with ecosystem partners

Hyper-personalized 
offerings

Experience-led 
engagements 

Continuous 
co-innovation 

with ecosystem 
partners

Leveraging 
data as 

critical asset

Low/no-touch 
processes

Top Trends in Life Insurance 2021 Top Trends
COVID-19 continues to have a serious and sustained impact on the life insurance industry. At 
the same time, interest in life insurance policies has grown significantly.

While customer engagement takes center stage, life insurers are bridging customer service 
gaps through initiatives such as health and wellness programs to improve persistency and 
thereby policyholder stickiness. Customer-centric life insurers are developing innovative, 
hyper-personalized products to offer experience-led engagements to their customers. They 
are also adopting innovative approaches in policy distribution, such as seamless omnichannel 
sales and self-service options.

Intelligent processes built on new-age technologies that leverage alternate data sources 
enable firms to implement straight-through processing in underwriting and claims processing 
with an enhanced fraud prevention system. Traction for innovative digital solutions for 
customer engagement will accelerate further as life insurers look forward to low-touch 
options that are equally cost-efficient.

Life insurers are adopting intelligent automation that can be a critical success factor in 
achieving cost efficiency and more speedy operational processes. They are also adopting 
modern platforms or migrating existing legacy modules to the cloud to modernize core 
systems.

Last, close collaboration with ecosystem partners is the need of the hour. Life insurers turn to 
ecosystem partners for critical capabilities and distribution outreach to stay relevant and 
up-to-speed during these changing times.

For more information or a private presentation on Top Trends in Life 
Insurance 2021, contact us at  insurance@capgemini.com

EXPLORE 
The trends on slideshare        

VIEW 
The full infographic 

Customer engagement takes 
center stage

Life insurers increasingly leverage 
alternate data sources for 
underwriting decisions

Life insurers are detecting and 
preventing fraud through new 
methods

Life insurers are transitioning 
out of legacy platforms

Collaborating with ecosystem 
players speeds up the game

Omnichannel sales and novel 
ways to interact with 
customers

Providing customers with 
self-service options

Simple, innovative, and 
differentiated products for 
better customer experience

Life insurers are adopting 
intelligent automation
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CUSTOMER
CENTRICITY

GO-TO-MARKET
AGILITY

BUSINESS
RESILIENCE

INTELLIGENT
PROCESSES

OPEN
ECOSYSTEM

• Reinventing business processes

• Non-traditional firms are making their presence felt

• Self-service becomes the new-normal

• The role of agents is revitalized

• Telematics data exchanges gain momentum

• APIs take center stage

• Investments in touchless claims processing 

• Increasing use of IoT devices

• Providing an experience-led engagement 

• Collaboration with ecosystem partners 

TOP TRENDS IN 
PROPERTY & CASUALTY INSURANCE 2021

Copyright ©2020 Capgemini. All rights reserved.

For P&C insurers, it is time to revisit business and operating models

Industry evolution never stops

EVOLVING 
RISK
LANDSCAPE

The frequency and severity of claim incidents is on the 
rise and new risks emerge from new business models 

CHANGING
BUSINESS
DYNAMICS

A low interest rate environment and increasing 
competition are severely impacting insurers' profitability

EVOLVING
CUSTOMER 
PREFERENCES

Customers today prefer a seamless omnichannel 
experience and expect value-added services

To be successful, P&C insurers should focus on 

Future frontrunners will be customer-centric, 
adopt intelligent processes, go to market quickly, 
and will closely collaborate with ecosystem partners.

BigTech-like
experiences

Low/no-touch
processes

AI-based tools 

Rethinking 
operating models

Revisiting
business processes

Seamless collaboration 
with ecosystem partners

Top Trends in Property & 
Casualty Insurance  2021

Top Trends

Property and Casualty (P&C) insurance firms face a big challenge in adapting to the changing 
business landscape. They are seeking new ways to boost profits while remaining laser-
focused on creating superior customer experience. The evolving risk landscape requires 
insurers to reinvent business and customer engagement, as policyholders want to 
understand risks and learn how to foresee and mitigate potential threats. By leveraging 
their digital expertise and data management capabilities to provide experience-led 
engagement to insurance customers, newcomers are making their presence felt. 

Chatbots, voice assistants, and other digital conversational platforms enable P&C insurers to 
offer service and support, help customers purchase policies, and file claims. Adopting 
touchless claims processing, a critical moment of truth for policyholders, is also key to gain a 
competitive advantage. Increasingly, insurers are using internet of things (IoT) devices to 
access real-time data from customers and provide usage-based insurance and other risk 
prevention services. Investments in digitalizing the agent experience enables them to assume 
new roles and act as customer advisors. As usage-based insurance becomes mainstream, 
insurers are partnering with telematics data exchanges to create innovative offerings. 

To meet evolving needs, insurers are developing new offerings. More often than ever, they 
collaborate with ecosystem players to acquire technology capabilities, expand their 
distribution network, and bundle insurance offerings. Here, open APIs are the gateway to 
quick wins.

For more information or a private presentation on Top Trends in Property & 
Casualty Insurance 2021, contact us at insurance@capgemini.com

EXPLORE 
The trends on slideshare        

VIEW 
The full infographic 

The evolving risk landscape requires 
insurers to reinvent business and 
customer engagement

The role of agents is revitalized 
as customers are increasingly 
using digital channels

Telematics data exchanges gain 
momentum as usage-based 
insurance goes mainstream

Insurers launch new offerings 
to provide customers 
experience-led engagement

More insurers are collaborating 
with ecosystem partners to 
build innovative solutions

As seamless collaboration with 
ecosystem partners becomes 
critical, APIs take center stage

Non-traditional firms are 
making their presence felt in 
the insurance industry

As self-service becomes the 
new normal, conversational 
commerce is on the rise

With an eye on differentiation, 
insurers are investing in 
touchless claims processing

Insurers are increasingly using 
IoT to enhance CX and reduce 
losses
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