
Life insurers find themselves grappling with… 

TOP TRENDS IN LIFE INSURANCE 2021

Life insurers are prioritizing critical focus areas to stay competitive
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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
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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:
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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


