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Insurance Claims Innovation
Survey 2017
Insurance Nexus recently surveyed over 400 insurance executives from
across North America to get a benchmark of claims innovation, including
opportunities, challenges and priorities.

Taking the Temperature of Claims Disruption:

"The American insurance
claims industry is in the midst
of significant disruption."

78%

of executives
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For more information, please visit:

http://events.insurancenexus.
com/connectedclaimsusa/
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KEY FINDINGS
How does claims innovation rank within your organization’s priorities?

One of a number
of key projects
Most important
61%
project
Important, but there
21%
are more pressing
projects
13%
Low priority
5%

What are you most looking to achieve through claims transformation?

52%

29%

Process
Efficiency

Customer
Experience

16%

3%

Fraud
Reduction
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Cost
Reduction

–$
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What is your organization’s priority when looking to transform
the claims customer experience?

TOP PRIORITIES
__________________

1. Claims simplification - 33%
2. Dynamic customer communications - 15%
3. Understanding customer expectations - 12%
4. Self-service claims - 12%
5. Personalization across touchpoints - 9%
6. Customer journey mapping - 9%
7. Omnichannel platforms and portals - 6%
8. Automated FNOL - 4%
What technology do you see having the greatest impact on
claims in the next 5 years?
Machine learning and
artificial intelligence
36%
Automation
25%

IoT, Wearables
& Sensory Data
9%

Big data
8%

Data
Visualization
5%
Drones
4%
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Blockchain
4%
Cloud

Storage
2%
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When changing your claims process, which do you believe
best suits your company’s attitude?

Incremental changes
building to significant
transformation

74%

Start from scratch and
embrace innovation

17%

We are not looking to
change our claims process

9%

“Our executive team are dedicated to
transforming the claims function
within my organization.”

“Internally, my organization’s claims
process is simple, streamlined and
efficient.”

32%

82%

68%

18%

“My organization has a specific plan for how they are going to achieve claims
innovation, utilizing technology, focused on customer experience and meeting
the challenges of disruption.”

Agree
60%
ee
Disagr
35%
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Contact us
Digital Marketing for Insurance EBook

Emma Sheard
Head of Strategy
Insurance Nexus

P: +44 (0) 207 422 4349
E: emma.sheard@insurancenexus.com

ENJOY THESE INSIGHTS? JOIN US AT THE

CONNECTED CLAIMS USA SUMMIT 2017
Join us at the Connected Claims USA Summit (May 24th & 25th, Chicago), alongside 200+
leading claims executives and innovators attending the event, with speakers from Berkshire
Hathaway, AIG, Erie Insurance, Horace Mann, Hiscox, QBE, Westfield Insurance, Zurich and
more already confirmed.
Along with claims customer experience, the conference will provide exclusive insights on how to:
Meet and Exceed Customer Expectations: deliver a seamless, easy to use claims customer experience,
incorporating dynamic customer communication across digital and traditional channels, utilising customer
data to reduce duplication and increase claims resolution speed
Reduce Costs Through Efficient Processing: design strategies and implement technology and systems
that streamline the claims process, from removing duplication to achieving greater accuracy at each stage,
including damage assessment and repair estimates
Build the Necessary Foundation to Achieve Seamless Claims: understand the tools required to redesign
claims, such as internal and external data, effective data management and storage, integrated technology
systems, advanced analytics capabilities and trusted partners and suppliers
Design Your Dream Claims Process: take inspiration from new and innovative models of claims processing,
such as self-service, customer-submitted data such as video and photos, straight through processing,
automated claims processing and integrating IoT devices
Overcome Roadblocks and Successfully Implement New Strategies: develop a plan for successful
implementation of new initiatives, aligning the strategy, organizational culture and technology with the
long-term goals of claims innovation

The only dedicated claims conference in North America focusing on innovation and driving real transformation
within claims, this event is a must-attend for those charged with claims management, including responsibility for
customer experience, operational efficiency, technology and claims processing, including:
C-Level:
Chief Claims Officer, Chief Operating Officer, Chief
Information Officer, Chief Customer Officer, Chief
Technology Officer, Chief Data Officer, Chief Analytics
Officer
Claims:
SVP Claims, VP Claims, VP Claims Operations, VP Claims
Automation, VP Claims Handling

Technology:
SVP IoT, VP IoT, Head of Wearables, Head of Innovation,
Head of Process Automation, Head of Analytics, VP
Drones, Head of Data
Operations:
VP Operational Efficiency, Head of Process Automation

For more information, including the conference agenda and speaker line-up, please see

http://events.insurancenexus.com/connectedclaimsusa/

