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Key Trends Redefining the Agent’s work in Insurance Market 

 
Insurance is slowly emerging from its traditional underwriting methods and adopting technology 
into its business functions. Some players might be leading the way to digital transformation but 
many insurance agents are still hesitant at undergoing a digital overhaul. Traditional form filling 
and paperwork to just manage to get through to the other side of the sales process is a 
challenge. That is where insurance technology can help. The purpose of insurance technology 
is to dramatically reduce the amount of paperwork dealing with policies and proposals, and 
effectively meet the needs of clients in much less time than traditionally expected.  

Insurance technology eliminates a great deal of paper handling and travel cost once required by 
insurance agencies. The use of technology in insurance improves every aspect of an agency's 
data management systems and processes. Insurance agents can quickly respond to the needs 
of customers, using state-of-the-art technology that can instantly provide accurate information to 
clients regarding insurance issues.  

Here are some of the technologies that Insurance agents can quickly adopt to streamline their 
workflow and speed up the Insurance sales process. 

 

1. The Cloud 

The Cloud has major potential to significantly benefit the area pertaining to the 
property and casualty (P&C) insurance industry. The Insurance industry in general 
increasingly imbibing cloud services to gain operational flexibility and bring in costs 
savings, yet most P&C insurance agents lack a more holistic approach to a cloud 
strategy to reap full benefits. One of the most prevalent hesitation is privacy – Is their 
own and their customer’s data private and secure in the cloud? Insurance agents need 
to use a mix of cloud services across the client base and in turn help to address the 
customer data/privacy and compliance concerns—making cloud computing one of the 
top technology priorities for P&C insurance agents. 

“There are various cloud-based services that agents can start using today – Cloud 
Storage, Software as a Service, and others. According to Forrester, the global market 
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for cloud computing is forecasted to grow 34.9% annually, from an estimated $25.5 
billion in 2011 to $113.9 billion in 2016. The main driver of this growth is likely to be the 
Software as a Service (SaaS) market, with a predicted growth rate of 34.3% annually 
during 2011-16. The SaaS market is expected to continue to be the largest cloud 
segment, making up more than 81% of the total cloud market revenues in 2016. ” 

 

 
Source: IBM 

 
 

2. Mobile technology  

The insurance industry faces many challenges: increased competition, the need for 
careful cost management and improved financial performance, the need to improve 
employee efficiency, the desire to extend new product offerings into prospective 
markets, the requirement to keep clients satisfied and grow sales, and the opportunity 
to enable analytics to better manage the business.    
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Source: Accenture 2014 Survey 

 
 

In a recent Novarica survey, it was found that “Agent connectivity including real-time 
upload, download, and data translation” was a Top 5 priority for sampled CIOs, and 
that “Investing in business intelligence” was another. “Real-time agent connectivity” 
implies mobile device platform use, and “business intelligence” implies capturing and 
securing data from any available source – including mobile platforms.  

Enterprise Mobility in Insurance provides a framework to have a secure and reliable 
mobile platform from which to connect to their customers or carrier, help them in policy 
purchase, renewal, and making claim reporting a simple matter. 

From simple tasks of real-time quoting, policy lookup, coverage changes, 
adding/deleting policy elements, bill pay, claim reporting on the mobile platform are 
essential for insurance agents to provide enhanced customer service and as a result 
increase and maintain customer retention. 
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3. Digital Transaction Management 
 

By adopting an e-signature process, an insurance agency can organize and ease its 
workflow and at the same time enhance customer satisfaction. E-signatures can help 
agencies have cost savings (no physical paper) with increased productivity. We live in 
a digital era with cutting-edge technology where use of paper is limited. Short for 
electronic signature, e-signatures are used to validate that a person wrote a message, 
much like a regular, pen-to-paper signature. 
 
The ESIGN Act in the US along with similar legislation in the European Union and 
other legislation in most developed economies support the legality of e-signature and 
paving the way to changing paper-focused workflows into digital workflows. 
 
A recent survey by LIMRA, "Survey of 
tech tools: Use of e-signatures 
expected to increase," reveals that 60 
percent of companies in the 
insurance industry that sell their 
products through financial 
professionals use e-signatures.  
 
Consider this – a trucking company 
needs to insure cargo while on the 
road. By providing mobile rating, 
quoting, policy documents, e-signatures, and coverage verification, the agent is able to 
close new business using technology that we would not have even thought about a 
few years back.  
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4. Social Media 
 
There are millions of conversations happening on social media every day. Every 
engagement, every tweet and every interaction is combining to create what we refer to 
as big data. Thousands of these are specifically related to the insurance industry, and 
organizations who are able to convert this opportunity into a client is capitalizing on the 
technology benefits.   

 
 

A survey found that 41% of respondents who interact with their insurance provider on 
social media ‘like’ the insurer’s Facebook page and 29% interact with the insurer’s wall 
directly. Also a separate survey on the impact of social media interactions by J. D. 
Powers highlighted the fact that good social media interactions increase a consumer’s 
likelihood to purchase a service. 
 
Life and P&C insurers are already using social media mainly to support their branding, 
company promotional activities and marketing efforts. Amongst all social sites, 
Facebook and Twitter are the most popular platforms for these purposes. Agents can 
similarly use these social sites to re-emphasize their brands, increase revenue by 
engaging their current and prospective customers and provide customer service for the 
sole –purpose of customer retention. 
 
LinkedIn, however, remains the most popular portal among human resources 
professionals for hiring, employee screening and monitoring. Agents can find more 
appropriate and relevant talent on LinkedIn than by traditional means.  
 
Social Media also is a popular tool for information and education – for example 
information on disasters, how to file claims, promoting social causes etc.  
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5. Marketing Automation  
 
Marketing automation refers to software platforms and technologies designed 
for marketing departments and organizations to more effectively market on multiple 
channels online (such as email, social media, websites, etc.) and automate repetitive 
tasks. It helps an insurance agency streamline, automate, and measure marketing 
tasks and workflows, so they can increase operational efficiency and grow revenue 
faster.   
 
International Data Corporation (IDC) predicts that the overall market for automating 
marketing will grow from $3.2 billion in 2010 to $4.8 billion in 2015.  

 
 

Marketing automation not only keeps a record of an agent’s client data, but also helps 
them reach out to current and prospective clients with automated emails and 
reminders, tracking their activity and helping insurance agents market to them with the 
right content at the right time. Its all about the Leads. 
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In 2013, Microsoft began using marketing automation to 
boost consumer software sales. Industry watchdogs were 
skeptical about such a big company being able to make the 
transition to an automated system, but it’s worked and 
HOW!! Now, about 75% of SaaS (software as a service) 
brands are using some form of marketing automation. 
Following the lead, insurance industry is embracing its way 
into marketing automation. 
 
 
To survive in a changing environment, insurance agents 
need to adopt and imbibe new strengths and capabilities in 
terms of technology, and a value proposition that is 
compelling for both themselves as agents and to the 
consumers. There is no single method or model that will 
guarantee success in the market, although using the various 
models in technology like the ones mentioned above will 
give the agents an edge above the others. And while the 
likelihood is that the number of agents will decline, those that 
remain stand to become stronger. 
 
 

 
 

KMG provides technology 
solutions for P&C insurance 
industry facilitating seamless 
enterprise management in 
insurance business 
processes such as claims 
handling, new business, 
accounts receivables and 
payables and customer 
service. KMG’s domain 
expertise in insurance is time 
tested and has set new 
standards for enterprise 
software solutions. 
 
KMG has been in the 
Property and Casualty 
insurance industry for over 
20 years and exhibits 
unrivalled expertise in the 
business of insurance. We 
provide solutions that enable 
our P&C insurance 
customers to deliver more by 
making agency-carrier 
communication easier. 
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Healthcare & P&C Insurance verticals worldwide. Leveraging a resource base that covers almost the 
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