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NEW CHALLENGES. THE PANDEMIC FACTOR

Source: EIOPA Consumer Trends Report



DIGITALISATION

• Products based 
on data 

gathering from 
IoT devices

• Personal 
coverage (Pay 

How You Drive, 
Pay Per Use)

• Sliced 
Insurance

• Modular offer

PRODUCT 
DESIGN

SALES & 
DISTRIBUTION

UNDERWRITING & 
PRICING

POST-SALES 
SERVICE

CLAIMS 
MANAGEMENT

• Fast quotation, 
full direct

• Digital sales 
processes also 
with traditional 

networks 
(simplification, 
cost reduction 

and less 
environmental 

impacts)

• Big Data to build 
customized 

coverages based 
on customer 

profile and 
behaviors

• Big data to avoid 
fraud and 

adverse selection 
and to extend 

affordable 
coverages

• Online tools to 
manage the policies 
Anytime/ Anywhere

• On demand policies 
and services

• 24/7 services

• Artificial Intelligence

• Glocalization

• Social Customer 
Care

• Digital interactions 
to improve 

customer 
experience during 

claims handling 
phase

• Big Data to 
prevent and 

investigate fraud 
at benefit (no cost 
mutualization) for 

the whole 
community

Source: EIOPA



IMPACT OF DIGITALISATON
Transformation and digitalization 
on three main pillars

1.

2. 3.
Pillar 1 –
Distribution

Pillar 2 –
Claims 
assessment

Pillar 3 –
Customer 
support



THE FUTURE

New products 
and services to 
market much 
faster, that 
better meet 
consumers’ 
emerging needs.

Regulation and 
supervision should 

therefore be activity-
based to ensure that 

consumers are 
effectively and equally 

protected.

Alternative 
communication 

channels, such as 
social media, 

make choosing or 
buying insurance 

more efficient. 

It is crucial that 
the EU regulatory 
framework 
remains 
conducive to 
innovation.

The consumer/insurer 
relationship in the 
digital age is more of 
a day-to-day 
experience, rather 
than annual.



OPPORTUNITIES

1. Digital tools can strengthen 
distribution

2. Market development can be 
enhanced, including new products

3. Costs optimization

1. Some digital tools might not 
be used in different markets

2. Structural changes needed

3. Digital-friendly regulation is 
paramount 

4. Cyber risks. 

CHALLENGES



FINANCIAL EDUCATION IN A DIGITAL WORLD



KEY 
QUESTIONS

1. What truly lies “behind” 
digitalization? How to overcome 
challenges?

2. Digital transformation needs a 
comprehensive approach. How 
prepared are we?

3. Do we have the right products in 
place?

4. Is regulation digital-friendly?

5. Are we really ready for this 
change?
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