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These forces have 
evolved over the 
Industrial and 
Information Ages, but 
are now revolutionary 
due to the intensity 
and acceleration at the 
start of the Digital Age, 
creating a seismic shift.

In the Digital Age, customer expectations are being set by digital leaders outside and inside the 
insurance industry, filling the most vulnerable gap – a simplified, engaging customer journey.

New expectations, 
innovations and 
competition are 
emerging due to 
inter-related forces 
of change in People, 
Technology and 
Market Boundaries.
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The business value of simplifying the entire insurance customer journey is immense.

Yet shockingly, while insurers know about the market changes and disruption, few are actively 
responding with plans and execution … threatening their future relevance, let alone existence.

The Digital Age, underpinned 
by new demographics and 
technology, is separating the 
industry into “pre” and “post” 
business models … The “pre” 
model generates the revenue 
today and the “post” model 
the future. Those who fail to 
manage both e�ectively may 
find the gap insurmountable.
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Business Model designed 
to support a traditional 
market. Technology and 
demographic 
assumptions. Silent, 
Boomer & some Gen X

Business Model designed 
to support a new market, 
technology and 
demographic 
assumptions. Millennial, 
Gen Z and some Gen X
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Source: 2016 Future Trends – A Seismic Shift Underway
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HIGHER NPS
80pt.

SMBs whose entire 
insurance journey is 
easy give up to 
80-point higher 
NPS scores

Download the report to learn more: The Rise of the Small-Medium Business Insurance Customer: Their 
Needs and Preferences – Is Your Business Ready for Them?  http://go.majesco.com/smb-ins-customer

SMALL
-M

EDIU
M BUSIN

ESS

SMBs

HIGHER NPS
76pt.

Customers whose 
entire insurance 
journey is easy give 
up to 76-point higher 
NPS scores

Download the report to learn more: The Rise of the New Insurance Customer: Shifting Views and 
Expectations – Is Your Business Ready for Them?  http://go.majesco.com/new-ins-customer
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