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By Paul Sell 
Ex Aviva & now Director of Service 
Certainty & CCO RightIndem 

With 23 years at Aviva and 10 years’ experience in 
the claims market under his belt, Paul is not only an 
experienced claims professional but brings passion and 
energy to those he works with. He is equally able to help 
ambitious companies grow as well as helping all parties 
in the supply market with navigating change, embracing 
technology and creating new propositions.  

Read on for an overview of the recent ILC ClaimsTech event and his 

thoughts on the huge technological changes that are affecting the 

claims industry. 

A fresh new take within the 
Claims Industry  
ILC events are different to many others, always a great blend 

of people in the audience who come to listen, informative 

and thought provoking. But, this new one was set to be 

different again- Claimstech. 

New companies with new tech propositions and a fresh 

new take on the problems we have in Insurance Claims. The 

event certainly didn’t disappoint.

As the event started with the usual strapline we have come 

to expect from ILC  - Better Tomorrow - Through What We 

Learn Today, it led me to pose a  question on LinkedIn...

“Will it be better tomorrow? 
It will certainly be different but better?  
And, how long will it take to be better?”

What did I mean by this? Well, we have had the same 

or similar problems in claims for many years, driving 

unnecessary cost, time consuming processes and 

complexity that technology could certainly help with.  

But, having spent time this year in an established innovative 

business (Service Certainty™) I can see how connecting 

and empowering customers with technology to help their 

problems can make things easier for them and all parties 

involved.

But these aren’t new problems and there has been a thriving 

Insurtech market for many years, so why are we still tackling 

them?

In a recent article HGCapital quoted;

“Investment in the Insurtech 
sector has been skyrocketing 
over the course of the last 5 years, 
reaching levels well exceeding 
$9 billion over the period. This is 

significant, especially when you consider that 
it is a 13x expansion when compared to the 
preceding five year period”

So, no shortage of investment in this sector, exciting 

times with loads of opportunities for small businesses to 

collaborate, innovate & challenge in the claims space, but it’s 

tough to create and sell a new proposition in the Insurance 

market ...which is what we went on to learn more about!

ClaimsTech 2019  
Up first, Liam Gray from Rainmaking Innovation, talking 

about 20k years of change in a century!  

Following a detailed presentation my take-away from this, 

which is good advice in my experience is this;

“Consider what technology is relevant to you 
before you start looking.  There are lots of new 
technologies out there, so be clear on your 
business vision, priority problems you want to 
solve & look to address these with clarity”

Then a familiar face, Rob Smale, Non Executive Director. 

He reminded us about the bowl of spaghetti, a term I 

have heard many times in describing insurance industry 

IT and the danger of layering 

new solutions on top of the 

complexity. Reminding us 

that the telephony revolution 

promised similar break 

throughs.  

https://www.linkedin.com/in/liam-gray-38b75077/
https://rainmaking.io/
https://www.linkedin.com/in/ACoAAABppQ8BU8_1msG-Rf6b9q_Q_-OQ8Gw8Fow/


CLAIMSTECH ILC EVENT HIGHLIGHTS BY PAUL SELL

From this, my second key take-away;

“How can we get the blend of technology & 
people right to automate simple demands but 
be able to cope with variation in demand, every 
customer is different after all?”

‘Remember the customer and what is important, don’t just 

layer new technology on top of old’. Rob Smale.

Two panel discussions, both with great angles & strong 

opinions.  One was a View from the Top talking about 

what insurers want and one about technology and the the 

possibility of silver bullets.  Having been in an Insurance 

business for many years I can tell you that both of these are 

difficult to navigate, but whilst it is possible to narrow down 

what an Insurer may want and need; there really is no silver 

bullet!

“What we are doing for customers is quite complex.  

There isn’t one tech solution to solve it. It is probably a mix 

of approaches.” Gary Barker, The AA.

“I’m excited about how AI can do some of the mundane 

work we ask our people to do. Let’s use it to free up our 

people to listen to and assist our customers.” Sam White, 

CEO at Pukka Insure.  

“The summary was that Insurers want realistic, 
sensible well thought through technology 
which is low cost and works which solves their 
problems. ” 

But the reality is that it’s not that easy and I bumped into 

several who said the same in the lunch break, which leads 

me to my key take-away for the buyers;

• Be clear on what you need before you engage

• Look and discuss this need with only those technologies 

applicable to it, avoiding distractions.

• Be prepared to be open, curious and have a genuine 

intention to do something different.

Next up was Martin Milliner, 

Claims Director at LV=.

He talked about their 

Transformation Journey, with 

many in-house solutions they 

have created to embrace digital 

and automation. They chose 

to use their budget and skilled people to build solutions 

themselves, strong arguments for IP retention and creating 

competitive advantage but maybe a challenge to stay 

relevant and nimble as technology and customer demands 

change. One thing was clear, they had a plan and knew what 

they wanted!

Then a fascinating presentation 

from Nicola Millard from BT 

which enlightened us all to the 

fact that at times of distress 

even millennials call!

“Back to the point of 
trying to match the 
technology response 
to different types of 
customer demand.”

Conference Summary 
We have a great opportunity in the claims market to make things better for all 

involved, but we need to cut through the complexity, take some simple steps to 

determine the need and be prepared to collaborate to make it happen:

• Be clear on the outcomes to be achieved, have a clear vision.

• Understand the benefits and limitations of the existing technology.

• Listen to customers (calls, complaints, feedback) to understand the 

problems to address.

• Have a plan for which type and percentage of the demands can be 

automated and how the system will cope with variation in customer 

demand.

• Don’t overlay technology onto complex processes and systems, start with 

simple first and iterate from there.

• Be open to collaboration with others in the ecosystem, it helps to stay close 

to new and emerging technology.

• Engage in market discussions with technology providers with genuine 

intention to proceed with the right one.

• Be willing to start with an MVP (minimal viable product), don’t stress about 

integrations 

To contact Paul 
please connect with him on 
LinkedIn at:

https://www.linkedin.com/
in/paul-sell-1302265

I thoroughly enjoyed the event which 

made me realise there is still loads to do 

in Claims, lots of good intentions, great 

businesses innovating from within the 

claims market and new emerging ones; 

all with opportunity to transform the 

customer experience and cost base of 

claims.

https://www.linkedin.com/in/ACoAAABppQ8BU8_1msG-Rf6b9q_Q_-OQ8Gw8Fow/
https://www.linkedin.com/in/ACoAAAtZ5tUBc7IR7FBQ4FlOq1v6Ty_yDIBMtT8/
https://www.linkedin.com/company/the-aa/
https://www.linkedin.com/in/sam-white-093b9b22/?originalSubdomain=uk
http://www.pukka.gi/
https://www.linkedin.com/in/martin-milliner-54354aa/
https://www.lv.com/
https://www.linkedin.com/in/nmillard/
https://www.bt.com/
https://www.linkedin.com/in/paul-sell-1302265
https://www.linkedin.com/in/paul-sell-1302265

