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Today, technology proliferates across the 
insurance claims sector. Be it from notifi cation 
of loss, through damage assessment, to 
settlement – and everything in between – 
technology is in use. However, the acid test 
for technology lies in the real-life benefi ts it 
can deliver to all parties. Here, on the eve of 
launching ClaimsTech ’22, Stuart Ballantyne 
head of I Love Claims’ ClaimsTech division 
looks a little closer at how claims technology 
could and should make an impact.
It’s an old adage but time really is money in the insurance claims 
sector. There is an inherent link across all aspects of the claims 
cycle for accessibility, accuracy and speed, all of which ultimately 
contribute to cost control and customer satisfaction. 

However, technology is not simply a one-size-fi ts-all solution and 
what one technology, one claims provider utilises successfully does 
not necessarily mean it works for another. Quite often this is where 
the challenge in technology deployment arises as people gauge 
others’ successes – or otherwise – based purely on the technology 
rather than the cultures, processes and support sat behind it.

Challenges to overcome
Any technology provider worth their salt will tell you that 
technology for technology’s sake is not a wise investment.

At ClaimsTech 2021, Adrian Furness, CEO of Covea Insurance, told 
delegates, “We need to put the customer fi rst with any technology 
we put in. There are challenges, but the fi rst challenge is making 
sure the customer is at the heart of everything we do. If we do that, 
that will be our fi rst win.”

He went on to point at a reduction in costs and systems integration 
as being the next challenges in line.

But clearly, get technology in claims right and the benefi ts should 
be there for all to see.

Understanding needs
To do so it’s vital to understand the needs of your specifi c sector 
and related supply chains. For example, insurers, brokers, outsource 

agencies, managing general agents and capacity providers – to 
name but a few, will all have diff ering demands from technology. 

Key elements such as business models and strategies need to be 
catered for to help solve any challenges as a sector rather than 
silo solutions which typically just bounce any issues further down 
the line. The technology also needs to deliver the value where it 
matters but not to the detriment of any other area.

Potential partnerships
This clear line of sight stands true for all parties involved in any 
potential technology partnership – implementer, provider and users. 
The key then amongst all of this is not to be product lead but led 
by the wants and needs of the business and the desired outcomes. 
Simple to say, clever to enact and a real must for all parties to buy 
in to.

Where another crucial element lies with an implementation of 
technology is in the ‘physical’ stage. Get to know any technology 
inside out – see it in action, get a feel for it through hands-on usage, 
and seek out the thoughts and opinions of those who use it. 

Innovating business
Any investment in claims technology needs to be assessed, 
evaluated and tested to ensure it’s the right solution for your needs 
and off ers the return on investment you seek. Is it a ‘nice to have’ 
– for example it does something the same as an existing off ering 
but with some add-ons – or is it a ‘must have’ with the potential to 
innovate business for the better?

To quote Amy Brettell, head of customer UK claims, Zurich 
from ClaimsTech ’21: “At Zurich we’re focusing on plugging in 
and plugging out, turning 
capabilities on and off  so 
we have the resources we 
need to meet customer 
expectations, which are only 
going to go in one direction; 
you only have to look at how 
much has changed in the 
last two years to see that. 
But what that will mean in 10 
years’, I don’t think anyone 
can predict.”

Stuart Ballantyne , 
Head of ClaimsTech division,
I Love Claims
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