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After years of offering little innovation, the insurance
industry is rapidly integrating technology into its

interactions with consumers.

This report looks at the following areas:

• Innovation can be more important than cost
• Consumers are still not downloading insurance mobile apps
• Experience is still key

Mobile apps that make it easier to get information and conduct transactions, trackers that provide
feedback so people can change their behavior, and devices that keep homes safer and more
environmentally friendly are customer-centric innovations that are changing consumer expectations of
both the industry in general and their individual carriers. Because almost everyone needs some kind of
insurance at some point in the lives, companies have to continue investing in innovations to meet
customers’ expectations or risk losing their business to companies that do.
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