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This report looks at the following areas:

+ The impact of COVID-19 on consumer behavior and the insurance market “The immediate effects of the

- Significant tfrends in insurance innovation COVID-19 pandemic on the

» Consumer attitudes toward insurance and technology . .
insurance industry have been

Effects of the COVID-19 pandemic on consumer opinions toward their i ]
insurance mainly technological.

Consumers are increasingly
Transactional in nature, consumers have ingrained behaviors when it comes to .
. o - : B comfortable with the
interacting with their insurance providers. Innovation in this space, then, needs o
to be given a longer adoption schedule. Consumers are open to increased digitization of healthcare, but
technology in insurance, but they simply aren’t as interested in accepting it as have been slower to adopt
they are in other industries. New trends in insurance innovation focus on the Technology offered by
simplification of underwriting, as well as a more contactless, home-based . . ”

_ G : insurance providers.

health experience. Consumers will ultimately embrace whatever insurance

providers offer; it will just take some fime. — Jennifer White Boehm,
Associate Director, Finance
Reports
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Figure 8&: Total life and fraternal insurance direct premiums
written, 2018-20
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INSURANCE OWNERSHIP

Four in five consumers have some form of P&C insurance
Figure 9: Total property and casualty insurance ownership,
August 2020

Total health ownership

Figure 10: Total health-related insurance ownership, August
2020

MARKET FACTORS

Unemployment remains around 6% for beginning of ‘21
Figure 1l: Unemployment and underemployment, January
201-January 2021

America continues to age

Figure 12: Population by age, 2016-26

TRENDS IN INSURANCE INNOVATION

Evolution of underwriting

Insurance goes on-demand

Figure 13: SureApp micro-duration policies, March 2021
Figure 14: Slice Labs cloud services, March 2021

Root pledges to drop credit scores from pricing
Progressive and the Snapshot Road Test

Figure 15: Progressive Snapshot Road Test email, October
2020

Faster and simpler underwriting for life insurance policies
Industries merged

Insurer and automaker partnerships give telematics a boost
Walmart and Medicare

Financial planning and insurance

Figure 16: Allstate “Meet Allstate Money” email

Figure 17: SoFi Protect website

Anthem “enters” the wearables market through study with
Apple

Healthcare at home

Telehealth promotion: UnitedHealthcare is a brand to
watch

Figure 18: UnitedHealthcare Facebook post, April 2020
Figure 19: UnitedHealthcare telehealth mailer, August 2020
Insurers formed partnerships o promote cognitive
behavioral therapy

Humana expands in-home care

Figure 20: Humana At-Home lab test email, 2020

Contactless claims experience&nbsp;
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 Insurers embrace consumers’ comfort with self-service and
digital innovation

> Increasing mobile usage

* Insurtech Fabric launches app to help with life insurance,
wills and family finance

- BCBS and Sharecare team up on wellness app

THE CONSUMER - KEY TAKEAWAYS

* Nearly half of consumers have never accessed an insurance
mobile app

« Consumers want insurance companies to concentrate on
prevention, mental health

* Nearly 40% of adults value their insurance more because of
the pandemic

* Trust has decreased, and customers would still prefer app
over agent

* Adults would welcome an insurance shortcut

« Monitoring tech could be a hard sell for non-users

INSURANCE MOBILE APP USAGE

* Nearly half of consumers have never accessed an insurance
mobile app
Figure 21: Mobile app usage, August 2020

* Young auto customers most likely to access app
Figure 22: Mobile app usage, by age and gender, August
2020

ATTITUDES TOWARD INSURANCE

« Consumers want insurance companies to concentrate on
prevention, mental health
Figure 23: Opinions on preventative, mental health care,
August 2020

* Boomers more focused on prevention, while Gen Z focus on
mental health
Figure 24: Opinions on preventative, mental health care, by
generation, August 2020

« Trust has decreased, and customers would still prefer app
over agent
Figure 25: Opinions on trust and agent interaction, August
2020

 Insurance providers are missing out on building trust with
next generation of customers
Figure 26: Opinions on trust and agent interaction, by age
and generation, August 2020
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Adults more willing to utilize techy home than techy body
Figure 27: Opinions on frust and agent interaction, by age
and generation, August 2020

INSURANCE AND COVID-19

Nearly 40% of adults value their insurance more because of
pandemic

Parents are especially grateful

Figure 28: Value of health insurance due to pandemic, by
parental status and age of children, August 2020

Adults are paying more attention because of potential
COVID exposure

Figure 29: Increased caution, decreased activity during
pandemic, by age and gender, August 2020

App usage might be low, but consumers are using it for
COVID testing

Figure 30: Insurance app usage for COVID-19 testing, by age,
August 2020

INTEREST IN INSURANCE TECHNOLOGY

Fitness, health-tracking devices remain popular

Figure 31: Inferest in or use of fracking devices, August 2020
Telehealth is here to stay, but non-users aren’t keen on Al
assistants

Figure 32: Interest in and usage of telehealth or Al assistant-
based technology, August 2020

Monitoring tech could be a hard sell for non-users

Figure 33: Interest in and usage of monitoring technology,
August 2020

ATTITUDES TOWARD THE FUTURE OF INSURANCE

Adults would welcome an insurance shortcut

Figure 34: Interest in single, multi-purpose insurance policy, by
age and gender, August 2020

Traditional insurance companies still have an edge over
tech companies

Figure 35: Non-traditional insurance purchasing, by age,
August 2020

APPENDIX - DATA SOURCES AND ABBREVIATIONS

Data sources
Consumer survey data
Direct marketing creative

Abbreviations and terms
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About Mintel

Mintel is the expert in what consumers want
and why. As the world’s leading market

intelligence agency, our analysis of
consumers, markets, product innovation and
competitive landscapes provides a unique
perspective on global and local economies.
Since 1972, our predictive analytics and
expert recommendations have enabled our
clients to make better business decisions faster

Our purpose is to help businesses and people
grow. To find out how we do that, visit
mintel.com.
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