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Macro trends and the benefit of digital and cloud 
enables business transformation 
Ruairi Allen, Partner – Consulting
Deloitte Ireland



✓ IT spend continues to grow, accelerated by COVID

✓ Cloud is fastest growing area of IT investment

✓ Insurance industry is in top half (current and CAGR) of 

those investing – well ahead of Banking

✓ Digitisation and Revenue Growth are leading business 

transformation priorities for adoption - underpinned by 

improved customer experience & operational efficiencies

Cloud isn’t new… but how enterprises think about it is
Cloud is top-of-mind at the C-Suite level and the pace of adoption is ever increasing

Cloud spend continues to rise Cloud is not a destination, it is a method and catalyst for change

Insurers are steadily moving focus from using cloud for non-core shared 

business services to leveraging cloud for business transformation

To succeed with Cloud, it cannot be treated as an IT change, it must be 

business outcome driven.  It is as much, if not more a People, Process 

and Governance change than a Technology one.

It will promote & enable shifts in the business:

✓ Project > Product

✓ Traditional > Agile

✓ Technical debt > Automation everywhere

Any cloud adoption strategy will need to balance parallel business 

cases for adoption - focusing on innovative and best of breed 

capabilities while investing in core modernisation over the longer term

Sources: Gartner IT Spending Forecasts, 1Q21, 



Key industry trends
Mike Ennis, Director – Consulting
Deloitte Ireland



Insurance trends…..a look back to predict the future

From recent Deloitte research and interviews with global life, non-life and health 
insurance executives we have seen the emergence of 4 key themes

Disruption exposure: The pandemic severely disrupted insurer operations, prompting an overnight shift 
to remote work and virtual customer engagement while exposing gaps in digital capabilities and raising 
cyber / data security concerns

Cost control to invest: Many insurers are re-assessing and reallocating investments to higher priority 
‘engagement’ initiatives largely in technology / digitisation and talent

Digital is way forward: The need to accelerate digitisation and enhance virtual operations turned 
headwinds into tailwinds at many insurers, driving faster action to deliver. Transformation plans for 3-5 
years are being accelerated to deliver in 12-18 months

New opportunities: The speed of change and much greater reliance on connectivity and remote access 
will generate a host of new opportunities / exposures for carriers, e.g. cyber risk , savings and investments 



A perspective on what Insurers should focus on to win in 2021 and 2022…

RegulationCustomer

CostSociety

Customer Regulation

Societal and political shifts Cost 

• Regulation, e.g. differential pricing, 

cost of insurance, focus on 

consumer protection / consumer 

outcomes (e.g. Consumer Insurance 

Contracts, CPC amendments, 

vulnerable)

• ESG / Climate

• Fitness & probity / governance

• ‘Paying down’ technical debt is 

becoming the key battleground

• Consolidating / rationalising

applications is key

• Speed to market will win; growing 

importance of partnerships/ecosystems

• Customer engagement and 

experience will be king

• Creating a frictionless sales and 

service journey by channel, 

underpinned by personalisation 

will win

• Leveraging data will be the 

essential ‘personalisation fuel’

• Political system (more populist policies)

• Societal shifts will drive changing 

demand, e.g. mobility, usage-based, 

health, savings and investment, 

retirement needs



The stock market is the real barometer of the drive to more frictionless and superior customer 
engagement technologies and Insurtechs (last 3 years stock growth)

151%

363%

CRM platform with integrated email, SMS and 
voice messaging

206%

• Life, Non-Life and Health digital 
platform

• $30M funding raised to date 
(2012)

• Transforming payments via 
superior customer experience 

• Now distributing Health 
Insurance

Developed a new proposition allowing customers to 
pause certain covers when not required, e.g. accident



Client Examples
Andy Lees, Partner & FS Cloud Leader
Deloitte UK



Drivers Lessons Learnt 

AXA collaborates with Microsoft to create the next generation 
standard of health and well-being services

Pandemic
Responsiveness; New SME Products 

Move to Data
Value from Customer Data; Intelligent 
Automation

Business as Usual
Growth; Efficiency and Effectiveness; Tech 
Modernisation; Risk and Reg

Risk and Reg
Risk Appetite; Governance & Policy Regulator 

Op Model
Culture; Capability

Economics 
The “Swiss Cheese” effect
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Thank you for attending.
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Jonathan Boylan – CTO, FINEOS

As FINEOS CTO, Jonathan Boylan drives the FINEOS technology strategy and 
ensures FINEOS technology leads the market in SaaS core systems. Jonathan 
has more than 30 years’ experience in insurance technology and during his 
time with FINEOS has led marketing, product management, sales consulting, 
engineering and architecture. Today Jonathan focuses on keeping FINEOS 
ahead of the competition and in touch with customers’ ever-changing 
technology needs.

About FINEOS Corporation

FINEOS is a leading provider of core systems for life, accident and health 
insurers globally with 7 of the 10 largest group life and health carriers in the 
US as well as 6 of the largest life insurers in Australia. With employees and 
offices throughout the world, FINEOS continues to scale rapidly, working with 
innovative progressive insurers in North America, Europe, and Asia Pacific.

The FINEOS Platform provides core administration capabilities including 
absence management, billing, claims, payments, policy administration, 
provider management and new business and underwriting; all of which are 
configurable to operate independently or as FINEOS AdminSuite, an end-to-
end core administration suite. For more information, visit www.FINEOS.com.

Paul Donnelly – EVP, EMEA, Munich RE

Paul Donnelly has over 25 years' experience in engineering, product 
management, marketing, sales and operations. He is responsible for managing 
all aspects of our business operations, growth and profitability throughout the 
EMEA region. Paul is personally engaged with a number of Munich Re's EMEA 
customers and focuses his whole organisation on the primary goal of 
continually delivering value to customers, helping them achieve their goals and 
revolutionise their business.

About Munich Re Automation Solutions
As a business, we've been at the forefront of the digital revolution in the 
insurance market for over 30 years. Today, we help insurers around the world 
sell more, engage with more customers and do so in more places. In fact, we 
are indisputably the worldwide market leader in this space. We understand 
both the world of insurance and the world of technology. While we're a 
software business at heart, our team has deep experience in all aspects of 
automated new business for insurers large and small. We build solutions for 
the real world of helping customers find the right cover for them, as easily and 
intuitively as possible - not to mention profitably for carriers and their 
agents. Headquartered in Dublin, Ireland with regional offices in the USA, 
Australia, Singapore and Japan, we serve clients across the globe. Our 
customer base includes Pacific Life, Guardian, Zurich, Aegon, HSBC, Prudential, 
Aviva, Sony Life, Metropolitan Life, Bank of China and many others. For more 
information, click here.

About the panellists
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https://www.munichre.com/automation-solutions/en.html

