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Looking back at Digital Insurance

Google launched to 
the public

Direct Line launches 
a Quote & Buy site

Full digital brand 
Swiftcover launches

Aggregators start 
appearing

Apple launches the 
iPhone

1995

!ŘƳƛǊŀƭΩǎ ǿŜōǎƛǘŜ 
launched ς the first 

for  UK insurer

75% of major UK 
insurers have Digital 

Quote & Buy

95% of major UK 
insurers have Digital 

Quote & Buy

Over half of UK Car 
and Home insurers 

use Chatbots

ChatGPT goes 
mainstream

Aviva launches fully-
digital brand 

QuoteMeHappy

1999 20242020201120051996
Early 
2000s

202220152007
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Digitalisation is key

DigitalisationDigitisation
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Digitalisation is key
Your Business Operating Model

Thinking 
holistically

Figure 1: Altus Consulting Operating Model Framework
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Digital Insurance Experience trends

Increasing Customer expectationséInsurers are not keeping upé



8

Digital Transformation in Travel Insurance

Travel 
Themes

Growth 
market

Embedded

Parametric

Consumer 
Demand

Customisation 
& Control

Regulation

Technology
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Digital maturity for the top UK travel insurers
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Re-imagining Travel Insurance
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Rising Claims Costs and 
how Technology can help



Simon Hoskin
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Rising claim costs and how 

technology can help
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COSTS
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National 

Lockdown, 

Travel Traffic 

lights

Omicron 

Outbreak

Recruitment 

Challenges UK

Wide

Forest Fires,

Strikes & 

Civil unrest

Consumer

Duty 

Regulation

Air Traffic 

Control 

Outage

Cost of 

living crisis 

& inflation

How did we get here?
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28% 25% 16%

*31% represents all other sections of cover. 

Top Claimed Sections
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The Impacts on 
Medical Costs
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ÅPoor Health of Travellers - Ageing population with easier travel and 
more exotic destinations. 

ÅRepatriation options ð Commercial stretcher options are reducing 
resulting in increased costs and AA only options

ÅRising Personnel Costs ð Medical professionals are demanding 
higher salaries which is being passed on to us.  

ÅIncreased pay and claim cases ð Pay and claim rate up due to 
NHS delays and impatient customers.  



The Impacts on 
Medical Costs
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+70% rise in indemnity

Highest rate of medical 

inflation worldwide

USA

+59% increase in indemnity 

GHIC use is low

Tourism numbers up 50% 

since 2019

Europe

+53% rise in indemnity

Visitor number increasing

Challenging medical 

locations

Africa



Long Haul ð North AmericaLong Haul exc  USAEurope
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2019 2023
Booking 

Cost

Average Claim

Settlement 

£2,000 £2,600 
(+32%)

£1,500
(+37%)

£1,100

2019 2023
Booking 

Cost

Average Claim

Settlement 

£3,000 £3,750 
(+25%)

£2,550
(+22%)

£2,000

2019 2023
Booking 

Cost

Average Claim

Settlement 

£3,500 £4,250 
(+21%)

£3,300
(+40%)

£2,400

Rising Cancellation Costs



ATC Strikes, civil unrest and extreme 
weather conditions are increasing. 

Flight Disruption 2023

Å 45 million UK travellers 
experienced delays in 2023.

Å 16% over 12hrs

Å Airport Delay performance:

Gatwick - 42% 

Stansted - 39%, 

Heathrow - 22%

Å 500,000 flights cancelled 

Å Average settlement static 
but frequency up 26%



85% of IFED Travel Fraud 
was opportunistic or 

exaggerated 

61% rise in overall
IFED Cases 2023

Fraudulent Activity 

Cost of Fraud to the 
insurance industry:

£1.1billion
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Destination: 
Dubai

Duration: 
4 nights

Activities: 
Desert excursion, 
Camel ride, 
Fine dining 



Tenerife not Dubai!

Different Glasses, 

T-shirt, no watch and 

different drink. 

Image was heavily 

filtered enhancing 

skin tone and body 

build. 

Original image found 

on Facebook and 

Instagram



AI Document Analysis

Å Analyses of PDFôs, Digital images and ID 

verification. 

Å Screens for:

Å Modifications

Å Inconsistent and amended fonts

Å If editing software was used

Å Changes in Meta Data 

Å Geo location of photos 

Å Stock photo/web image search. 

Example using ThirdEye via Allied 

Universal. 

£4,700 cancellation claim where customer stated no 

refund issued. 

Bank statement was amended to show no refund received. 

No show letter amended to say no refund issued. 



Straight Through Processing (STP)
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Claim logged via online 

STP portal whilst still 

abroad.

Submission time ï 6mins

Shorter claim

Lifecycle
Improved Data

Accuracy

Recent Case Study

Å 2 pax

Å 14hr delay due to 

storm

Å £50 per 12hr delay 

cover

Enhanced Fraud 

and recovery 

detection

Claim validated, 

assessed and 

settled same day

Funds cleared into 

customers account 

via next day 

transfer

Premium service 

and increased 

brand recognition

Supports higher 

Premiums 

The Benefits



Other Tech Options

AI powered 

Chatbots

Via Online, WhatsApp, 

FB messenger, 

Instagram.

IVAõs ð Intelligent 

Virtual Assistants

Replaces IVRõs with 

natural voice AI 

assistants 

Voice Analytics  

AI analytics and 

validation to identify 

fraud flags

Auto-Intake

Auto handling, 

processing and 

assigning. 

AI automatic 

customer responses. 



A Look Forward

ÅLow value, high volume claims will solely be 
handled via STP with limited human intervention.  

ÅTraditional call centres and paper claim forms will 
be a thing of the past. 
Live chat, AI agents and eNOL will become the 
norm. 


