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Beyond Convergence

Something legitimately new is developing in the insurance industry. Enabled by increasingly sophisticated data 
management, artificial intelligence (AI), and other digital capabilities, insurers now are able to collect and direct data 
from many different sources to build detailed and near-real time pictures of customers and risk. 


Then they are sharing that data to address policyholders’ needs, vastly improve customer experience, and generate 
greater lifetime value. 


This phenomenon, dubbed “The Great Crossover” by insurance industry analyst Donald Light, is a critically important 
concept that encompasses several industry trends and points the way forward for insurers in all industry segments.


The Great Crossover describes the convergence of:






Separately and together, the goal of those trends is to deliver highly-personalized digital experiences intended to 
satisfy all of their customers’ insurance needs, combat commodification, and create customers for life through 
personalization, partnerships, and product innovation.


Across insurance segments, insurers that offer excellent customer experiences stand to gain considerably. Auto 
insurers, for example, saw a  resulting directly from good customer experience, according to data 
from PwC. Further, P&C insurance customers who used digital tools throughout the entire claims process  
satisfaction scores 33 points higher than those who did not, according to an industry report released by J.D. Power. 



7% price premium
achieved

And yet most carriers are hobbled, still 
trying to get by on outdated legacy 
systems that were designed around policy 
numbers, not customers.


That just won’t cut it in today’s fast-paced 
market. Scalable cloud-native insurance 
core systems – coretech – is now available 
to ambitious insurers looking to increase 
the appeal of their product offerings, add 
and remove partners quickly and easily, 
and increase the lifetime value of their 
customer relationships.
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Data fluidity is foundational

The Great Crossover is enabled by data fluidity and the increasing sophistication of artificial intelligence (AI), 
machine learning (ML), robotic process automation (RPA), and other digital capabilities. These technologies 
allow carriers to collect and direct data from a variety of different systems and data sources to build and 
share a current and detailed picture of every customer, giving them the information they need to  
craft their offers to address personalized needs and circumstances.


John Hancock’s recent partnership with Allstate is an example of data fluidity in action. 

John Hancock, a life insurer, and Allstate, a P&C insurer, have partnered to offer discounted 
premiums and share customer behavioral data. , Allstate customers 
participating in its Drivewise usage-based insurance program can join John Hancock’s 
Vitality program and earn discounted life insurance premiums based on safe driving habits.


Donald Light, who first coined the term “Great Crossover,” explains in the Insurance 
Innovation Reporter how this  to access  
and leverage reams of better, more accurate data about its customers  
through wearable sensors and other devices, which it can use to  
create more value for policyholders, vastly improve the  
customer experience, and generate greater lifetime value.


Under the partnership

partnership enables John Hancock
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Workplace Benefits:  
Data fluidity supports 
insurance portability

While recent high profile examples of The Great Crossover 
feature life and P&C insurers, the ability to effectively 
access and transfer data – from a group to an individual 
account within the same insurance core system in this 
example – is of particular interest to workplace benefits 
insurers because it paves the way to insurance portability. 


By allowing people to retain their workplace benefits 
insurance, even when they change jobs, insurers become 
better partners to their employer clients while retaining 
those employee customers. Moreover, insurers then have 
the opportunity to satisfy those customers’ ever-
changing insurance needs, potentially closing the 
insurance ownership gap.


While the increased flexibility brought by insurance 
portability is a big advantage for the insureds and 
insurers, they aren’t the only winners. Employers win 
because their compensation packages become more 
attractive to potential hires, which helps them find and 
retain the best talent and distinguish themselves in a 
competitive job market.


Insurance portability is a win-win-win and will be a huge 
part of the future of insurance. But that’s only if insurers 
are equipped to take advantage of these trends.


Insurance portability and 
a changing workforce

More people are demanding better work-life balance, 
and they are leaving their jobs to find it. A survey from 
FlexJobs found that 68% of workers are considering 
changing careers, and 56% said the top reason, ahead of 
salary, was to . find better work-life balance

Combined with the demographic and economic trends 
described, the tightening of labor markets has 
emphasized the critical importance of insurance benefits. 

 with employer-sponsored 
health benefits said that their health coverage is a top 
factor in their decision to stay at their current job, 
according to Bamboo HR.


Competition for labor in this new business environment 
is fierce, and offering employees the ability to take their 
insurance policies with them if they choose to leave their 
job is a major recruiting incentive.


Millennials, Gen Z,  
and the gig economy

Demographic shift, the rise of the gig economy, and the 
transition to hybrid and remote work models have 
upended the workforce.


More workers are jumping between jobs or engaging in 
full-time freelance work. say 
they’ve done at least one gig job in their lives, a figure 
that jumps to 30% when considering only workers under 
the age of 30, according to Pew Research. 


When workers in this category leave their jobs, they want 
the flexibility to take their insurance packages with them. 
Employers also want the ability to offer benefits 
compensation packages their talent expects, while 
insurers need to please both employer clients and 
employee customers.


These younger workers – Millennials and members of Gen 
Z – now represent , according 
to Gallup. They have little to no patience for service that is 
clunky, inaccurate, and impersonal, and they will 
abandon brands – and insurers – if they don’t meet their 
high expectations on the first try.

More than half of U.S. adults

Roughly 16% of Americans 

46% of the total workforce
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Bundling products from multiple carriers
In the face of this fundamental change, insurers are exploring new partnerships and business models that place the 
customer at the heart of the entire insurance experience.


Partnering with other carriers to bundle products and participating in insurance ecosystems is one emerging model. 
This allows separate insurance carriers or insurtechs to leverage and complement their respective advantages, 
policies, and digital technologies to reach a much larger customer base and create products that are tailored to the 
customers’ needs — not the other way around. Doing so enables insurance companies to present a wider range of 
products and services to their customers while increasing their customer knowledge.


Evolving partnerships and business models
Many incumbent insurers continue to rely on outdated legacy systems, limiting their ability to digitally engage and 
support customers. Insurtechs and other new market participants, understandably, have clamored to steal those 
customers away. Some of the savvier incumbents, however, have viewed the emergence of insurtechs as an 
opportunity to form new partnerships that leverage the value propositions of both sides.

Insurtechs provide incumbents with the advanced digital 
technologies needed to transition away from outdated 
policy-centric models, allowing them to treat 
policyholders as individuals with unique needs and 
preferences. For insurtechs, it lets them access the 
incumbents’ large and established customer base 
without having to acquire those customers themselves. 
See our Ambitious Insurer’s Guide to M&A.


 in 2019 
is a case in point. Assurance’s digital solution connects 
Prudential policyholders to a range of personalized life, 
health, Medicare, and auto insurance solutions that they 
can purchase with the tap of a finger. This drastically 
simplifies the process of purchasing fitness and financial 
wellness solutions for insureds, creating a more 
convenient buying experience. It also connects them to 
customized solutions based on their unique needs for 
more personalized options.


For Prudential, the Assurance acquisition brings it 
significantly closer to potential customers, helping it 
lower its customer acquisition costs while facilitating its 
expansion into the fitness and financial wellness market.


Prudential’s $2.35 billion acquisition of Assurance

The Ambitious Insurer’s Guide to the Great Crossover

https://www.eisgroup.com/
mailto:info@eisgroup.com
https://news.prudential.com/prudential-financial-to-acquire-assurance-iq-inc-leading-consumer-solutions-platform-for-health-and-financial-wellness-needs-for-235-billion.htm


© EIS Group Ltd. All rights reserved. EIS and the EIS logo are trademarks or registered trademarks of EIS in the United States and/or other countries.
5www.eisgroup.com   |   info@eisgroup.com   |   @eisgroupltd

Embedded insurance, ecosystems,  
and nontraditional distributors
Finally, insurance carriers are learning they can partner with specialized 
service providers and tech companies to create ecosystem environments that 
provide a more dynamic, responsive, and personalized customer experience.


Ecosystems allow carriers to build relationships with nontraditional 
distributors to reach untapped market segments where there is a real and 
pressing need for their offerings. Further, by embedding insurance options at 
the point of sale, like offering flight insurance at the end of an airline 
purchase, customers are significantly more likely to see the value of making a 
purchase, all without requiring any extra steps.


Many carriers are turning to ecosystems as the future of product distribution. 
More than  will be distributed by ecosystems 
in 2030, according to data from McKinsey & Co.

30% of personal lines premiums
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Biggest opportunities for success
Clunky, cumbersome, and outdated legacy systems are the primary roadblock to success in today’s insurance market. 
By now it’s clear — outdated legacy systems have to go. Understandably, however, many carriers don’t have the 
stomach for risky infrastructural overhauls that might never deliver the value they want.


Our cloud-native, microservices based, API-first platform enables faster deployments and the rapid transfer of data 
across internal and external systems, facilitating quick and seamless integrations with ecosystem partners and a 
dramatic reduction of operational risk and costs.


It is possible for ambitious insurers to break free from the commoditization of insurance. Offering personalized 
customer experiences and more positive, frequent, and valuable interactions is a potent way to demonstrate 
customer centricity and rise above the competition. But success will require more data fluidity than the insurance 
industry has been capable of. Until now.


That’s where coretech comes in.
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About EIS
EIS is the first choice for ambitious 
insurers focused on future proofing 
their businesses and building the 
customer-centric insurance platforms 
of tomorrow.


Founded in 2008, EIS provides a 
digital insurance platform that has 
been specifically engineered to 
remove every obstacle and give you 
the freedom to pursue and achieve 
your most important strategic goals. 
Its open, flexible, cloud-native 
coretech platform liberates insurers 
to grow market share and enter new 
markets, develop new products and 
build engaging experiences, while 
lowering acquisition costs, boosting 
retention and delivering greater 
revenue and profits for the long-term.


Headquartered in San Francisco, EIS 
powers premium growth for insurers 
in all lines of business worldwide. For 
more information, visit EISGroup.com 
or follow @EISGroupLtd on Twitter 
and LinkedIn.

           At EIS, our objective is simple: 
to offer control without 
compromise and help ambitious 
insurers innovate without barriers. 
After decades of building their 
businesses on policies, insurers 
need to put customers at the center 
of everything they do and focus on 
future proofing their businesses.”

Sound interesting? We should chat.


Learn more about how cloud-native coretech is  
helping ambitious insurers realize their goals.
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SVP Corporate  
Strategy @ EIS
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