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Critical Shifts Insurance Companies
Can't Ignore in 2025

How insurance companies can get ahead of trends related to risk, technology and

customer engagement in 2025
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The insurance industry faces its most profound transformation in decades as traditional risk
models collapse under pressure. Macroeconomic volatility, political instability and climate-
driven disasters are reshaping risk, while evolving customer expectations and technological
innovation demand fresh approaches. As insurers look ahead in 2025, five critical themes

emerge, each with their own challenges and opportunities.

Responding to growing economic and climate risks

Extreme weather events are no longer rare—they’re common occurrences. From hurricanes
and wildfires to floods and windstorms, natural disasters have driven loss ratios sky-high.

Inflation and supply chain disruptions tz only compound the cost of repair and replacement.

In response, carriers are rethinking how they manage risk and price coverage.

Leading insurers are turning to Al and generative Al to consolidate, assess and summarize

risk, exposure and loss data at incredible speed. These insights inform investment,
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underwriting, reinsurance, loss control and cash reserve strategies that shape business

decisions about growth, retention, product design and exit strategies.

For instance, Al-driven models can identify high-risk geographies and estimate potential
property losses from floods or fires, enabling carriers to fine-tune their underwriting models,

product offerings and directly engage policyholders in loss prevention.

Those carriers, unable to leverage their data effectively and efficiently, are either sharply
increasing premiums or exiting high-risk markets altogether, shifting coverage responsibility to
smaller, regional carriers and state-backed policies like FEMA's flood insurance. This retreat
from high-risk areas leaves policyholders scrambling for coverage and amplifies pressure on
smaller players to absorb risk they may not be equipped to handle financially or

operationally.

To stay competitive and resilient, insurers and managing general agents (MGAs) are
modernizing their data ecosystems and investing in Al-driven underwriting and claims

processes. This modernization allows insurers to:

e Reduce underwriting leakage: Identify, measure and price risks with greater accuracy
and efficiency with the help of Al tools that can analyze vast datasets, combining
historical claims information and traditional demographics with external data and
geographic analysis to refine risk assessments and tailor coverage

e Lowering loss adjustment expenses (LAE): Leveraging Al models and assistants to better
predict financial reserves or to analyze unstructured data, like images, more efficiently
during an investigation

o Detecting claims fraud: Integrating Al-powered image recognition and claims history
analysis with external data to quickly identify and report claims fraud

o Identify opportunities in under-served, high-risk markets: Insurers can efficiently identify
and capitalize on opportunities in underserved markets, ensuring better risk management

and financial inclusion

Rebuilding trust: from ‘promise to pay’ to ‘promise to help’

Eroding trust in the insurance sector has become a serious issue. Rising premiums, coverage
gaps and sudden market exits have left both retail and commercial policyholders feeling
abandoned. Customers increasingly see insurers as transactionfocused entities focused on

profit rather than partners invested in their well-being. This results in higher customer turnover



and rising SG&A (Selling, General & Administrative) costs for insurers and brokers.

In response, insurers are actively rebranding themselves and shifting from transactional
relationships to value-driven partnerships to reduce portfolio risks, improve retention rates
and rekindle growth. The goal is to provide proactive support, prevent or minimize losses

and help manage risk more effectively. Forward-looking carriers are exploring new ways to:

» Coach policyholders on risk reduction: Underwriters can use risk data to offer
personalized advice—like suggesting tree trimming to avoid storm damage or
recommending roof replacements to lower risk profiles—to not only reduce claims but
also strengthen customer relationships

e Predict customer needs: By leveraging behavioral data and richer customer profiles,
insurers can anticipate life changes—such as home purchases, business expansions or new
family members—and offer timely, relevant options

e Improving transparency: Increasing data sharing and collaboration between
underwriters and brokers will increase trust and enhance relationships

e Inclusive coverage: Utilize Al capabilities to analyze risk, exposure and loss data,

enabling continued engagement in markets experiencing significant risk changes

The shift toward a “promise to help” redefines the insurance industry’s role in people's lives
and businesses, marking an evolution from mere risk coverage to proactive risk management
and partnership. By combining empathy, advanced analytics, data collaboration and
innovative services, insurers can rebuild trust and demonstrate genuine investment in
customers’ long-term wellbeing. This approach not only strengthens customer loyalty but

also positions insurers as indispensable allies in navigating life’s uncertainties.

Pursuing efficient and profitable growth

After years of market contraction and unfavorable financial results, growth is becoming a
board-level priority. Despite this executive focus, many distribution and marketing leaders
are opting for more conservative approaches, seeking “efficient growth” given ongoing
market, political and climate uncertainties. Common across all these initiatives, leaders must

demonstrate a clear path and quick return on investment to fund continued growth.

In today’s challenging environment, acquiring new customers demands a disciplined, results-
oriented approach. For existing clients, insurers must focus on deepening relationships by

offering tailored, industry-specific and regionalized solutions that both address emerging



risks and provide clear value.

When pursuing new customers, growth-focused leaders are leveraging advanced
technologies like Al and predictive analytics to identify high-potential market segments and
prospects, using probabilistic models to measure buying behavior and preferred
communication channels. They use this intelligence to develop tailored products with more

precision pricing.

By combining targeted outreach, customized products with consultative onboarding and
measurable outcomes, insurers can attract new business and improve cross-selling to existing

customers.

That said, efficient growth also means reducing SG&A costs while improving renewal and
retention rates, making cross-selling and up-selling efforts critical. Many insurers struggle
with fragmented customer data spread across disparate product lines and legacy systems,

making it difficult to gain a comprehensive view of policyholders.

Al-driven customer segmentation and targeted messaging are emerging as solutions, but
adoption remains in early stages. By integrating Al with policy administration, MarTech and

customer management (CRM) platforms, insurers can unify data streams and create a more

comprehensive 360-degree view of customers, enabling more personalized and timely

offers. These capabilities can extend well beyond directto-consumer relationships and can
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redefine how carriers engage with insurance brokers.

Cross-selling and up-selling remain a key growth and retention strategy, as clients with
multiple policies show lower turnover rates. Personalization through Al-driven customer
segmentation and CRM-powered RevOps helps insurers anticipate needs and offer tailored
solutions. Innovations like telematics and usage-based insurance also align coverage more

closely with customer behavior, creating more equitable and flexible policies.

Insurtech firms play a critical role here, offering innovative tools that streamline operations
and enhance customer insights. These partnerships help insurers modernize without the
burden of building capabilities from scratch. However, demonstrating the ROI of these
technologies remains a challenge, often requiring pilot programs and phased

implementations.

Meeting rapidly evolving customer expectations

Customer buying patterns, across personal lines or more complex B2B commercial lines,
have dramatically changed over the last 10-15 years. Today’s customer journey typically
begins with self-directed online research and is quickly followed by digital experiences
similar to those in retail and banking. Unfortunately, the insurance market often lags behind

in digital adoption, particularly outside of personal lines like home and auto.

For commercial and specialty insurance, the challenge doubles: serving both policyholders
and the brokers who represent them. Brokers seek tools that enhance transparency and
deepen client relationships, such as virtual risk assistants that recommend strategies for
lowering exposures and premiums, or automated proposal generation for renewals.
Meanwhile, policyholders demand more personalized products and service models tailored

to their unique needs.

The rise of embedded insurance and on-demand coverage models reflects this shift.
Customers increasingly prefer coverage options integrated into their existing transactions,
such as travel insurance during flight booking or equipment coverage bundled with product

purchases. Insurers must embrace these models to stay competitive.

Insurers must close these gaps—or risk losing ground to digital-savvy Insurtech competitors.
The ability to offer frictionless digital experiences, transparent pricing and responsive

support will become key differentiators in 2025 and beyond.



Unlocking digital value through modernization

As data demands grow, core legacy systems become an increasing liability. Many insurers
still struggle with fragmented customer profiles due to past acquisitions and siloed business

lines, leading to inefficiencies and missed opportunities.

Emerging distribution channels—like embedded insurance and data-driven products like
telematics—push insurers to rethink modernization. Most insurers are addressing technical
debt by replacing aging platforms and bespoke applications with commercial offthe-shelf
(COTS) and Saas$ solutions like Guidewire, Duck Creek and Pega.

The most innovative leaders are rethinking core platform architectures and moving toward
composite architectures enabling them to integrate best-of-breed applications and Saa$

services connected to modern data management solutions. While both approaches carry
inherent risk, either will provide insurers with a more secure and agile platform needed to

service their policyholders.

Given the long implementation time for complex core system upgrades and replacements,
some insurers prefer “bolt-on” strategies: extracting legacy data and integrating it with
modern applications through APIs. While efficient, this approach creates governance
challenges that insurers must address to fully unlock digital value. Establishing robust API
management and data governance frameworks will be essential to ensure seamless

interoperability and data integrity.

Moreover, the increasing demand for realtime data and advanced analytics places

additional pressure on insurers to modernize their data infrastructure. Investing in cloud-

based data lakes and Al-driven analytics platforms will enable more agile decision-making

and faster innovation.

The road ahead for insurance

For insurers in 2025, the message is clear: balance risk and growth, modernize infrastructure
and rebuild customer trust. Those who leverage Al, streamline operations and deliver
empathetic, personalized service will emerge as industry leaders, ready to navigate

uncertainty and seize new opportunities.

Explore how Al solutions can help your organization stay ahead of emerging insurance
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trends.

Related Topics

Financial Services | Digital Transformation

© 2025 Publicis Sapient. All rights reserved. A Publicis Groupe Company.


https://www.publicissapient.com/sapient-ai/ai-solutions
https://www.publicissapient.com/sapient-ai/ai-solutions
https://www.publicissapient.com/content/ps-rebrand/en/search?q=Financial%20Services
https://www.publicissapient.com/content/ps-rebrand/en/search?q=Financial%20Services
https://www.publicissapient.com/content/ps-rebrand/en/search?q=Financial%20Services
https://www.publicissapient.com/content/ps-rebrand/en/search?q=Digital%20Transformation
https://www.publicissapient.com/content/ps-rebrand/en/search?q=Digital%20Transformation
https://www.publicissapient.com/content/ps-rebrand/en/search?q=Digital%20Transformation

