
GROWTH THROUGH INNOVATION AND 
DIVERSIFICATION
GROWTH THROUGH INNOVATION
Technology and data availability create novel insurance options. 

These include new products, new channels or new risk assessment 

methodologies – with the goal of creating products and services that 

suit the client’s needs. Santam’s IT capabilities enable us to innovate, 

and we continually explore state-of-the-art solutions. However, the 

associated risks in terms of fraud and regulatory complexities can 

challenge the viability of these offerings.

IT and security are formally governed and defined within the Santam 

group IT governance charter, Santam group information governance 

authority charter, and Santam group information security charter. 

Read more in the governance report.

The Santam strategic investment committee reserves funds for  

the creation of IT platforms that will enable growth and innovation  

in the future. Santam defined the following strategic innovation 

themes for 2018:

To reduce our legacy footprint while rationalising, 
simplifying and standardising technologies 
The new core underwriting platform project is progressing according 
to plan, with personal lines now fully deployed and almost 100% 
migrated to the new platform. For commercial products, more than 
90% of on-platform intermediaries have now been deployed for new 
business, while the migration process is well underway and expected 
to be completed in 2019. Santam will continue to invest in strategic 
projects to optimise the use of technology in the group.

To deliver a consistent, digitally enabled client 
experience across the full policy life cycle through 
the client’s channel of choice, while generating new 
sources of revenue for Santam
We improved the way that IT works with other parts of the group to 

create new policies and products.

During 2018, we saw a steady increase in the usage of our 

digital assets and we have more than 3 500 unique logons to our 

intermediary portal per day. Per month, approximately 14 000 claims 

are logged and over 110 000 claim tracking events are done through 

this portal.  We add new features to our digital assets regularly:
 – We added straight-through processing – without human 

intervention – for motor glass claims on the intermediary portal.

 – We added biometric authentication to all our mobile applications.

 – We launched WhatsApp as an additional communication channel 

in claims. 

 – Service request tracking is now included for intermediaries 

and clients. 

By the end of 2018, the MiWay app had 85 000 downloads with  

14 000 active monthly users. There were 269 000 visits to the  

MiWay website, 77% of these by returning clients. Digital claims 

increased from 13.8% in 2017 to 15.5% in 2018. New features 

introduced in 2018:

 – WeDrive bookings are now available in the app.

 – WhatsApp is a new channel of communication for MiHelp.

 – Clients are now able to book their own repair assessments 

on the MiWay app immediately after submitting a claim.

 – The app now allows clients to add vehicle rental to their policies.

The Santam claims card is a flexible, client-centric mechanism for 

settling claims and reduces the risk inherent to the cash settlement 

of claims. It ensures client-centric optimal claim settlement time. 

The card is accepted at all VISA merchants in South Africa, with 

cash-back rewards for risk mitigating behaviour. The functionality 

of the card mechanism was enhanced with the addition of online 

shopping functionality at major brand retailers, as well as mobile 

application and web-based card management functionality. 

Santam continues to work with Sanlam to investigate, 
implement and enable technologies within the  
Santam group
In 2018, Sanlam became an anchor member of international start-up 

incubator, Plug and Play. As part of the Sanlam Group, Santam can 

access hundreds of technology start-ups. We engage with several 

Silicon Valley and local companies in the AI and machine learning 

space to further our strategy of digitisation, process automation and 

improved client experience. 

The MiWay MiHelp+ emergency alert service completed its pilot 

phase in 2017 and was made available to all existing and new 

clients in early 2018. Telematics technology in the client’s vehicle 

sends instant crash alerts, including severity estimates, to our 

24/7 MiHelp emergency contact centre. This allows MiHelp agents 

to automatically dispatch ambulance and assistance services to 

clients in distress, without them having to contact us. The immediate 

notification of an accident also speeds up the claims process and 

reduces the turnaround time on claims. Our MiHelp+ contact centre 

communicates with clients via WhatsApp, making the identification of 

incident locations, service provider dispatches, and follow-ups more 

efficient, and improving the overall client experience.

Santam Specialist developed a real estate development product that 

offers developers a seamless insurance product from the start of 

construction to a year after completion. 

VUM, SHA and Mirabilis launched their respective intermediary 

portals in 2018. These allow intermediaries to quote and manage their 

portfolios online for more commoditised parts of their businesses. 

Read about Santam Aviation’s involvement in and underwriting of the 

use of drones in various agricultural applications in the real-life 
story tilted Santam Aviation's use of drones. 




