
MATERIAL MATTERS – 10 THEMES 
SHAPING THE FUTURE OF GENERAL 
INSURANCE 
The Santam group conducted a thorough process of environmental 

scanning which included the identification of material matters that are 

relevant to our company and stakeholders, now and into the future. 

These matters were tested against past strategic insights and debated 

by the executive committee and the board as part of the group’s annual 

strategy review process. Consequently, we identified 10 overarching 

themes that are shaping the future of insurance. We applied these 

themes to the Vision 2020 strategy and made appropriate adjustments. 

These 10 themes will inform the new group planning horizon. 

INDUSTRY 4.0
 – Digital capabilities are infiltrating nearly every industry, allowing 

insurance companies to transform their business models.

 – Telematics technology is increasingly used, as insurers seek to 

differentiate their value beyond price – to maintain or raise client 

satisfaction.

 – Internet of Things (IoT) connectivity is growing. It has the 

potential to reshape the way insurers assess, price and limit 

property and household contents insurance.

 – Robotics processes, automation “bots” and artificial intelligence 

(AI) are a reality, given the rapid increases in computing power 

and decreases in data storage costs.

 – Blockchain’s ability to facilitate secure collaboration between 

strangers has profound implications for the future of insurance.

WORKFORCE FOR THE FUTURE
 – As technology develops at an accelerated pace, cognitive abilities 

and tasks that were once thought to be reserved for humans are 

increasingly carried out by machines. This raises concern about 

the impact on jobs and the subsequent risks for government, 

businesses and people.

 – As technology becomes more modular and user-friendly, it takes 

over transactional tasks. Individualised performance will be 

achieved through uniquely human skills.

 – A wave of AI-infused Expert Automation and Augmentation 

Software (EAAS) platforms will usher in a new era of AI-assisted 

or AI-enhanced productivity.

 – Adaptive entrepreneurs are shifting away from the traditional 

nine-to-five in-office career towards one that affords more 

flexibility. 

 – Corporate internal culture is now part of the client-facing brand. 

For many consumers, it is important that brand values align with 

their own.

 – The Internet and social media play a meaningful role in 

demanding that unfair or predatory behaviour is addressed. 

Toxic individuals and organisational cultures are called out.

COLLABORATIVE CONSUMPTION
 – Consumers of all ages want and need less. Ownership is under 

question, and flexible, minimalist living is gaining popularity. 

Disruption of ownership is taking place across various industries, 

narrowing the focus to access rather than ownership – a concept 

known as the sharing economy or collaborative consumption.

 – Traditional insurers and reinsurers must rethink their 

businesses to adapt to the new collaborative consumption 

mindset. Some organisations are embracing the sharing 

economy by collaborating, building or investing in start-ups.

 – The insurance industry is seeing growth in micro-insurance, 

usage-based and peer-to-peer (P2P) business models. This is 

driven by InsurTech start-ups and mobile network companies 

who selectively target parts of the value chain. These new 

business models are, in part, aiming to service collaborative 

consumption.

 – New models such as on-demand and P2P can potentially cut 

out intermediation. Blockchain technology can enhance trust, 

transparency and grow P2P insurance models.

ETHICAL LEADERSHIP OR TRUST DEFICIT
 – Globally, trust in governments, the media, businesses and 

non-governmental organisations (NGOs) has fallen to its lowest 

level. This has given rise to populism in many regions, increasingly

polarised societies, rising anger and disillusionment. 

 – Consumers are increasingly placing business ethics at the top 

of their list of considerations when spending money.

 – Trust has been undermined by the fear of job losses due to 

globalisation and automation. 

 – If reputation is the currency of trust, then we need to actively 

manage our corporate reputation to safeguard it.

 – Financial sector regulatory frameworks are expected to play 

a role in fostering trust in the financial services industry.

INCREASING REGULATORY RISKS
– Enhancing financial stability is the underlying driver for 

regulatory developments. 

– A regulatory framework that addresses the global protection gap 

is particularly important for Africa and emerging economies that 

are most vulnerable to climate impacts.

– Awareness of cyber risks and potential liability in a shared 

economy has increased rigorous data protection regulations 

across the globe. 

– Europe implemented General Data Protection Regulation (GDPR) 

in May 2018, which redefines client data management. The GDPR 

will significantly impact how insurers operate across most 

elements of the client value chain. The biggest impact is likely to 

be in managing data transfer, collection, storage, access and 

retention, which will restructure process designs and improve 

data usage.

– General insurance will face specific challenges, as sourcing data 

is expected to become more difficult. The use of telematics to 

price policies will become limited, as clients become aware of 

the type of personal data held.

– In South Africa, new regulations are geared towards enhancing 

financial stability and implementing new accounting regulations. 
The International Accounting Standards Board has agreed to amend 

the effective date of IFRS 17 Insurance contracts (IFRS 17) to annual 

periods commencing on or after 1 January 2022 (previously 

1 January 2021) as well as to review IFRS 17 for possible 

amendments, mainly due to implementation challenges raised 

by those impacted. Insurers will have to consider readiness, to 

ensure compliance with the new standard once required.

RISK PROTECTION GAP
 – Risk exposures are driven by digitalisation, urbanisation, 

climate change, value accumulation and concentration. These 

tend to outgrow insurance premiums, which leaves individuals, 

households, firms and the public sector underinsured. 

 – The risk protection gap is the difference between total losses 

and insured losses. This global problem affects emerging and 

developed countries alike.



 – The natural catastrophe protection gap (uninsured losses 

as a share of total losses) remains large – only about 30% of 

catastrophe losses are insured.

 – The cyber protection gap is estimated at about 90% in the face of 

major economic loss scenarios. Cyber insurance is emerging as 

the key lever to manage cyber risk.

 – The protection gap needs a collaborative effort that involves all 

stakeholders. Governments can help improve the availability 

of retail and wholesale insurance by introducing compulsory 

schemes which create sufficiently large risk communities and 

risk pools. Many public sector entities are using new forms of 

sovereign risk transfer to relieve their balance sheets, especially 

for natural disaster losses.

 – Insurers can employ digital and mobile technologies to address 

protection gaps by simultaneously promoting affordability, 

awareness and product appeal.

INCREASING CLIMATE CHANGE RISKS
 – According to the WEF Global Risk Landscape 2018, environmental

risks have become more prominent in recent years. Five risks in 

the environmental category have been ranked higher for impact 

and likelihood in the past 10 years. These risks are:

• extreme weather events;

• natural disasters;

• failure of climate change mitigation and adaptation;

• man-made environmental disasters; and

• biodiversity loss and ecosystem collapse.

 – Extreme weather events and natural disasters can cause more 

damage in emerging markets where city infrastructure is 

underdeveloped and in poor condition.

 – Changing climate makes it difficult for insurers to develop 

models to assess the risk of catastrophic events and price 

insurance products appropriately.

 – As extreme weather events become more common, insurance-

related costs will rise. This compels insurers to consider how 

they cover such risks, and how they price the coverage. Insurers 

will need improved models and data, and some will forge new 

partnerships to obtain them.

EMERGENCE OF DIGITAL ECOSYSTEMS
 – Data, the prevalence of “chatbots”, and the increasing application 

of AI are accelerating digitisation in various industries and 
reshaping client expectations. This blurs traditional industry 
boundaries, which prepares the ground for digital ecosystems.

 – A digital ecosystem is a highly client-centric model, where users 
enjoy an end-to-end experience of a wide range of services 
and products. These are provided by a network of diverse, 
multi-industry players through a single-access platform.

 – The emergence of ecosystems could threaten insurers along the 
value chain. There is a risk that other industries could benefit 
from deeper client relationships and better control of risk, 
while traditional insurers are marginalised as mere providers of 
capital to shrinking risk pools.

 – Value-added services and reward programmes are increasingly 
targeted by new entrants to attract clients.

 – To play a core role in emerging ecosystems, insurers must 
adopt a focused ecosystem mindset and improve data collection, 
analytics and predictive capabilities. This will enable dynamic 
pricing, risk mitigation and product innovation.

REGIONAL CHAMPIONS GOING GLOBAL 
 – The global insurance industry faces low interest rates, a 

challenging equity market, and tighter regulatory regimes. 
Hybrid consumption behaviour caused by the spread of digital 
platforms is prevalent in developed markets and is accelerating 
in developing markets.

 – Insurers need to change their business models to adapt to these 
changes, along with the impact of price-comparison websites 
and the race to go digital.

 – Regional champions are developing global ambitions and 
increasing their international presence.

 – Projected slower growth in developed economies pressures 
regional and global insurers to expand internationally, with a 
focus on higher-growth emerging markets.

 – The general insurance segment in developed markets is likely 
to face shrinking market volumes as more homes, offices and 
factories adopt technology for risk prevention strategies. As 
autonomous vehicles and shrinking ownership of cars becomes 
a reality, motor insurance is likely to lose its leading role.

ESG EMBEDDEDNESS
 – The growing global awareness around the interconnectedness 

of economic systems with natural, social and political systems is 
set to continue. 

 – ESG has progressively gained traction among investors. In 2018, 
that interest reached a tipping point, with socially responsible 
investment values gaining acceptance across generations and 
wealth groups.

 – Investments with a sustainable investment mandate now form 
more than 25% of the world’s professionally managed assets. 

 – Since 2013, there has been a 72% increase in the number of 
recorded regulations concerning ESG issues globally, resulting 
in more than 4 000 non-financial regulatory initiatives. In the 
past year, prominent organisations such as the Task Force 
for Climate-Related Financial Disclosure, the WEF and the 
World Business Council for Sustainable Development, have 
published their recommendations on how they expect 
companies to manage and disclose their non-financial risks. 

 – The WEF included plastic pollution as a critical area of concern. 
It highlighted the “huge volume of plastic waste in the world’s 
water” and the ubiquity of micro-plastics on land, in the ocean 
and in the air. Plastic waste has caused emerging risks such 
as damage to natural ecosystems and human health. The 
movement away from single-use plastics is likely to be extended 
to other forms of waste and pollution in the future.


