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Innovation initiatives have taken the insurance sector by storm. Over the last several years, insurers have raced Innovation initiatives have taken the insurance sector by storm. Over the last several years, insurers have raced 
to digitalize their sales, distribution, policy administration, and claims management processes. Despite this wide-to digitalize their sales, distribution, policy administration, and claims management processes. Despite this wide-
spread enthusiasm, such investments often fail to provide the value insurers expect. spread enthusiasm, such investments often fail to provide the value insurers expect. 

This white paper will delve into why improvement programs so often fail and provide insights into how change lead-This white paper will delve into why improvement programs so often fail and provide insights into how change lead-
ers can maximize their organization’s chances of success. It will also: ers can maximize their organization’s chances of success. It will also: 

• • Explain why “going omnichannel” is the only way to ensure a value-add initiativeExplain why “going omnichannel” is the only way to ensure a value-add initiative
• • Distinguish between multichannel and omnichannel programsDistinguish between multichannel and omnichannel programs
• • Make a case for why engaging a strategic partner like Gerent can be beneficial to organizations that have Make a case for why engaging a strategic partner like Gerent can be beneficial to organizations that have 

struggled to reap value from their investmentsstruggled to reap value from their investments
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Innovation initiatives have taken the insurance sector by storm. Over the 
last several years, insurers have raced to digitalize their sales, distribution, 
policy administration, and claims management processes. Per a recent 
report, 80% of surveyed insurance business and IT execs say that their 
organizations' "business and technology strategies are becoming in-
separable — even indistinguishable."1

This fast-paced transition into tech is uncharacteristic for the insurance 
industry, where significant operational changes typically occur over a pe-
riod of years, if not decades. Amid a pandemic-accelerated digital rev-
olution, organizations have flocked towards digitalization with unusual 
haste.2

Insurance leaders know that by digitalizing, they can give their organiza-
tion a competitive edge over its competitors, provide better customer ser-
vice, and enable better financial and operational performance. But all too 
often, insurers don't achieve the value they expect from their innovation 
initiatives.

The problem, according to Gerent's Insurance Practice Lead, Donn Vu-
covich, is that insurance organizations often conflate having digital 
tools with being digitally transformed. 

Background
Despite insurer enthusiasm, innovation initiatives

often fail to deliver expected business value.

Innovation Results 3

Per a recent report 3

earnings growth compared to digital lag-
gards

Digital leaders achieve 

of studied insurer 
digitizations met 
or exceeded their 
target value and 
resulted in sus-
tainable change 
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       Key Takeaway: Innovation initiatives often fail because insurers assume that simply adding digital channel 
capability (i.e., "going multichannel") will deliver transformative value. However, unless such tools are cohesively im-
plemented within a consumer-centric ("omnichannel") context and process, such additions will only cause customer 
confusion and undermine performance.

Omnichannel versus multichannel: what's the difference?

Omnichannel: A purpose-driven approach that seeks to organize 
all outreach methods and digital tools in a convenient, intuitive, 
and supportive way. An omnichannel initiative operationalizes a 
philosophical change; insurers who undergo them prioritize their 
customers' comfort and ease of experience above all else.     

Multichannel: A tools-based approach that seeks to maximize 
the number of channels a business can use to reach the customer 
(ex., text, voice, email, online portal, etc.). A company that applies 
a multichannel approach installs digital tools to boost customer 
access and convenience — however, such implementations may 
backfire if change leaders don't weave these channels together to 
create a cohesive, client-centric experience. 

"Many companies have every tool in the book twice over," Vucovich ex-
plained in an interview. "But if an insurer tries to increase its competitive 
edge by implementing a bunch of digital tools, it'll end up with a mish-
mash of apps that don't work well together and cause the customer grief."

To achieve value-add from their investment, insurers need to apply om-
nichannel strategies that reorient all of an organization's processes, pro-
cedures, and tools around the customer. This purpose-driven approach 
stands in stark contrast to multichannel strategies, which simply seek to 
maximize the number of service channels an insurer offers.

created some value 
but did not meet tar-
get values or provide 
long-term benefits 

delivered subpar val-
ue (less than 50% of 
the target) and did not 
create any sustainable 
change

Of surveyed insurers who underwent 
digital transformation in 2020: 3
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Is your organization omnichannel-empowered,
or multichannel-limited? 

Insurers deal in risk — but when it comes to executing an innovation initia-
tive, change leaders can’t afford to leave anything to chance. To ensure a 
value-add digitalization, organizations must embrace omnichannel think-
ing from the start and make a point to design their digital tools around the 
customer’s needs and comfort.

Need an expert perspective? Connect with Gerent, a veteran 
strategic partner for insurance organizations.

Change leaders don’t need to struggle through digitalization alone. If your 
team needs assistance in executing, planning, or simply concepting an 
innovation initiative, it may be worthwhile to connect with a strategic part-
ner. 

At Gerent, we offer guidance at every stage of the digitalization process. 
As a Summit-level Salesforce implementation partner, we’re well-versed 
in the challenges digital empowerment poses and can provide actionable 
direction for overcoming them. Our team has completed more than 1,000 
Salesforce implementations and maintains a five-star customer satisfac-
tion score. 

Your organization’s success is our priority. Reach out today to start exe-
cuting an effective omnichannel initiative!

1. https://www.accenture.com/us-en/insights/insurance/technology-vision-insurance-2021
2. https://www.strategyand.pwc.com/de/en/industries/financial-services/accelerating-the-digital-transformation/accelerating-the-digital-transformation.pdf
3. https://www.bcg.com/press/29october2020-companies-can-flip-the-odds-of-success-in-digital-transformations-from-30-to-80

Get Started

Ready to reinvent
the future?

http://gerent.com/contact
https://www.gerent.com/contact

