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The future rarely turns out exactly as people think 
because nobody can accurately predict what is 
going to happen to the insurance or any other 
industry. It is more about imagining possibilities, 
tuning into exemplar organisations and picking up 
the weak and strong signals which provide insight 
and guidance into a different future and different 
ways of working. 

Getting it right –
“Great leaders don’t move toward 
the future, they bring the future to 
them - they pull the future forward”
Mike Myatt, Hacking Leadership

Getting it wrong –
“With over fifteen types of foreign 
cars already on sale here (USA), 
the Japanese auto industry isn't 
likely to carve out a big share of 
the market for itself.” 
Business Week, August 2, 1968

The Future
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• The world is shifting from analogue to digital, from the internet 
to the hypernet. Change will be supercharged and exponential 
in terms of speed, transparency, engagement and scale.

• Leadership needs to be extremely comfortable with increased 
transparency, knowledge levelling and access.  Operating in a 
fishbowl environment will become the norm.

• Business models will be more fluid and change often as barriers 
to entry reduce and intelligent agents replace human activity. 
All workers will focus more on creativity over administration 
and competition will come from unexpected quarters.

Headlines
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• Talented future workers will be transient, project and contract based, 
looking for creative variety and meaning. Engaging talent will require a 
compelling employer proposition and multiple platforms to find and 
engage people.

• Business value will be driven through agility, innovation, connectivity, 
collaboration and data analytics. Developing global networks and 
ecosystems way beyond traditional organisational boundaries.

• Core business and leadership assumptions will become increasingly 
toxic. These include
• Our competitors are established insurance companies.
• Change takes time.
• People need to be controlled and managed.
• Only insurance people understand insurance.
• Specialists make the best decisions.
• Work and leisure call on different values.

Headlines
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The purpose of this paper

To highlight some of the main issues shaping the future of work 
(particularly technological) and the ramifications for the way organisations 
could be working in 2030.

Specifically the purpose of this paper is to shed light on:

• The nature and profile of leadership and management.
• The shape of organisations and established structures.
• The type of talent required, how its engaged and developed.
• The way decisions are made.
• The way people collaborate.
• The impact of virtual working.
• The source of business value.
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Why is the future important?

Leading organisations adapted and evolved often from national to 
international brands. They survived natural disasters, collapsing markets 
and changing trends – so why worry about the future?

The reason is simple and compelling........SPEED

The global market place, human connectivity, social norms and the 
environment are now changing at a rate, both in terms of speed, scale and 
complexity, that organisations are finding it extremely hard to keep pace 
with. This pace shows no signs of slowing down and organisations unable 
to deal with it will not survive.

“One simple measure of marketplace turmoil is the annual turnover in the Fortune 
500. … Close to twice as many companies were replaced between 1998 and 1999 as 
were between 1958 and 1959. Between 1998 and 2004, the turnover of Fortune 500 
companies has been staggering. This is a coarse measure, to be sure, and may 
understate the current pace of change.” 
Kauffman Foundation 2012
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Start from the future

“The future is more uncertain, more dynamic, more 

turbulent with more change than ever before. As 

such the past is a very poor predictor of the future.” 
Prof. Ian Goldin, Oxford Martin School

Imagine an insurance company where 
• Customers are the focal point of management not 

products.  They can connect with their insurance 

company, anytime, anyhow, anywhere..

• Insurers know the whole you. No more complicated forms 

just social network links and connections.

• Insurance is simple and real time. As risk decreases so 

does your cover to match your activity.

• Insurance is tailored to your changing life and innovations 

take days not months or years.

Acknowledge: Anton Musgrave, Futureworld
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Exemplars and signals of change 

1. Technology & Digital

2. Demographic

3. Societal

4. Environmental

There is an endless variety of disruptive changes on the future of 
organisations. This section sets out to explore four. 
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EUROPE’S INSURERS 
PUT DIGITAL AT HEART 
OF THE BUSINESS
The insurance sector has been slow out of the 
blocks in terms of digital transformation – but this 
is no big surprise.

Europe’s ten largest insurers have an average 
age of 139 years, during which time they have 
accumulated a massively complex tangle of 
business processes and applications. Insurance is 
all about risk management, so the overriding 
approach to digital has been one of caution and 
conservatism.

But will 2016 mark a watershed year for the sector? 
PAC’s own research found that two thirds of 
European insurers expect mobile and online 
channels to increase in importance, and recent 
announcements from some of the industry’s 
biggest players suggest a change in pace in terms 
of digital transformation.

Source: PAC Blog 2016

Technology & digital change 

BBVA has highlighted the role played by 
its digital transformation strategy in 
pushing the bank's earnings potential, 
saying that 19.2% of consumer loans in Spain last year were 
made purely through digital channels, double the number 
sold in the previous year.
Reporting a 10.9% rise in gross income to EUR23.68 billion 
for 2015, the Spanish bank put its digital programme front 
and centre of its full year results.

January 2016 FinExtra

Saxo Bank takes robo-advisor route with 

Blackrock
Saxo Bank has moved into the fast-expanding robo-advisory 
market with a full-scale digital investment platform for retail 
investors in partnership with BlackRock.
SaxoSelect, built with iShares ETFs by BlackRock, is a fully 
digital and automated portfolio management service that 
enables clients to invest in pre-selected strategies in a real-
time, fully transparent way.

February 2016 FinExtra
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Bain and Co. “Digital-Physical Mashups” Harvard Business Review September 
2014

The relative impact of 
digital and physical 
innovations by industry 
through to 2020.

INSURANCE
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Digital Natives - the next generation of 
workers & customers
• They live publically on line
• They share knowledge
• They are timely not time managed
• They believe in interactions not transactions

Implications

• Ability and desire to use any technologies, 
applications and platforms for most functions incl. 
learning.

• Inclined towards self management.
• Don’t readily recognise boundaries.
• Immediacy and transparency of information.
• Conflict with non native culture.
• Provision of instant hassle free on-line services.
• Shorter time span of expectation.
• Not looking for lifetime careers.
• Not living to just earn a salary.

“Native speakers" of the 
digital language of 
computers, videos, video 
games, social media and 
other sites on the internet. 
People who were "born 
digital"
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Mobile - delivering the digital future
• More mobiles than people on the planet. Half the population has a subscription.
• Fastest growing area of adopting mobiles is Asia/Pac
• China has more users on mobiles than on PC’s
• Smart phones have more computing power than Apollo 11

Implications

• Becoming the essential marketing, 
communication and distribution channel.

• Requires high degrees of “mobile literacy”.
• Fast development of applications to create 

value and advantage.
• Facilitates business direct (without 

intermediaries).
• Mobile enabled market entry – greater 

competition.
• Rapid new product innovation, development 

and testing.
• Develop a strong customer centric culture.
• Changes the business model.
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Internet of things – connecting through devices
• 5 billion connected devices in 2015, predicted 50 billion in 2020
• By 2026 every single person and every single thing will be connected to the hypernet … the successor to the 

world wide web 
• Growth for wearable devices was 223% in 2015
• By 2020, 250 million vehicles will be connected to the Internet, giving us new possibilities for in-vehicle 

services and automated driving. 
• The market for Radio Frequency Identification (RFID) tags will double in 5 years.

Implications

• Capacity and skill to build 
partnerships, collaborate and 
share information

• Ability to manage, interrogate 
and translate huge amounts of 
data.

• Greater product development 
possibilities

• Disruption to organisational 
models becoming more open 
and flexible.

• Reduced risk premiums
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Big data and predictive analytics 
• We produce more data in 2 days than the last 200 

years. 
• Google process on average 40k search queries per 

second
• The number of Bits of information digitally stored 

exceeds the stars in the universe
• Big data has been used to predict crime before it 

happens by “predictive policing”
• Retailers can increase profit by more than 60% using 

data analytics

Smartphones will soon be able to predict 
a consumer’s next move, their next 
purchase or interpret actions based on 
what it knows, according to Gartner, Inc. 
This insight will be performed based on 
an individual’s data gathered using 
cognizant computing — the next step in 
personal cloud computing.

Nov 2013

Implications

• Intelligence driven strategy not product driven. 
• Customer intimacy and lifestyle management 

possible.
• Ability to mass customise
• High value on analytical skills
• Business value in the data and relationship not the 

assets
• Collaboration and partnering essential
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Business value - owning the data 
and relationship not physical assets

Creates no 
content

Owns no cars 

Owns no rooms

Keeps no stock

Owns no servers

Owns no 
factories

Owns no cables

Owns no 
cameras
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Artificial intelligence, smart robotics, 
intelligent agents
• The automation of activities we associate with 

human thinking such as decision making, problem 
solving and learning.

• *The law of accelerating returns means in the year 
2045 progress is so rapid it outstrips humans' ability 
to comprehend it. 

• *IT capacity grows exponentially. By 2029 the human 
brain will be reverse engineered

Impact of automation on developing countries 
puts up to 85% of jobs at risk in the coming 
decades.
27 Jan 2016 Ref: Citi and the Oxford Martin School

Implications

• AI/IA replace many human functions at work 
redefining skills sets, leadership, organisational 
structures and business models.

• Human activity increasingly focused on 
relationships, creativity and innovation.

• Fewer people employed initially in operations and 
admin.

*ref Ray Kurzweil: The Coming Singularity – bigthink.com
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Demographic change 

Aging population*
• Life expectancy globally and in Asia is growing***
• People aged 80 years or older will have almost 

quadrupled between 2000 and 2050 to 395 million.
• The number of older people who are no longer 

able to look after themselves in developing 
countries is forecast to quadruple by 2050. 

• Obesity has increased throughout Asia, with no sign 
of slowing. Childhood obesity has reached epidemic 
levels.**

*W.H.O. Aging & life course Sept 2014
** The Lancet  Nov 2006
*** Statista Portal

Disruptive technology in the medical 
profession provides a much cheaper and 
more comfortable way of providing care. It 
is possible to print out in 3D today from 
equipment and casts to biomaterials and 
drugs. Drones are being tested in Holland to 
deliver faster self diagnosis care support.

Implications
• Greater specialist product innovation to suit dramatically 

changing lifestyles.
• Collaborative solution models with partners.
• Increased pressure on life insurance, pension and 

financial models to deliver more cost effective 
healthcare and retirement funds.
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Population shifts
• Global growth but at different rates by 

region
• The population in Asia and the Pacific is 

growing at less than 1 per cent per annum*
• Accelerated urban transition focusing on a 

limited number of mega-urban regions. The 
rise of mega cities

*UN ESCAP Nov 2013

Implications

• Rapidly shifting client profile.
• Changes in premium growth and risk 

profiles.
• Rethinking of distribution strategy.
• Connected cities demand connected 

organisations.
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Societal change 

Online crowd funding and crowd sourcing*
• A funding platform facilitating monetary exchange 

between funders and fundraisers. 
• Basic models: donation-based, reward-based, lending-

based, and equity-based.
• Technology provides new investment possibilities, more 

efficient management techniques, and better marketing 
opportunities.

• Crowdfunding provides new possibilities for distributing 
and democratizing the traditional selection processes.

*Crowdfunding culture, Journal of Mobile media 2016

Implications

• The way innovation projects are funded 
internally/externally.

• The way customers purchase high value, expensive 
insurance cover – crowd-insurance?

Blocking Mosquitoes
The brainchild of the University 
of California, this innovative 
and nontoxic patch keeps 
mosquitoes at bay for up to 48 
hours. Since exceeding their 
funding goal seven times over, 
Kite - in partnership with 
Pilgrim Africa – is now working 
to distribute the magical patch 
to Uganda. 

Ref: GOODNET
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Virtual working
• Experts project that within a few years, more than 1.3 bn people will 

work virtually. Ref HBR Jan/Feb 2013
• Remote teams log more hours and are more engaged – G Ciotti

2013
• 56% of senior leaders of Fortune 500 companies believe virtual 

work will increase. Ref Dr Ira S Wolfe
• Remote workers are 11-20% more productive when performing 

creative tasks and 6-10% less productive when tasks are repetitive. 
Ref Keith Baird Dec 2013

• Fortunes global 1000 companies are revamping their space 
because employees are already mobile. Studies show they are not 
at their desk 50-60% of the time

Implications

• A new frame of control and trust within team leadership. 
• Total flexibility in working conditions, contracts and rewards.
• Need for a 24x7 multi platform communication infrastructure
• Less real estate required.
• More democratic, decision making processes.
• Flexible approach to working, less fulltime employees.

RED HAT SOFTWARE
a highly distributed, highly 
effective company. In 
addition to its corporate 
hub in Raleigh, NC and 
development center in 
Westford, MA, it employs 
many highly-talented 
virtual employees.
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Women in work 
• Across all sectors companies with the most women on their boards 

consistently outperform those with no female representation – by 41% ROE 
and by 56% in terms of operating results - McKinsey

• Companies with greater numbers of women leaders fared better in periods of 
economic volatility - Thomson Reuters 

• Worldwide, women on average earn two-thirds of what men earn. 
• In countries such as Australia, Thailand and the US, over 30% of all businesses 

are now owned or operated by women.
• Women make up the majority of the world’s part-time workers – between 

60% and 90% ref: international labour organisation

Implications

• The breaking down of historical biases and 
networks

• Greater employment flexibility
• Diversity of talent strategies
• Equality in all aspects of life and work
• Total transparency in role allocation
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Environmental 
change 

Climate change 
• Melting of polar ice caps, change in rainfall 

patterns, increase in number of hurricanes 
and storms.

• The average global temperature could 
increase between 1.4 and 6 degrees in the 
21st century. 

• Over 600k deaths pa occur (and growing) 
worldwide due to climate change. 95% of 
these occur in developing countries.*

*Ref: conserve energy future

Implications
• Covering increased risk profile, 

physical and liability.
• Greater emphasis on analytical and 

predictive tools.
• More outward looking management, 

more collaboration and new product 
opportunities such as solar energy.

Our approach will promote resilience to climate 
change and a transition to a lower carbon economy. 
This will be done through international collaboration, 
research, dialogue and supervision. There are also 
climate change-related opportunities for insurance 
firms. These include new sources of premium 
growth, such as renewable energy project insurance, 
supporting resilience to climate change through risk 
awareness and risk transfer, investments in ‘green 
bonds’ and providing financial sector leadership on 
climate change. 

Ref: BoE/PRA Sept 2015
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Implications for organisations 
around the world

One can start to see the ramifications for all organisations based on the exemplars and 
signals shared in this paper relative to the technological, demographic, social and 
environmental changes in the world today. 

The implications for organisations are significant given the susceptibility of their 
business model to digital disruption. However, there is no predestined or predefined 
“solution” waiting to be discovered. It is up to the leadership to decide what type of 
organisation they wish to be, how they work, what type of skills they value and how 
they choose to respond (or not) to the changes taking place.

Based on the evidence presented the following slides highlight our on perspective on:

• Organisational DNA – what type of organisation will thrive in this changing world 
and what is the nature of how they work?

• Leadership and Talent – what will be the nature of leadership and what type of 
skills will be valued?
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More fluid agile structures – move from hierarchies and rigid 
roles to self organising teams involving internal and external 
partners. Highly networked and outward facing. Commitment is 
increasingly voluntary.

Democratisation and transparency - greater access to 
information and a greater flow of information between functions 
and stakeholders.

Highly innovative – more time and resources to focus on 
innovation as technology takes the load of administration and 
delivery. Its easy to try new things.

Technologically fluent – open platforms and greater use of digital 
and  intelligent agents to deliver operationally e.g. sales, claims, 
accounts, general administration, HR administration, risk 
assessment, policy processing. 

Organisational DNA 

Copyright © 2016 Accelerance 24



Organisational 
DNA

Speed of change - The ability to change any aspect of the business model super fast 
will become a table stake.

Fewer people with different skill sets – focused more on
relationship management, partner and network relationships, innovation and 
prototyping, digital technology and analytics, people development and product 
development.

Investments in ideas – resources follow ideas through crowdfunding techniques not 
just business cases

Purpose & strategy – increasingly driven more by a compelling purpose to attract 
the  most creative and able. Greater emphasis on agility - with short term course 
corrections - than developing 5/10 year plans.

Inspiring, flexible and engaging – business value will be created through people and 
delivered through technology. 
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Total availability – customers can access and transact with the organisation anytime, 
anywhere and anyhow on any Platform 365 x 24 x 7

Completely customer intimate – data and analytics will 
enable behavioural patterns and lifestyle to be. A knowledge not product based 
organisation.

Diverse – still valuing specialist insurance experience but actively engaging people  
(internal and external) who challenge and think differently to support the innovations 
and change efforts.

Decision making – increasingly more people have a voice and decisions become peer 
based and not just top down based on title authority.

Flexibility in work contracts and reward systems to stimulate engagement and suit 
diverse lifestyles. Less and less full time employees.

Organisational 
DNA
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Leadership and talent 

The nature and profile of leadership
and management 

• Authority based on value added not job title.
• Facilitative and not directive with a more self directed, virtual and part-time 

workforce.
• Technologically literate to work effectively, appreciate the language and possibilities.
• Boundary spanner, networker and connector.
• Question asker and constantly curious. Actively seeks different perspectives.
• Team and community builder. Enabler and roadblock buster for their team.
• Extremely comfortable with delegation and control based on respect and trust. 
• Understands decisions on complex issues become more democratic.
• Highly self aware and emotionally mature/secure. 
• Appreciates change and uncertainty are to be worked with not against.
• Seeks and supports the rapid testing and prototyping of ideas.
• General knowledge and experience of whole insurance value chain.
• Deep appreciation of the drivers and shapers of human behaviour.
• Consummate communicator and gets the bigger picture.
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The shape of organisations and established structures 

• Highly automated, perhaps outsourced, administrative, delivery and operational 
capability supported by intelligent agents. Functions which will initially be 
transformed by technology include: sales, marketing, HR admin, accounts and 
finance, operational administration, claims processing.

• Fewer in terms of people with less physical assets.
• Hierarchical command and control structures (too rigid and cumbersome) will be 

replaced by more fluid highly skilled interdisciplinary teams who are focused on 
development work, transformation, innovation, new propositions etc.

• Less full time employees with the development of a highly adaptive eco-system 
model of relationships, partners and collaborators.

• Operational disciplines enhanced by artificial intelligence rather than diminished. 
Human error significantly reduced.

• Total availability 24x7x365

Leadership and talent 
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The type of talent required, how its engaged and developed.

• Smaller group of full time senior employees but increasing proportion 
of part-time. 

General talent will be....
• Technologically highly literate and diverse.
• Self managing.
• Motivated by peer recognition and the challenge.
• Not looking for lifetime employment, more and more will have a portfolio or project based 

set of assignments.
• Welcome personal development opportunities but perhaps less f2f programmatic, instead 

delivered on-line in bite sized chunks.
• Needing a compelling reason to work for your organisation. 

The way decisions are made

• Collaborative, more democratic decision making processes on 
complex team tasks.

• Increasingly data and analytics driven.

Leadership and talent 
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The way people collaborate
• Increasing disregard for status, function or protocol, its about the task, the challenge and the 

team.
• Use of all kinds of platforms, anywhere, anytime. The delineation between work, home and 

leisure becomes increasingly blurred.

The impact of virtual working
• Leaderships mindset and ability to “let go”, trust and facilitate not command and control.
• Changes to the business (structure and agility), operational (intelligent agents) and financial 

model (less people more part-time)
• Increase in digitally enabled development programmes
• Increase in the importance of the intrinsic power of shared purpose and “a cause worth 

serving”

The source of business value
• Driven through agility, innovation, connectivity, collaboration and data analytics. Developing 

global networks and ecosystems way beyond traditional organisational boundaries.

Leadership and talent 
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Final reflections

“The greatest danger 
in times of turbulence 
is not the turbulence, it 
is to act with 
yesterday’s logic”
Peter Drucker

“The illiterate of the 
21st Century will not be 
those who cannot read 
and write, but those 
who cannot learn, 
unlearn, and relearn”

Alvin Toffler (American 

writer and futurist)

“No one solution will in itself 
be enough… there is no silver 
bullet.  We must reflect on 
who we are, who we want to 
become, and change many 
things NOW…. “

Anton Musgrave (Senior Partner 

in FutureWorld International)
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