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OF THE FUTURE
As g loba l tre nds c ontinue  to  re sha pe  

our world a nd the  wa y we  do busine ss, 

“top ta le nt” in the  insura nc e  industry will 

c ha ng e  in de finition while  be c oming  

e ve r more  importa nt to  c ompa ny suc c e ss. 



The  insura nc e  wo rkfo rc e  o f the  future  will b e  

sha p e d  b y ke y g lo b a l tre nd s tha t ha ve  b e e n 

e vo lving  fo r ye a rs. Co mp a nie s tha t wish to  re ma in 

o n the  c utting  e d g e  will ne e d  to  tra nsfo rm ra p id ly 

to  me e t c ha ng ing  c o nsume r d e ma nd s.

In the  mid st o f a n e ve r-e vo lving  wo rld , ind ustry 

le a d e rs a re  hunting  fo r stra te g ie s to  he lp  the m 

thrive  a nd  re ma in c o mp e titive  d e sp ite  the  

c o nsta nt b a rra g e  o f unkno wn va ria b le s. 

CO VID-19 ha s a lre a d y fo rc e d  a  ma ssive  shift in 

c o nsume r d e ma nd s fo r c o ve ra g e , a nd  the  Bla c k 

Live s Ma tte r mo ve me nt ha s re -invig o ra te d  the  

urg e nc y a ro und  d ive rsity, e q uity, a nd  justic e  in 

the  wo rkp la c e . As the  fire s in the  Ame ric a n 

Pa c ific  No rthwe st ra g e , millio ns o f p e o p le  a re  

thinking  a b o ut the ir ho me , a uto , life , a nd  we a the r 

d isa ste r insura nc e  c o ve ra g e  in a  ne w lig ht.

The  lo ng -te rm imp a c ts o f the se  va ria b le s o n 

re c ruiting  a nd  re ta ining  ta le nt ha ve  ye t to  b e  

se e n, b ut to p  ind ustry le a d e rs a g re e : the re  is a  

wa r fo r ta le nt in the  insura nc e  ind ustry, a nd  skille d  

e mp lo ye e s, while  vita l to  a  c o mp a ny’ s suc c e ss, 

a re  g e tting  ha rd e r a nd  ha rd e r to  find  a nd  ke e p . 

Ad a p ting  to  the se  unkno wns me a ns hiring  a  

wo rkfo rc e  tha t is no t o nly hig hly-skille d  b ut a lso  

hig hly a d a p ta b le  a nd  e a g e r to  le a rn. 

No  lo ng e r will it b e  e no ug h to  p rio ritize

re c ruiting —the  g a me  ha s e vo lve d  suc h tha t 

hiring  is no w a  lo ng -te rm stra te g y. Whe n 

e mp lo ye e  turno ve r me a ns mo re  time  sp e nt o n 

re -hiring , re -tra ining , a nd  re -inve sting  in ne w 

ta le nt, ho w c a n insure rs c o nvinc e  sta r ta le nt 

to  sta y?  

O nly ind ustry le a d e rs who  c a n influe nc e  ra p id  

c ha ng e  in the ir o rg a niza tio n will b e  a b le  to

sup p o rt the  ne e d s o f the ir b usine ss, a nd  o nly 

ind ustry le a d e rs who  c a n a ttra c t a nd  re ta in a  

In a  ra p id ly c ha ng ing  wo rld , a d he re nc e  to  the  

tra d itio na l wa y o f d o ing  b usine ss c a n se rio usly 

thre a te n a n o rg a niza tio n’ s he a lth.

It is inc o ntro ve rtib le  tha t the  d ig ita l a g e  will 

c o ntinue  to  d isrup t tra d itio na l p ro c e sse s a nd  

o p e ra tio ns so  lo ng  a s te c hno lo g y c o ntinue s to  

e vo lve . Artific ia l inte llig e nc e  is stre a mlining  

ine ffic ie nt p ro c e sse s a nd  re d uc ing  huma n e rro r, 

a nd  b ig  d a ta  will d rive  c o mp a ny d e c isio n ma king  

fro m the  hig he st to  the  lo we st le ve ls o f o p e ra tio n. 

The  no n-sto p  tra nsfo rma tio n influe nc e d  b y the  

d ig ita l a g e  will a lso  ha ve  a  lo ng -la sting  e ffe c t o n 

c usto me r-re p re se nta tive  re la tio nship s a nd  

inte ra c tio ns. Mo re  tha n 80 p e rc e nt o f insura nc e  

le a d e rs b e lie ve  d ig ita l d isrup tio n will tra nsfo rm 

mo re  tha n just the  wa y the y inte ra c t with

the ir c usto me rs.

While  the  d ig ita l a g e  ha s e limina te d  ine ffic ie nc ie s 

a nd  huma n e rro r in ma ny a sp e c ts o f the  

wo rkp la c e , the  c re a tio n o f the  inte rne t ha s a lso  

fo me nte d  the  ne e d  fo r a  d ig ita lly skille d  

wo rkfo rc e . Emp lo ye rs will ne e d  to  re ta in the  ta le nt 

o f tho se  who  und e rsta nd  d ig ita l func tio ns, b ut 

the y will a lso  ne e d  to  re ta in e mp lo ye e s who  ha ve  

the  a b ility to  ra p id ly a d a p t to  te c hno lo g ic a l 

inno va tio ns a nd  the  willing ne ss to  le a rn ne w skills. 

The  Dig ita l Ag e

Re c ruiting  Top Ta le nt for the  Insura nc e  

Workforc e  of Tomorrow
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ta le nte d  wo rkfo rc e  will thrive . The  b e lo w tre nd s 

illumina te  just a  fra c tio n o f the  c ha lle ng e s tha t 

hiring  d e p a rtme nts will fa c e  in the  c o ming  ye a rs 

in ma inta ining  a  skille d  a nd  d e d ic a te d  wo rkfo rc e .



Cha ng ing  Insura nc e  Ne e ds De sire  for De ve lopme nt

Custo me r ne e d s a nd  c o nc e rns c a n c ha ng e  

ra p id ly witho ut wa rning . The  CO VID-19 p a nd e mic  

fo rc e d  millio ns o f p e o p le  to  re a sse ss the ir me d ic a l 

a nd  life  insura nc e  c o ve ra g e  in a  ma tte r o f we e ks. 

As se ve re  we a the r e ve nts a nd  o the r c lima te  

c ha ng e -re la te d  d isa ste rs b e c o me  mo re  se ve re , 

millio ns mo re  will b e  thinking  a b o ut ho w the ir 

ho me  a nd  the ir fa mily a re  p ro te c te d  fro m 

p hysic a l a nd  p ro p e rty d a ma g e s.

Und e rsta nd ing  the  slo w shifts o f c usto me r ne e d s 

o ve r time , a s we ll a s the  a b ility to  q uic kly re sp o nd  

to  ra p id  a nd  g lo b a l tra uma tic  e ve nts suc h a s 

CO VID-19, will b e  imp e ra tive  to  a  b usine ss’ s 

suc c e ss. Insura nc e  le a d e rs sho uld  lo o k to  

lo ng -te rm p a nd e mic  imp a c ts, the  o utlo o k o f 

c lima te  c ha ng e , a nd  p o litic a l tre nd s to  

und e rsta nd  ho w to  b e st sup p o rt c lie nts in 

the  future .

The se  c ha ng ing  c o nsume r ne e d s will he a vily 

influe nc e  ho w sa le s a nd  fro nt-line  re sp o nd e rs d o  

b usine ss. The  stre ss c a use d  b y the  e ve nts liste d  

a b o ve  will inc re a se  the  ne e d  fo r huma n 

inte ra c tio n with a  p a tie nt a nd  und e rsta nd ing  

insura nc e  re p re se nta tive . Mo re  fa c e -to -fa c e  

c o mmunic a tio n a nd  c o nsta nt c o nta c t will me a n 

find ing  ta le nt tha t no t o nly und e rsta nd s 

te c hno lo g y b ut a lso  inte ra c ts with c lie nts in a  

g e nuine  a nd  c o mp a ssio na te  wa y.

Co mp a nie s will a lso  ne e d  to  p ro vid e  c o nsta nt 

a nd  d ive rsifie d  o p p o rtunitie s fo r le a rning  a nd  

p ro fe ssio na l d e ve lo p me nt. Yo ung  p e o p le  a re  

twic e  a s like ly to  switc h jo b s in the ir first d e c a d e  in 

the  wo rkfo rc e  a s the ir G e n-X c o unte rp a rts. 

Emp lo ye rs c a n e xp e c t mille nnia ls to  switc h jo b s 

a b o ut fo ur time s b y the  time  the y’ re  32. While  

d a ta  o n G e n-Z re ma ins to  b e  c o lle c te d  a nd  

a na lyze d , e mp lo ye rs c a n e xp e c t to  se e  a  simila r 

tre nd  a s the y e nte r the  wo rkfo rc e .

As CO VID-19 will c ha ng e  the  p hysic a l o ffic e  

wo rkp la c e  no w, a nd  p o te ntia lly lo ng -te rm, the  

fre e  sna c k b a r is no  lo ng e r e no ug h to  re ta in the  

truly ta le nte d . Yo ung  ta le nt ne e d  a  se nse  o f 

p urp o se , fle xib le  wo rk o p tio ns, a nd  a  wo rksp a c e  

tha t fo ste rs c re a tivity inste a d  o f c la ustro p ho b ia . 

Pro vid ing  uniq ue  d e ve lo p me nt o p p o rtunitie s

is a  re te ntio n stra te g y tha t c a n p re p a re  yo ur 

wo rkfo rc e  to  mo ve  up  within the  c o mp a ny. 

Be c a use  d ig ita l e vo lutio n is so  imp e ra tive  to  a  

c o mp a ny’ s suc c e ss, e mp lo ye rs sho uld  p rio ritize  

“ up skilling ”  in this sp a c e  to  p re p a re  to d a y’ s 

e mp lo ye e s to  se a mle ssly tra nsitio n to  the  ne xt 

d ig ita l tre nd , whe the r tha t’ s virtua l re a lity o r ne w 

c o lla b o ra tive  so ftwa re . 
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Outsourc e  for Outc ome s

In the  wa r fo r ta le nt, while  e ve ry b usine ss is in 

c o mp e titio n to  re c ruit the  b rig hte st a nd  mo st 

c a p a b le  e mp lo ye e s, the re  is a n a lte rna tive  

so lutio n to  ma king  inte rna l inve stme nts in ta le nt. 

Fo r hiring  d e p a rtme nts tha t c a n’ t sup p o rt the  

we ig ht o f a  susta ine d , lo ng -te rm re c ruitme nt a nd  

re te ntio n stra te g y, o utso urc ing  yo ur insura nc e  

wo rkfo rc e  c a n e nsure  tha t yo u’ re  wo rking  with 

ta le nte d  p e o p le  witho ut the  p re ssure  o r c o st o f 

hiring  a nd  re ta ining .

The re  a re  we ll re sp e c te d  third -p a rty se rvic e  

p ro vid e rs in the  insura nc e  ind ustry tha t ha ve  

d o ne  the  he a vy lifting  in te rms o f hiring , tra ining  

a nd  up skilling . By o utso urc ing , a nd  e ve n white -

la b e ling , the se  no n-g ro wth se rvic e s, suc h a s 

c la ims ha nd ling , to  we ll-tra ine d , ta le nte d  

p ro fe ssio na ls, insure rs c a n fo c us the ir 

re c ruitme nt, tra ining  a nd  re te ntio n e ffo rts o n 

ta le nt tha t is inte g ra l to  the  g ro wth a nd  

e xp a nsio n o f the ir b usine ss. 

In Conc lusion, Think Culture :

Ne w ta le nt, whe the r in-ho use  o r o utso urc e d , 

ultima te ly re fle c ts the  b ra nd  o f the  te a m a nd  the  

o rg a niza tio n. In time s o f c risis, c usto me rs will turn 

to  the  b ra nd s a nd  p e o p le  the y trust mo st. 

The re fo re , it is imp o rta nt to  ta ke  the  time  to  hire  

o r so urc e  the  rig ht ta le nt tha t a lig ns to  b o th 

o rg a niza tio n a nd  c usto me r va lue s. By ta king  the  

time  to  hire  fo r the  rig ht c ultura l fit, a  b usine ss is 

muc h mo re  like ly to  a ttra c t a nd  ke e p  no t o nly to p  

ta le nt, b ut the  rig ht ta le nt, tha t will stic k a ro und  

no w, a nd  in the  future . 
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