As global trends c ontinue to neshapL
ourword and the way we do busine ss;

“top talent” in the insuranc e ind ustry
change in definition while becoming
evermore important to company success.



In a rapidly changing word, adherence to the
traditionalway of doing busine ss ¢c an serio usly
threaten an organization’s he alth.

Re cruiting Top Thlent for the Insurance
Workforce of Tomornmow

The insurance workforce ofthe future willbe
shaped by key globaltrendsthathave been
evolving foryears. Companiesthat wish to remain
on the cutting edge wilneed to transform rapidly
to meetchanging consumerdemands.

In the midstofan everevolving woidd, ind ustry
leadersare hunting forstrategies to help them
thrive and remain competitive despite the
constantbamage of unknown varables.
COVID-19 hasaleady forced a massive shift in
consumerdemandsforcoverage, and the Black
Lives Mattermovement hasre-invigorated the
urgency armund diversity, e q uity, and justice in
the workplace. Asthe firesin the American
Pacific Northwestrage, miionsofpeople are
thinking about theirhome, auto, life, and weather
disasterinsurance coverage in a new light.

The long-term impactsofthese varableson
recruiting and retaining talent have yetto be
seen, buttop industry leadersagree: there isa
warfortalent in the msurance industry, and skille d
employees, while vitalto a company’s suc c e ss,
are getting harderand harderto find and keep.
Adapting to these unknowns means hiring a
workforce thatisnot only highly-skilled but also
highly adaptable and eagerto leam.

No longerwillitbe enough to prio ritize

re c ruiting—the game hasevolved such that
hiring isnow a long-term strategy. When
employee tumovermeansmore time spenton
re -hiring , re -training, and re-inve sting in new
talent, how can insurers convinc e startalent
to stay?

Only industry leaders who can influence rapid
change in theirorganization willbe able to
supportthe needsoftheirbusiness, and only
industry leaders who can attractand retain a

talented workforce will thrive. The below trends
ifluminate just a fraction ofthe challengesthat
hiring departments willface in the coming years

in maintaining a skiled and dedicated workforce.

The Digital Age

kisincontrovertible thatthe digitalage wil
continue to disrupt traditionalprocessesand
operationsso long astechnology continues to
evolve. Attific ial inte llige nc e is stre amlining

e fficient processes and reducing human emnor,
and big data wildrive company decision making
from the highest to the lowestlevelsofoperation.
The non-stop transformation influenced by the
digitalage willalso have a long-lasting effecton
customerre pre se ntative relationships and

interac tions. More than 80 percent ofinsurance
leadersbelieve digital disrup tion will tra nsfo rm
more than just the way they interact with

theirc ustomers.

While the digitalage haseliminated inefficiencies
and human emorin many aspectsofthe
workplace, the creation ofthe intemethasalso
fomented the need fora digitally skilled
workforce. Employers wilneed to retain the talent
ofthose who understand digital func tions, but
they willalso need to retain employees who have
the ability to rapidly adaptto technological
innovations and the willingnessto leam new skills.
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Changing Insurance Needs

Customerneedsand concemscan change
rapidly without waming. The COVID-19 pandemic
forced millonsofpeople to reassesstheirmedical
and life insurance coverage in a matterofweeks.
Assevere weathereventsand otherclimate
change-related disastersbecome more severe,
milions more wilbe thinking about how their
home and theirfamily are protected from
physicaland property damages.

Understanding the slow shiftsof customerneeds
overtime, aswellasthe ability to quickly re spond
to rapid and globaltraumatic eventssuch as
COVID-19, wilbe imperative to a business’s
success. hsurance leaders should look to
long-term pandemic impacts, the outlookof
clmate change, and politicaltrends to
understand how to best supportclientsin

the future.

These changing consumerneeds will he avily
influence how salesand front-line respondersdo
busine ss. The stresscaused by the events listed
above wilincrease the need forhuman

interac tion with a patient and understanding
mmsurance representative. More face-to-face
communication and constantcontact wil mean
finding talent that not only understands
technology but also interacts with cientsin a

genuine and compassionate way.

Desire forDevelopment

Companieswillalso need to provide constant
and diversified opportunitie s forleaming and
professionaldevelopment. Young people are
twice aslikely to switch jobsin theirfist decade in
the workforce astheir Gen-X counterparts.
Employerscan expectmilennialsto switch jobs
aboutfourtimesby the time they re 32. While
data on Gen-Zremainsto be collected and
analyzed,employerscan expectto see a similar
trend asthey enterthe workforce.

AsCOVID-19 willc hange the physicaloffice
workplace now, and potentially long-te rm, the
free snackbarisno longerenough to retain the
truly talented. Young talentneed a sense of
purpose, flexible workoptions, and a workspace
that fosters creativity instead of claustrophobia.

Providing unique development opportunitie s
isa retention strategy thatcan prepare your
workforce to move up within the company.
Because digitalevolution is so imperative to a
company’ssuccess, employers should prio ritize
“upskilling” in thisspace to prepare today’s
employeesto seamlessly transition to the next
digitaltrend, whetherthat' s vitualre ality ornew
collaborative software.
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Outsource forOutcomes

In the warfortalent, while every busine ss is in
competition to recruit the brighte st and most
capable employees, there isan alte mative
solution to making inte malinve stme nts in talent.
Forhiing departmentsthatcan’t support the
weight ofa sustained, long-term recruitment and
re te ntion strate gy, outso urc ing yourinsurance
workforce can ensure that you're working with
talented people without the pressure orcostof
hiring and retaining.

There are wellrespected third-party service
providersin the msurance industry that have
done the heavy lifting in terms of hiring, training
and upskilling . By outsourcing, and even white -
labeling, these non-growth services, such as
claims handling, to wel-trained, talented
professionals, insurers c an foc us their

re c ruitme nt, training and retention effortson

In Conclusion, Think Culture:

New talent, whetherin-house oroutsourced,
ultimately reflec ts the brand ofthe team and the
organization. In times of crisis, ¢ usto me rs will tum
to the brandsand people they trust mo st.
Therefore, it isimportant to take the time to hire
orsourc e the right talent that alignsto both
organization and customervalues. By taking the
time to hire forthe right c ulturalfit, a busine ss is
much more likely to attractand keep notonly top
talent, but the right talent, that will stic k aro und

now, and in the future.
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talent thatisintegralto the growth and
expansion oftheirbusine ss.
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