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Global and African Overview — Total Market

» 2023, global insurance market - $6.5 trillion

» African Insurance Market — $ 80 Billion (1.23% of global)
» Kenyan Insurance Market - $ 2 Billion

» South Africa - $ 40 Billion (50% of Africa)

Conclusion: Africa Represents small portion (1.23%) of the global
Insurance market, indicating significant potential for expansion

(NB. Africa GDP is 2.7% of global GDP)
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Global Overview — Life Insurance 2023

» Global life insurance market - $3.5 trillion.
» African life market - $30 billion (0.8% of Global)
» Kenyan Life Insurance Market - $800 million

> Global non-life insurance market - $3 trillion.
» African Non-life market - $50 billion. (1.6% of global)
» Kenyan Non-Life - $1.2 billion

» Huge Growth Potential in Life Insurance lagging behind General Insurance.




Figitre 1
Emerging regions experience the most pronounced gaps ininsurance coverage

2023 protection gap, by region

Global average

Middle East a97%

Africa 96%

Asia 92%

Europe 75%

Oceania

United States 32%

Source: Steve Bowen, Brian Kerschner, and Jin Zheng Ng, "Matural catastrophe and climate report: 2023," Gallagher Re, January 2024,
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Deloitte. | deloitte.com/us/en/insights/research-centers/center-for-financial-services.htmil




The only constant 1s change...

First Industrial Second Industrial Third Industrial Fourth Industrial
Revolution Revolution Revolution Revolution
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Steam and water The advent of Electronics, Data exchange,
power mechanise f electricity and computers and Al and cyber-

production the assembly the internet physical systems
in textile line ushers in automate give humans new

manufacturing, the era of mass production in a ways to interact
agriculture, the production. digital revolution. with machines.
iron industry and

mining.



The only

Cold war

VUCA
Since 1980s

The world gets
unpredictable

Volatility
Uncertainty
Complexity
Ambiguity
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constant 1s change...

Climate change, Brexit,
COVID

BANI
Since 2020

Risks grow and
materialize

Brittle
Anxious
Nonlinear

Incomprehensible

Changing world order,
war

SHIVA

. Since 2022
Collapse of the old and
the birth of a new world

Split

Horrible
Inconceivable
Vicious

Arising

Philip Guzenuk, “Happinessin Action”
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INSURANCE INDUSTRY DISRUPTORS

New Customers + New World =

«ah, Digital Transformation

Changing Customer
am Expectations

== Regulatory Pressures
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~PRESENT  VS.

The Rise of
_ Insurtech

4\ The Future of Work

new/metrics

New Expectations

R°

The Emergence of
Ecosystems

Embracing New
FUTURE Technologies

The Power of Data
& Analytics
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Five trends affecting the future of insurance |y e

An increasingly Climate risk
digital and and a focus on
Al-driven world sustainability



5 Priorities
emerge
from the 5
trends

Embrace customer-centric
ecosystems to
create new value

Go on the offensive
with digital

Insurer
of the

A
future o,
Q. 0
Embed ESG in your

organisation’s core
Win the race

for talent

Put a premium
on execution
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Digital disruption

The change that occurs when new digital technologies and business models
affect the value proposition of existing goods and services.



Disruptive Technology Defined

» Harvard Business School Professor Clayton M.
Christensen coined the term in 1997.

» A term that characterizes groundbreaking technological

advancements or innovations capable of significantly altering
traditional business models.

» In the insurance industry, disruptive technology introduces
novel approaches, products, or services, challenging
established norms and redefining the competitive landscape.
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Digital Disruption 1s here....

5 USE CASES OF DIGITAL DISRUPTION dDigital Adoption
IN THE P&C INDUSTRY

(D

Automation & Al Omnichannel Telematics Blockchain & Smart | D'Qita‘ Ado‘Pﬂo“
Reducing Claim Customer Experience Technology Contracts Facilitate Platforms (DAPs)

Processing Tools Improving Enables A More Transparent | Improving Insurance
Time & Cost Policyholder Personalization P&C Insurance 1 Agents Praductivity,

Communication At Scale Industry \ Motivation &
~ Performance




Application of Disruptive Tech | iitbith
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Claims

Pricing*

Distribution

Marketing 09%

Product Development | 16%

0% 5% 10% 15% 20% 25% 30% 35% 40%

*Includes Underwriting & On-boarding
Source: McKinsey Panorama
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Customer experience

Positive customer experiences correlate directly with enhanced
loyalty, retention and business growth.
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CUSTOMER EXPERIENCE IN THE INSURANCE INDUSTRY

1. () 2. 3%@ 3. C 4, 5.8-1|

Personalization Omnichannel Speed & Transparency Customer
Experience Convenience Feedback
new/metrics
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Example to consider.....

Tom submits first notice of
loss (FINOL) and pictures:
receives guidance

Tom's accident
triggers an alert to his carrier

He gets a text to '
make sure he's OK

A = Police, tow truck,

P Tom's agent and claims and rental car company
i adjuster are notified respond to alert

Aoccident data gsoes
to legal team

- Tom is happy and
< tells all his friends
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Changing customer expectations

Today’s insurance
customers demand
more than just
protection; they
seek slick and
efficient
operations, that
are personalized
and tailored to
their exact needs.

Fintech news

Clootrack.com
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Changing customer expectations L
Need to address challenges......

Common Challenges of Insurance Companies in Providing
Good Customer Experience

Complexity Communication

Claims
processing Personalization

e W
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Ways to provide the best insurance sy M
customer experience

01

Simplify the
Experience

W i

03

Be Where Your
Customers Are

N

Personalize
the Experience

04 /05\

Efficiency and
Transparency in
Claims

Invest in Your
Employee
Experience

N
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EMBED ESG in Business

Growing emphasis on Environmental, Social and Governance Issues
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UNEP PSI — Principles for Sustainable oo
Insurance

The 4 sustainable insurance principles

Principle 4: &
We will demonstrate

Principle 3:

We will work together with

governments, regulators and _accountablll_ty anfl transparency

other key stakeholders io : e S in regularly Q|sclosmg publlcly our

propose widespread action across £ _ (i:vovem:le?]ts, : : 4 porgiress in implementing the

society on environmental, social ' regulators & other key ) Principles.
g ! stakeholders

and governance issues.

i

Clients &
business
partners

Princiole 1 l Own business Principle 2:
rinciple 1: trateai ; )
: sl We will work together with our

clients and business partners to
raise awareness of environmental,
social and governance issues,
manage risk and develop solufions.

We will embed in our decision-
making environmental, social and
governance issues relevant to our
insurance business




THE NAIROBI m" Strathmore
DECLARATION ON
SUSTAINABLE

INSURANCE

About the Declaration

The Declaration was formally launched at the UNEP PSI's 4th Africa
summit hosted by ICEA LION Group as a founding signhatory in
Nairobi in April 2021. Together with 11 other institutions, signatories
to the Declaration sought to bring together senior leaders to
accelerate solutions to major sustainability challenges — ranging
from climate change and ecosystem degradation to poverty and
social inequality -
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Talent, Execution and Culture

People and their work Environment
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TALENT AND EXECUTION (PWC 2022 survey)

55% of respondents cited talent
acquisition and retention challenges as
biggest risks that will negatively impact
their 2022 goals.
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“Culture’” eats
strategy for
breakfast.”

Peter Drucker




CHANGE MANAGEMENT IS NECESSARY in this disrupted world.

Technology WI|| not change peoples habits by itself ... someone has to lead the change

Who wants changej)
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UNIERSTAN D EMPLOYEE
p5 ENGAGEMENT
W }
 Foundation for
successftul Business



EMPLOYEE
ENGAGEMENT- SOME

DEFINITIONS

» An emotional and intellectual dedication
to the organization;

» The effort that workers put in above
and beyond the requirements (Kay,
2022).

» A positive, fulfilling, work-related state of
mind characterized by vigor, dedication
and absorption (Schaufeli, et al., 2002).
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Employee Engagement for successful strategy

» Managers account for 70% of employee
engagement

» When organizations increase the number of
engaged employees, they improve various
organizational outcomes, including profit, staff
retention rates and customer service

» |n best-practice organizations, 25% of managers

and 30% non-managers are NOT engaged

GALLUP - STATE OF THE GLOBAL WORKPLACE (THE VOICE OF THE WORLD’S EMPLOYEES)
2024 REPORT
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Important Emphasis in a small market

Customer-Centric Approach- Gen z

Digital Transformation

Agile/ Responsive Operations

Enhanced Data Analytics

Talent, Skills, Gen z and leadership Transformation

Partnerships and aggregation

v VvV YV Y Y VYV V

Reaching the underserved (seek breakthrough through
innovation)

> Effective motivated agency force.
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For Businesses to
succeed, leadership,
culture and
engagement matters!

The differentiator in a
very small market with
high potential, in a
disrupted world!
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Thank you

Comments, Observations, Questions.

Contact: Caesarmwangi@strathmore.edu
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