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Let’s Get Digital…Digital… 
The whole world seems to have gone on-line and we depend 

greatly on the convenience of technology to make our hectic 
lives easier. While technology can’t totally replace the need for 

human interaction and face-to-face contact, companies need to 
evolve to include digital options. 

There are those who refuse to evolve with technology and call it 
the ruin of personal contact for business. If you are not 

completely comfortable with technology, you can implement 
small changes that afford your customers time-saving 

techniques.  

For instance, several large insurance companies have developed 
mobile applications where customers can access their insurance 

information any time on their Smart phone. They have access to 
billing, coverage, and some can even submit a claim completely 

from the comfort of their own phone. 

For example, GEICO provides a free application called GEICO 

Glove Box and you can see below several options that are 
available: 

 

It can be very scary to be in an accident 

and this app also offers tips for what to do 
when you are involved in one.  

As an insurance carrier, this app is helpful 
because claims can be addressed quickly 

and this creates less stress for your 

customers.  

A GEICO policy can be purchased 

completely on-line, however there are still 
offices where customers can physically 

speak with someone about their policy. 
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Going Digital All The Way 
 

Some companies are completely on-line and do not harbor carriers or agencies to sell 
their insurance. These companies claim they can offer lower rates with the same great 

coverage because they don’t pay overhead. Some examples of completely digital 
insurance companies are: Esurance, 21st Century Auto Insurance, and SafeAuto. 

Esurance builds its advertising campaign on giving the power to the customer. They 
are free to compare coverages and cost and they can purchase their policy and print 

their ID cards completely on-line instantly. 

 
For some customers, they are not ready to take the plunge of bypassing human 

interaction for such an important purchase. The recent generation of Millennials 
(young adults born after 1999) have been born into this technological world and as 

they start driving will expect these services to be offered. My personal opinion is to 
create a harmony between one-on-one contact as well as the advancement of 

technology within your company. This covers all of your customers’ needs no matter 
what their opinion is regarding the advancement of technology. 

 
 

Let’s Talk More about the Benefits of Going Digital 
 

Within the last 15 years, technology has greatly impacted businesses, and the 
insurance industry is no exception. The benefits for your company include a growing 

book of business, access to telematics to define your customers and their individual 

needs, real-time feedback on customer experience, and faster claim processing…to 
name a few.  

 
We can now observe the habits of drivers through the use of mechanisms like “Plug 

Snapshot by Progressive which offers incentives for people who follow the rules of the 
road. 

This device can curb bad habits because 
people start associating safe driving 

with saving money. 
 

If a driver is exhibiting unsafe 
behaviors, the device will beep as a 

reminder. 
 

This device is also beneficial to your 

company because it assess’ risk and 
patterns for potential loss.  
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These are large-scale companies that offer their own coverages, so for the smaller 

carriers these devices might not be an option. So what are some other ways smaller 
insurance companies can benefit from integrating technology? 



In my initial whitepaper I stressed the importance of companies utilizing social media 

to connect with their customers. This is a cost-effective method of marketing, but it 
needs to be maintained constantly to produce a positive outcome. Bill Gates said it 

best in his quote regarding customer service; “Your most unhappy customers are your 
greatest source of learning”. You can learn a great deal about your company by 

correcting the flaws or idiosyncrasies a customer experiences in any situation. By 
addressing the customer, listening to their concerns, and taking action to correct the 

problem for them and for future customers you are creating a positive persona for 
your company and ultimately happier customers. 

 
Another method is to offer coverages to customers that cater to technology and the 

insurance issues that might arise. Some of these include offering software protection, 
cyber-security, identity theft protection, and covering both domestic and international 

exposures and risks. Companies can invest time in learning about how these 
coverages are applied by attending seminars, which are often held by insurance 

companies themselves and in some instances outside marketing firms. One source of 

learning about cyber-security is from edX.org: 
https://www.edx.org/course/economics-cybersecurity-delftx-econsec101x. This site 

features many courses available on-line and employees can pick and choose what 
they want to learn from experts on the subject.  

 
Failure is a Common Concern 

Going digital can be a large investment and the fear of failure can sink a company, 
especially a mom-and-pop insurance agent. Most agents agree that technology can 

aide their company and customers, but they are fearful it won’t work to their benefit. 
They might be afraid that negative information will be attributed to them on social 

media or their customer-base won’t like the changes.  
 

The best advice I can give is to make a plan for going digital and take small steps. 
Implementing technology into your business does not have to be a “Go BIG or Go 

HOME” philosophy. Start out by creating a social media campaign and build your 

network. Inform your customers to connect with you and maintain contact with them. 
You will notice that with practice your network will grow and customers will be happy 

you have embraced technology. They can now connect with you and voice their 
concerns and commendations.  

 
Please visit the links below for more information on going digital: 

 
Property Casualty 360-10 Factors Reshaping the Insurance Industry 

http://www.propertycasualty360.com/2015/03/26/here-are-the-10-factors-that-are-
reshaping-the-ins?t=tech-management&page=11&page_all=1 

 
Property Casualty 360-6 Steps to Going Digital Successfully for Insurance Carriers 

http://www.propertycasualty360.com/2015/03/18/6-steps-to-going-digital-
successfully-for-insuranc?page=4&page_all=1 

 

Harvard Business Review-Insurance Companies’ Untapped Digital Opportunity 
https://hbr.org/2014/03/insurance-companies-untapped-digital-opportunity/ 

https://www.edx.org/course/economics-cybersecurity-delftx-econsec101x
http://www.propertycasualty360.com/2015/03/26/here-are-the-10-factors-that-are-reshaping-the-ins?t=tech-management&page=11&page_all=1
http://www.propertycasualty360.com/2015/03/26/here-are-the-10-factors-that-are-reshaping-the-ins?t=tech-management&page=11&page_all=1
http://www.propertycasualty360.com/2015/03/18/6-steps-to-going-digital-successfully-for-insuranc?page=4&page_all=1
http://www.propertycasualty360.com/2015/03/18/6-steps-to-going-digital-successfully-for-insuranc?page=4&page_all=1
https://hbr.org/2014/03/insurance-companies-untapped-digital-opportunity/


Follow David Edelman on Twitter @McK_MktgSales, Partner Digital Marketing Strategy 

 
McKinsey & Company-Strategic principles for competing in the digital age 

http://www.mckinsey.com/insights/strategy/strategic_principles_for_competing_in_th
e_digital_age 

 
 
*Please note*the opinions on this blog do not necessarily reflect the companies I have mentioned above. For more information on 
what these services can offer, please contact them directly. 
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