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Digital innovation can be hard. Digital innovation for insurers can be even 

harder. The insurance industry faces additional challenges compared to 

other industries, like big, often outdated back - end systems with a lot of 

very specific features. 

It is also faced with a lot of legislation. But the consumers expectations 

have non- the less evolved and the insurance industry is working hard to 

meet consumer demands. This ƒamong other things ƒleads to more client 

satisfaction, more effective processes and lower overall costs of the 

services provided. 

We have years of experience accelerating this digital innovation for both 

insurer start - ups and established insurance companies. From our vast 

experience, we have collected some of the best tips for innovating an 

existing proposition or starting a completely new insurance proposition or 

brand. 
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tip 1: 
repurpose as much 
as you can, reuse 
valuable elements
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The structure and modules of Onlia had to be developed in such a way 

that they now can be easily deployed in multiple countries, for 

different insurance products. This approach aims at synergy in terms 

of innovation and product development and ensures a positive 

contribution towards and efficiently managed cross - border platform. 

Many modules, both functional and non - functional, are developed or 

configured once but can be used by any Achmea label or operating 

company. The clever platform setup enables the business (marketers) 

to independently and quickly implement changes and optimizations.

Onliaƒmodularity and 
reusability



tip 2: 
incorporate self -
service in the business 
case to open up the 
possibilities of a viable 
case and broaden the 
return on investment
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Another important advantage was the introduction of extensive self-

service options. IAK customers can now access the website to adjust 

their insurance, report a claim or submit a claim at the moment they 

choose. 

It does not matter whether they use a PC, laptop, tablet or smartphone. 

Furthermore, its hassle free to switch between online and offline, for 

when a customer wants to talk with an advisor. This means that the 

advisor has great insight about the customer, resulting in greatly 

improved efficiency because the customer and customer service use 

the same system. 

Lastly, because the advisor can track its customer, the advisor can 

respond faster to changing customer behavior and questions 

requests/demands.

IAK ƒBroad business 
case



tip 3: 
select your preferred 
channel and develop a 
dedicated effective 
solution for that channel, 
honoring the right context 
and build from there 
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The responsive website was designed using the Ɣmobile-firstƕ 

approach. This sharpens decisions regarding what is or isnƕt displayed 

on the screen. It not only takes into account the limited space on a 

mobile device but also, the differences of when and where mobile 

devices are used compared to traditional desktops. For example, 

downloading a form on a smartphone can result in problems.

At Europeesche , the user only has to insert an email address to 

receive a form in his or her inbox. Translating this approach for all 

devices ensures the strategy is consistent.

Europeesche ƒmobile 
first
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Because of the new platform, Meeuӡscan now quickly respond to new 

customer expectations and market developments. For future phases, 

Meeuӡshad the option available expand its platform with online tools 

such as financial planning, financial simulations, and customer self-

service. This new base platform has led to more direct interaction with 

customers which allows Meeuӡsto take the lead in online customer 

service, innovation, and growth.

Meeùs ƒplan for a 
scalable solution


