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A short survey was undertaken by Insurance-Canada.ca in late June, 2013, asking people to rank 

the characteristics they had previously selected to describe the shape of the industry to others.   
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How Would You Describe the Shape of the Insurance Industry  

Part IV: the Shape of the Insurance Industry 

 

This report provides an overview of the collective responses from the fourth and final survey in 

this series, a set of surveys asking people to indicate how they would describe the industry to an 

industry outsider. (For information about and reports from the initial three surveys, go to the 

bottom of this report.) 

The suggested characteristics from Part I of the survey were sorted, reduced and allocated into 

six categories.  Part II of the survey further reduced the first list to smaller numbers, but many 

remaining characteristics were quite equally ranked. Part III survey, against the higher ranked 

characteristics from Part II, was structured to make the differences more obvious. Part IV pooled 

the top characteristics from each category into one group.  

Those who took this final survey were asked for a final prioritization of the twelve remaining 

characteristics. 

  

The Results 

 
The polls are closed and the votes counted. And the results are … Interestingly the seemingly 

obvious quantitative characteristics were eschewed in favour of the qualitative ones that tend to 

describe how things happen, rather than how many “things” occurred. The top choice reaches 

right out to the insurance consumers and their behaviour. This runs in parallel with current 

interest in customer experience management – how we communicate with the public. 

1. How clients make purchase decision    

2. The value that is seen with the product purchased   

3. The channel clients use to purchase insurance     

4. The service provided for sales and product selection   

5. Premium paid versus claims paid out ($ and %)     

6. Technology: Shift in use of technology 

7. Technology: State of technology relative to other industries 

8. The number of insured people and businesses  

9. The change over time in the number of insurers and brokers  

10. The number of people directly or indirectly employed by the industry  

11. Number of insurance clients 

12. The level of reliance on combined ratio vs. investment income to deliver a 

reasonable return to shareholders       
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The “value” of insurance is of course the essence of the whole industry – its raison d’etre.  

The “channel” used by clients to purchase insurance has a double meaning. First is the obvious 

direct vs. broker channel. The not so frequent interpretation could be the method of contact, all 

of which are used by various brokers and direct writers. These would include online (or digital), 

mail, telephone, and in person.     

And fourth is a focus on the way that insurance people, either directly or through digital 

representation, help those buying insurance through the sales cycle and matching the purchaser’s 

needs with the best product.  

The following chart shows the relative ranking of the twelve final characteristics. 
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Common and Differing Opinions 

 
The preceding section used the composite results of all who participated in the survey. The 

following chart illustrates the choices by three different sub-groups – P&C Brokers and Agents, 

P&C Insurers and those who provide products and services to the first two groups. These three 

sub-groups were similar in numbers and collectively made up the majority of the respondents 

(see respondent demographics below).     
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The top four items were reasonably consistent among the three groups, with a couple of 

exceptions and sequencing differences.   

1. How clients make purchase decision    

2. The value that is seen with the product purchased   

3. The channel clients use to purchase insurance     

4. The service provided for sales and product selection   

Brokers for example, not surprisingly, placed “the channel” as their first choice and then gave a 

slight edge to value over how clients decide. 

1. The channel clients use to purchase insurance     

2. The value that is seen with the product purchased 

3. How clients make purchase decision    

4. The service provided for sales and product selection   

Insurers on the other hand rearranged these four characteristics, with the greatest emphasis on 

how clients decide on their purchase. The value of the products moved to the fourth spot.  

1. How clients make purchase decision    

2. The channel clients use to purchase insurance     

3. The service provided for sales and product selection 

4. The value that is seen with the product purchased     

Those not so mc directly involved in insurance introduced a quantity – number of insureds - in 

their third choice, the only occurrence among these three groups in their top four characteristics. 

1. How clients make purchase decision    

2. The value that is seen with the product purchased  

3. The number of insured people and businesses  

4. The channel clients use to purchase insurance     

5. The service provided for sales and product selection   

Generally brokers ranked the people numbers (clients, insureds and industry workers) much 

lower than did the other two groups, perhaps because of their empathy with insurance customers 

and prospects deriving from an intensive focus on them.. .  

These are interesting results – we hope you find them so as well.   

For those who participated along the way, thanks for your contribution. 
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Demographics of the Respondents 
 

Of the nine industry sectors offered, a slightly smaller percentage of insurers and of brokers and 

agents P&C responded this time while the percentage of services and product suppliers was up 

significantly; the top three were: 

 P&C Brokers and Agents:  32% 

 Insurers P&C:  32% 

 Services and Product Suppliers: 24% 

 The remaining:  12%  

In response to a “size of organization” (compared to their peers in the same segment), the 

distribution across all sizes was quite a lot closer than last time, and a complete change in the 

order: 

 Small organizations: 38% 

 Medium:  35% 

 Large:  27%   

All were from Canada.  

In response to “position at your firm”, more people in the first two levels participated; the 

responses were: 

 Executive / Owner / Principal:  38% 

 Manager:  19% 

 Professional:  35% 

 Other:  8% 
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Initial Surveys & Reports: Describe the Shape of the Insurance Industry  
 

The first survey asked this question: 

If you or someone else were describing the “shape of the insurance industry” in Canada 

to someone else inside or outside the industry, what are some of the different 

characteristics you or the other person might mention? Complete the following sentence: 

“The shape of the insurance industry is described by....” Some possible examples include 

the following: number of insurance companies; number of distributor firms; split of direct 

vs. intermediated business sold; number of insured people and businesses; split of 

premiums or policies that are business (commercial) vs. personal; number of service 

firms which serve primarily the insurance market (auto or home repair, rating services, 

claims outsourcing...); number of people employed in service firms; dollars paid out in 

claims indemnification. 

You can read the report from that initial survey. 

Part II: the Shape of the Insurance Industry 
 

The second survey asked this question: 

Please help us to select the key characteristics of the “shape” of the industry in each of 

six categories.  As the report from the first survey shows, you and your peers provided 

numerous characteristics, which we grouped into six different categories. We would like 

your thoughts on which of these characteristics are more or less important. 

You can read the report from the second survey.   

Part III: the Shape of the Insurance Industry 
 

Party III (the third survey) asked this question: 

While speaking with a friend or acquaintance who has purchased insurance but who 

works in another industry sector, you are asked to describe your industry. How might you 

describe the Canadian insurance industry to your acquaintance?  In prior surveys, your 

insurance peers have developed a list of characteristics, split among six different 

categories.  For each category, please indicate the one characteristic you would be most 

likely to use, as well as a second choice. (You may assume that you know the details of 

each feature.) 

You can read the report from the third survey 

http://www.insurance-canada.ca/social-business/surveys/survey-shape-of-insurance-industry-2012-11.pdf
http://www.insurance-canada.ca/social-business/surveys/survey-shape-of-insurance-industry-p2-2012-11.pdf
http://www.insurance-canada.ca/social-business/surveys/survey-shape-of-insurance-industry-p3-201305.pdf

