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The Capgemini FS Top Trends 2025 span three broad themes

Intelligent
Industry

Enterprise
Management

Transforming customer Leveraging the most modern

solutions to deliver an end-to-end
digital experience that transforms the
value chain - from design to delivery of

Revamping processes, teams,
solutions, and operations to run
enterprises with greater agility and
operational efficiency to optimize the

experience focusing on
omnichannel interactions and the
value of products and services

cost of doing business intelligent products and services
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The Capgemini FS Top Trends in the Insurance sector by sub-domain

P&C Insurance

Customer centricity: Carriers rebuild experiences, journeys, and offers around customers, to maximize
win rates, cross-sell, and up-sell

A fFocus on policies in Force: Personal line leaders prioritize growing policies in force, versus past efforts
to “re-underwrite the book”

Underwriting workbenches: Commercial line insurers invest in cutting-edge, robust underwriting
platforms for a competitive edge

High-speed pricing: Insurers build capabilities for high-speed recalibration of risk models and pricing to
keep up with market changes

Cost take-out: Insurers shift operating models and technology strategies to enable scaled efficiencies

Broker and agent engagement: Carriers drive distribution partner engagement and loyalty through
simple, fast, and easy experiences

Process revolution: Artificial intelligence and Gen Al streamline processes across the value chain

Strengthened security: Insurers invest in security capabilities to protect themselves
from massive breaches

Value from data: Data estate renovations make the right information available where and when needed,
across the value chain

Niche market innovation: Carriers explore unique offers in cyber, pet, parametric, and other small
markets with potential

@ Customer First

Capgemini FS Top Trends 2025

. Enterprise Management

#FinancialServicesTrends2025

Health Insurance

Personalization through partnerships: Collaborations with hospitals, healthcare providers, and
technology companies help insurers develop personalized care plans

Customer centricity: Product development lifecycle management enables custom, configurable, and
accurate benefits administration to differentiate customer experience

Expanded coverage: Alternative care delivery widens to include behavioral, virtual, specialty,
and home health

Risk management: Cloud-based service architecture augments insurers’ risk mitigation
and data-breach protection

Legacy modernization: Rising healthcare costs drive insurers to digitize the core to unlock accessibility,
affordability, and transparency

Benefits advisory capabilities: As digital transactions increase member touchpoints, employers, brokers,
and payers transform into health-benefit advisors

Enhanced security: Integrated and interoperable ecosystems require robust security for highly regulated
health data

Focus on value: Enhanced payer/provider collaboration, and improved provider data management and
analytics help value-based care gain continued traction

Responsible Al and governance: Gen Al pilots pick up, especially in core operations and IT, but the
greatest focus remains on governance and responsible Al

Regulatory compliance: The evolving regulatory landscape continues to drive change and shape insurers’
financial success

[ ] Intelligent Industry
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The Capgemini FS Top Trends in the Insurance sector by sub-domain (2/2)

Life Insurance

Modern experiences: Insurers revamp experiences, journeys, and processes for customers with modern
capabilities to increase engagement, win rates, and retention

Customer centricity: Consolidated view of existing and new customers enables cross-sell
and up-sell strategies

Non-insurance services: Value-added services designed for the silver economy enhance customer lifetime
value and capitalize on global aging demographics

Opening the youth segment: Carriers design new, flexible, life goal-based, and engagement-driven
products for younger consumers to drive the next wave of revenue

Advisory capabilities: Intelligent technologies help agents/brokers assess clients
and personalize recommendations

Simplified onboarding: Insurers leverage a foundation of Al, Gen Al, automated risk assessments, and
third party data for low-touch and personalized onboarding through intelligent underwriting

Legacy modernization: Core system modernizations through cloud for cost savings, speed-to-market
gains, sustainability impacts, and enhanced customer experiences

Retention as a strategy: Insurers seek to retain capital through customer engagement strategies in
response to changing customer behavior and an evolving economic landscape

Fortified security: With third-party integration and data breaches on the rise, insurers fortify security to
protect clients and build trust

Claims as a growth tool: Investments in empathetic and intelligent claims processes enhance the
beneficiary experience and encourage reinvestment with the insurer

@ Customer First
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. Enterprise Management

#FinancialServicesTrends2025

Sustainability

Sustainable product opportunities: Growth in innovative and eco-friendly debt instruments and
insurance products

Sustainability service opportunities: Financial institutions support their end-clients beyond financing to
accelerate their net zero transition and resiliency

ESG risk criteria: Financial institutions increasingly incorporate ESG risk factors into their investment
strategies and risk management processes

Increased regulation: Enhanced regulatory frameworks and reporting reshapes corporate accountability
through rigorous ESG standards by 2025

Industrialized climate risk modeling: Financial institutions are intensifying efforts to assess, manage, and
disclose climate related risks to stakeholders

Greenwashing and greenhushing: Financial Institutions face scrutiny from customers and activists and
possible penalties from regulators, consumers and activists

Decarbonization of portfolios: Stakeholders increasingly prioritize low-carbon investments to reduce
carbon footprints and align with climate goals

Sustainability as corporate DNA: Enterprise-wide sustainability with integration into operations,
products and services and supply chain

Gen Al aiding sustainability: The advent of Gen Al has made financial services look at more innovative
ways of implementing Sustainability

Going beyond carbon emissions: Financial services broaden focus beyond carbon emissions to include
social and biodiversity factors in ESG strategies

[ ] Intelligent Industry
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Health Insurance Top Trends 2025 — Priority Matrix

Personalization through partnerships: Collaborations with hospitals, healthcare
providers, and technology companies help insurers develop personalized care plans

Customer centricity: Product development lifecycle management enables custom,
configurable, and accurate benefits administration to differentiate customer experience

Expanded coverage: Alternative care delivery widens to include behavioral, virtual,
specialty, and home health

Risk management: Cloud-based service architecture augments insurers’ risk mitigation
and data-breach protection

Legacy modernization: Rising healthcare costs drive insurers to digitize the core to
unlock accessibility, affordability, and transparency

Benefits advisory capabilities: As digital transactions increase member touchpoints,
employers, brokers, and payers transform into health-benefit advisors

Enhanced security: Integrated and interoperable ecosystems requires robust security for
highly regulated health data

Focus on value: Enhanced payer/provider collaboration, and improved provider data
management and analytics help value-based care gain continued traction

Responsible Al and governance: Gen Al pilots pick up, especially in core operations and
IT, but the greatest focus remains on governance and responsible Al

Regulatory compliance: The evolving regulatory landscape continues to drive change
and shape insurers’ financial success
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Capgemini’s Priority Matrix outlines our assessment of the impact of 2025 trends on operating environments facing:

= Softening inflation and high interest rates, = Intense competition and increased focus on customer
coupled with stagflation trends centricity due to the impact of new-age players
= Geopolitical instability = Operational cost overruns and high capital lock-in

= Dynamic regulatory activity
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Adoption priority 2025

MEDIUM HIGH SIGNIFICANT

Business impact 2025

@ Customer First @ Enterprise Management @ intelligent Industry

= Adoption priority: The criticality of a 2025 trend to value creation because of its sector importance.

= Business impact: Each trend’s effect on 2025 sector business as it relates to customer experience (CX), operational
excellence, regulatory compliance, or profitability. Circumstances will vary for each firm depending on business
priorities, geographic location, and other factors. For more information, contact us at insurance@capgemini.com.



Trend 1 ‘

Personalization through partnerships o

Collaborations with hospitals, healthcare providers, and technology companies ﬁ
help insurers develop personalized care plans

Customer First

Background

= Rising healthcare costs pose significant financial challenges to health insurers. With projected expenditures
in the US and UK reaching USD 7.6 trillion and USD 516.5 billion, respectively, by 2032, and a 43% increase
in health claims in the US from 2020 to 2023, health insurers must manage premiums and maintain
profitability. Partnership and collaboration offer potential solutions." 2

= Compounding the challenge is growing policyholder demand for insurers to be Familiar with their medical
history to support their coverage configuration. To enhance customer experience, health insurers are
prioritizing personalization.3

= Resourcefulinsurers are making collaboration through partnerships a competitive strategy as they
transform value propositions via hyper-personalized engagement and enhancing customer journeys.*

Impact @

= Strategic partnerships focused on personalized care can give insurers a sustainable competitive advantage
through differentiators such as tailored solutions and enhanced customer experiences.

= Collaboration with hospitals, healthcare providers, and technology companies enables access to specialized
expertise, shared data, and innovative technologies, allowing health insurers to integrate new data, adopt
best practices, and adapt nimbly to emerging trends.

= |t also enables health insurers to scale solutions to efficiently expand service offerings. The end game includes

optimized process automation, improved risk management, reduced medical loss ratios, and streamlined
claims processing.

Source: 1. NHS; 2. NAIC; 3. The US Health Insurers Customer Experience Index Rankings, 2024, Forrester Research, Inc., 17 June 2024;
4. Capgemini World Life and Health Insurance Report 2022; Capgemini Research Institute for Financial Services analysis, 2024
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Personalization through partnerships o

Collaborations with hospitals, healthcare providers, and technology companies ﬁ
help insurers develop personalized care plans
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Figure 1: Perceived benefits of personalization through partnerships

Humana @

Humana US partnered with Google to
invest in cloud and Gen Al
technologies to improve operational
efficiency, clinical insights, and
personalized care to co-develop
solutions.’

Enhanced preventive care
Partnerships enable tailored care and

Optimized risk management
Partnerships open insurers’ access to

proactive health monitoring and
intervention that improve health and
reduce claims.

comprehensive health data to augment
risk identification and enable competitive-
premium offerings.

Benefits

Aditya Birla Health

i Insuran . Lta.
Improved patient engagement Advanced data utilization surance Co. Ltd

Personalized care plans, facilitated by data Collaborative analytics aggregate partner Aditya Birla Health Insurance India
integration and continuous monitoring, data for insurers, enabling a comprehensive partnered with eldercare brand Emoha
meet patients’ specific needs, which boosts patient view and enhanced care precision. to offer advanced eldercare solutions

satisfaction and loyalty.

to its corporate clients and group
Mediclaim policyholders, boosting
personalized services For seniors.?

Source: 1. Humana; 2. Business-Standard; Capgemini Research Institute for Financial Services analysis, 2024

Capgemini FS Top Trends 2025 #FinancialServicesTrends2025 Public © Capgemini 2025. All rights reserved | 8


https://press.humana.com/news/news-details/2024/Humana-and-Google-Expand-Partnership-to-Help-Reduce-Cost-of-Care-and-Improve-Member-Experiences/default.aspx#gsc.tab=0
https://www.business-standard.com/content/press-releases-ani/emoha-partners-with-aditya-birla-health-insurance-to-provide-holistic-eldercare-solutions-124052101032_1.html

re)
w
=
L.
=
v
E
o
e
w
=)
(&)

Trend 2 ‘

Customer centricity o

Product development lifecycle management enables custom, configurable, and ﬁ
accurate benefits administration to differentiate customer experience

Background

= The health insurance industry is experiencing a decline in the average customer experience index score,
dropping from 70.2 in 2021 to 66.6 in 2024 in the US. Not surprisingly, insurers are rethinking CX strategies.’

= The demand for customized health policies is growing — with 80% of policyholders seeking customized health
plans in developing markets like India. This growing preference for customization is mirrored in developed

markets like the US, where health insurers have expanded Medicare Advantage plan options by 84%, from 24
in 2019 to 44 in 2023.23

= Product development lifecycle management helps health insurers stay ahead of changing customer needs. By
incorporating real-time feedback, insurers develop health plans that are more relevant and customized.

Impact @

= Leveraging Product Development Lifecycle Management to design highly tailored health plans can significantly
o boost customer satisfaction by aligning coverage with specific needs, preferences, and budgets.

" = By harnessing real-time analytics and iterative feedback, health insurers can refine health plans based on market
shifts and customer demands.

= Consequently, it drives accurate benefit administration by streamlining workflows, ensuring consistency, and
enabling precise customization; this optimizes resources, reduces errors, and enhances productivity, leading
to lower cost overheads during plan development.

3. Chartis; Capgemini Research Institute for Financial Services analysis, 2024

‘ ‘ Source: 1. The US Health Insurers Customer Experibence Index Rankings, 2024, Forrester Research, Inc., 17 June 2024; 2. Future Generali;
Note: 1. According to Forrester, a 1-point change in the average customer experience index score can mean huge revenue gains or losses for a brand.


https://www.forrester.com/report/the-us-health-insurers-customer-experience-index-rankings-2024/RES181035
https://general.futuregenerali.in/about-us/media-center/94-of-health-insurance-customers-prefer-customisation-to-include-relevant-features-as-per-their-needs-life-tages-fgii-mychoice-survey
https://www.chartis.com/insights/shifting-market-medicare-advantage-shows-continued-growth
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Customer centricity o

Product development lifecycle management enables custom, configurable, and ﬁ
accurate benefits administration to differentiate customer experience

Customer First

Figure 2: A phased approach to Product Development Lifecycle Management
Aetna @

Leverage data analytics to understand policyholder health risks, Aetna US announced its 2024 Medicare

CUSt:mer':.r;Flght medical history, and doctor and hospital visits. Profile patients while plan with adfocus gnrl;neetll-:\g
and proriting adhering to data-privacy requirements. consumer demand throug

customized care—including dental,
vision, and hearing benefits, reducing
prescription costs, and enhancing
Flexible beneFit options tailored to

Apply actuarial models to design and structure health plans that balance

Plan design and customer needs with financial sustainability, offering personalized

customization benefits and coverage limits. individual needs and budgets.!
AXA Health 22
Validation and Conduct in-depth scenario testing to ensure that health plans meet
li testi regulatory requirements and perform reliably under various health and UK-based AXA Global HealthCare
compliance testing financial conditions. adopted an incremental approach to

optimize service delivery, integrating
customer feedback to make
: Roll out customized plans, track performance with real-time analytics, continuous improvements. Their
Launch, monitor, gather Feedback, and make iterative improvements based on satisfaction efforts culminated in the launch of a
and optimize metrics and trends. virtual healthcare payment card,
streamlining claims processing and
enhancing customer satisfaction.?

Source: 1. PR Newswire; 2. Insurtech Insights; Capgemini Research Institute for Financial Services analysis, 2024
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https://www.insurtechinsights.com/axa-global-healthcare-launches-virtual-healthcare-payment-card-to-streamline-claims-processing/

Customer First

Trend 3 ‘

Expanded coverage o

Alternative care delivery widens to include behavioral, virtual, specialty, and home health

Background

= The increasing prevalence of chronic diseases, a looming shortage of 10 million health workers globally by
2030, and longer wait times are stressing the healthcare system and heightening consumer Frustrations.’

= Inresponse to the growing demand for Flexible and accessible care options, providers are rapidly adopting
alternative models such as virtual, home, and specialty care.

= Insurers are adapting to these shifts by expanding their coverage;in 2023, 40% of insurers worldwide added

telehealth services, reflecting a strategic focus on enhancing care coverage and aligning with evolving
consumer expectations.?

Impact @
= Addressing evolving needs and expanding coverage boosts customer loyalty and trust while attracting new

customers seeking more comprehensive and adaptable healthcare options.

= Comprehensive plans justify premium increases and attract a diverse customer base, pooling risk and reducing
the impact of claims on the insurer.

= Leveraging alternative care providers improves patient access to care, enables timely intervention,

streamlines data integration, and enhances overall efficiency, leading to a more cohesive and cost-effective
healthcare ecosystem.

Source: 1. WHO; 2. WTW 2024 Global Medical Trends Survey; Capgemini Research Institute for Financial Services analysis, 2024



https://www.who.int/health-topics/health-workforce#tab=tab_1
https://www.wtwco.com/en-gb/form-thank-you/2023/11/hwc-igs-gbl-gbl-wgc-20231101-2024-global-medical-trends-survey-pg15376a1-03-lp-gated-confirmation?utm_source=marketo&utm_medium=email&utm_content=hwc.igs.gbl.gbl.wgc.20231101.2024-global-medical-trends-survey.pg15376a1&utm_campaign=other-hwc_&utm_term=&mkt_tok=NzQyLUxaWS0yMzEAAAGVVVHQ4PePgGQ1Z0YDPh0gpvSUsaynuQZRPM-yI_B05I-P4u-3GgPbxXbN9Aoc5t_IO3vgbAjtZ70-YDezXFFRGvh1UYocmnafaFJsL5-Cuxc6QiRh

Customer First

Trend 3

Expanded coverage

Alternative care delivery widens to include behavioral, virtual, specialty, and home health

Figure 3: Broadening horizons: New avenues in care

Behavioural

Mental health
services - therapy,
counselling, substance
abuse treatment

Enhances member
satisFaction by providing
access to psychological
and psychiatric care

Virtual

Telemedicine, virtual
consultations, and
remote monitoring

Reduces unnecessary in-
person visits, thereby
lowering costly claims

Specialty

Specialized treatments
and services for chronic,
complex or speciality
treatments, expert care

Capture market share
by attracting members
with complex needs
while managing risk
through specialized
services

Source: 1. PR Newswire; 2. Laotian Times; Capgemini Research Institute for Financial Services analysis, 2024

Capgemini FS Top Trends 2025

Home health

Care at home - nursing,
physical therapy, and
chronic disease
management

Boosts customer
satisFaction and lowers
costs through better
recovery outcomes and
fewer hospital
readmissions

#FinancialServicesTrends2025

Blue Cross Blue Shield @

Blue Cross Blue Shield of Massachusetts
expanded coverage to include a
gender-affirming care program for
LGBTQIA+ membersboosting customer
satisfaction, reinforcing inclusivity, and
broadening its customer base.’

Bupa ¢

Bupa Hong Kong expanded its Bupa Hero
VHIS Plan to cover pre-existing
conditions, 24/7 mental health services,
and traditional Chinese medicine. The
move meets evolving policyholder needs
with comprehensive solutions that enrich
customer loyalty.2
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Trend 4 o ‘

Risk Management

Cloud-based service architecture augments insurers’ risk mitigation and data-breach protection ﬁ

Enterprise
Management

Background

= Among global industries, healthcare experienced the highest data breach costs for the 13thstraight year in
2023, averaging USD 10.93 million per breach — nearly double that of the financial sector. The critical need to
bolster protection of sensitive health data is clear.’

* Cloud-based architecture addresses this need with advanced features to mitigate data breach risks, offering a
more secure environment than traditional on-premises systems.

= Insurers are increasingly interested in cloud, with a 33.42% increase in mentions of cloud-related terms in the
annual reports of the top-12 insurance Firms (worldwide) from 2020 to 2023.2

Impact @

* Cloud platforms unify various data sources such as electronic health records and claims data for real-time
analysis, allowing insurers to swiftly detect and address fraudulent claims and high-cost cases, leading to
more precise assessments and lower loss ratios.

= Cloud-based encryption, access controls, and continuous monitoring safeguard sensitive health
information, reducing breaches and cyberattacks while building customer trust, loyalty, and enhancing the
insurer's reputation.

= Cloud-based architecture enables insurers to scale services rapidly, adapt to regulatory changes, and innovate
efficiently, enhancing their competitive edge and attracting new customers.

Source: 1. World Economic Forum; 2. Capgemini World Cloud Report - Financial Services 2025; Capgemini Research Institute for Financial Services analysis, 2024
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Trend 4

Risk Management

Cloud-based service architecture augments insurers’ risk mitigation and data-breach protection
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Figure 4: Health Data Protection : Cloud solutions versus traditional methods

Patient data
<> encryption

Threat
detection

Scalable
-~ protection

C,J|_‘?;|I Patch
management

7 Regulatory

A% compliance

Cloud

Advanced, end-to-end patient data
encryption and regular updates

Automated real-time threat monitoring
through Al tools and continuous updates
to health data

Scales easily to safeguard expanding
health information

Regular automatic updates address
vulnerabilities and safeguard sensitive
health data

Built-in Features meet industry standards,
including HIPAA, GDPR, etc.

Source: 1. CSO; 2. FSTmedia; Capgemini Research Institute for Financial Services analysis, 2024

On-premises

Limited patient data encryption or
requires manual updates and management

Less sophisticated monitoring of health
data and slower response

Requires significant investment and
resources to handle increasing health data

Manual updates and patch management
to safeguard sensitive health data

May require additional resources to meet
health insurance industry standards

UnitedHealth Group @

American health insurer UnitedHealth
Group faced a significant data breach
in February 2024 through its
subsidiary, Change Healthcare.
Subsequently, UnitedHealth rebuilt
Change Healthcare's technology
infrastructure, leveraging cloud
solutions for improved threat
detection and risk management.’

Nib &

Australian health insurer Nib
migrated 95% of its workloads to
the AWS cloud and closed its Final
seven data centers in Q1 2024. By
embracing microservices and
serverless computing, Nib enhanced
scalability, resilience, and leveraged
cloud's inherent and continually
advancing security features to
strengthen data protection.?



https://www.csoonline.com/article/2098997/change-healthcare-went-without-cyber-insurance-before-debilitating-ransomware-attack.html
https://fst.net.au/financial-services-news/nib-shuts-down-its-last-data-centre/

Trend 5 © ‘

Legacy modernization

Rising healthcare costs drive insurers to digitize the core to unlock accessibility, affordability, and transparency ﬁ

Enterprise
Management

Background

= Approximately 60% of health insurers globally expect the cost of healthcare services to increase over the
next three years, necessitating cost reductions and operational efficiency improvements through
advanced technology.’

* Maintaining outdated legacy systems consumes over 40% of life and health insurers' IT budgets in Europe,
the Middle East & Africa, and Latin America - restricting investment in new technologies.23

= With 65% of customers saying they prefer insurers that offer cutting-edge solutions and
Al-powered tools, modernized core systems with advanced data analytics and Al capabilities have become
essential for competitiveness.*

Impact @

= Modernized core systems help health insurers enhance operational efficiency and reduce long-term
maintenance costs associated with outdated systems, enabling reinvestment in innovation and overall
process improvement.

= Future-ready platforms enable integration with healthcare providers and InsurTechs, improving transparency
through real-time health data access, and increasing accessibility via multiple engagement channels.
Ultimately, operational efficiency increases customer satisfaction and retention.

= Modern platforms offer the scalability to manage increasing volumes of health data and customer
interactions, fostering business growth. Digitalization also helps carriers remain competitive by swiftly
launching affordable products in a rapidly-evolving market.

Source: 1. WTW 2024 Global Medical Trends Survey; 2 Dimensions: Life & Health Insurance IT Pressures & Priorities: EMEA Edition, Celent, 26 February 2024; 3. Dimensions:
Life & Health Insurance IT Pressures & Priorities: LATAM Edition, Celent, 29 August 2024; 4. Healthedge; Capgemini Research Institute for Financial Services analysis, 2024



https://www.wtwco.com/en-gb/form-thank-you/2023/11/hwc-igs-gbl-gbl-wgc-20231101-2024-global-medical-trends-survey-pg15376a1-03-lp-gated-confirmation?utm_source=marketo&utm_medium=email&utm_content=hwc.igs.gbl.gbl.wgc.20231101.2024-global-medical-trends-survey.pg15376a1&utm_campaign=other-hwc_&utm_term=&mkt_tok=NzQyLUxaWS0yMzEAAAGVVVHQ4PePgGQ1Z0YDPh0gpvSUsaynuQZRPM-yI_B05I-P4u-3GgPbxXbN9Aoc5t_IO3vgbAjtZ70-YDezXFFRGvh1UYocmnafaFJsL5-Cuxc6QiRh
https://www.celent.com/insights/586417054
https://www.celent.com/insights/130995716
https://www.celent.com/insights/130995716
https://healthedge.com/resources/surveys/2024-consumer-survey-key-trends-in-healthcare-member-expectations-and-satisfaction

Enterprise
Management

Trend 5

Legacy modernization

Rising healthcare costs drive insurers to digitize the core to unlock accessibility, affordability, and transparency
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Figure 5: Transforming critical processes through modernization

% Underwriting

Policy
administration

Claims
processing

Customer
Service

By modernizing legacy systems, insurers can integrate Al tools to process real-
time health data, enabling accurate risk assessments, streamlined operations,
and Fairer pricing.

Digital core technologies empower payers to create flexible policies that adapt to
real-time health data, tailoring premiums and coverage for greater
affordability.

Modernized, Al-powered cores enable automated health claims processing for
faster, more accurate analysis with transparency ensured throughout the claims
process.

Digital platforms with modern infrastructure enable real-time interactions and
easy access to policy information, offering personalized support and instant
self-service options.

Source: 1. IT1J; 2. Fintech Global; Capgemini Research Institute for Financial Services analysis, 2024
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Group Medical Services

(GMS) ™

Canadian Health Insurer Group Medical
Services (GMS) partnered with
no-code Insurance SaaS platform
CoverGo to develop a modular core
insurance platform focused on
employee benefits. GMS aims to
accelerate digital transformation
and bolster customer experience.’

BHSF o

UK based Birmingham Hospitality
Saturday Fund (BHSF) leveraged an
Insurance software solutions to
transform their legacy mainframe
application to provide greater agility
and speed to market. The partnership
enables hyper-personalization and
improved operational efficiencies
through automation.?

Public © Capgemini 2025. All rights reserved | 16


https://www.itij.com/latest/news/gms-selects-covergo-core-health-insurance-platform
https://fintech.global/2024/02/26/uk-insurer-bhsf-selects-sapiens-to-assist-their-digital-transformation/

Trend 6 ‘

Benefits advisory capabilities

As digital transactions increase member touchpoints, employers, brokers, and payers transform G ﬁ
into health-benefit advisors

Enterprise
Management

Background

= The demand for transparency and targeted education about health coverage is higher than ever, with 68% of
insured Americans experiencing confusion over their benefits and out-of-pocket claim costs.’

= With 50% of HR leaders worldwide saying their organization invests in beneFfits that support physical
and mental health, clear and concise benefit education is critical to ensure employee understanding
and engagement.?

= As digital touchpoints expand, health insurers, employers, and brokers may all assume the role of trusted
advisor, leveraging digital platforms to guide members through complex benefit options and deliver
‘ personalized, data-driven support based on medical history to enhance understanding and use of benefits.

Impact @

= Benefit advisory allows insurers to leverage digital interactions and analytics for deeper insights into member
needs, driving product innovation and adaptation to market demands.

= By guiding members in understanding and using their benefits, insurers promote better health choices and
care management, potentially leading to improved outcomes and reduced healthcare costs.

= Embracing the role of advisor allows insurers, employers, and brokers to add significant value and create a win-
win environment. Insurers build trust and credibility through personalized support, employers enhance
employee satisfFaction with targeted assistance, and brokers strengthen client relationships, facilitating
upselling opportunities.

Source: 1. JP Morgan; 2. Mercer; Capgemini Research Institute for Financial Services analysis, 2024


https://site.instamed.com/Trends_in_Healthcare_Payments_Annual_Report_2023.pdf
https://www.mercer.com/assets/global/en/shared-assets/local/attachments/pdf-2024-global-talent-trends-report-en.pdf
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Benefits advisory capabilities

As digital transactions increase member touchpoints, employers, brokers, and payers transform 6 ﬁ
into health-benefit advisors
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Figure 6: Health benefits advisory: Delivering impact and what it requires MetLife @

US-based MetLife expanded its
connected benefits program that
uses technology to screen claims and
user activity for personalized benefFit
education. This approach boosts

Personalized advisory leads to better health employee engagement, making them
outcomes, enhanced member satisfaction, and 1.3 times more likely to feel loyal,
ultimately to greater customer retention and loyalty and helps retain employers as
------------------------------------------------------------------------------------------------------------- committed clients.’
M Leveraging data can help health insurers better . .
understand member needs and preferences to Vltallty *

Leveraging data
for personalized guidance

provide customized recommendations — -
UK-based Vitality partnered with Kota

to enhance its benefits software,

@ More digital channels create potential for frequent providing companies and employees
@ touchpoints and continuous customer interaction, with tools to manage healthcare
providing access to comprehensive health data plans, access a range of health and

Increasing digital touchpoints

well-being support and obtain
healthcare when needed.?

Source: 1. Yahoo Finance; 2. Tech EU; Capgemini Research Institute for Financial Services analysis, 2024



https://finance.yahoo.com/news/metlife-expands-customer-experience-capability-120000408.html
https://tech.eu/2024/04/18/kota-partners-with-vitality-to-expand-its-benefits-software/
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Background

= |n 2023, global healthcare was the target of 35% of all third-party security compromises across industries. And
of all security breaches, 36% involved third-party vendors, highlighting significant security challenges.’

= Managing third-party vendor risks is a critical healthcare concern, with 60% of US healthcare organizations
reporting that their existing vendor risk management processes are inefficient and ineffective.2

= A global shortage of 4.8 million cybersecurity specialists, coupled with acknowledgement by 74% of
insurance organizations that talent shortage fuels operational strain, calls for strategic action to securely

protect sensitive health data.3 4

Impact @

= Proactive data security strategies help health insurers adhere to HIPAA and GDPR regulations while avoiding
breaches and minimizing legal fees, regulatory penalties, and recovery costs, ultimately boosting
profitability and Financial resilience.

= Strengthened risk management practices allow health insurers to facilitate secure data exchange between
healthcare providers, patients, and third-party vendors, paving the way for a seamlessly integrated,
interoperable health ecosystem and improved care coordination.

= Carriers generate trust and loyalty when policyholders know their sensitive health data is protected,
fostering long-term engagement and promoting a positive reputation for the insurer in terms of data safety

and reliability.

Source: 1. SecurityScorecard report; 2. Health3PT; 3. 1SC2; 4. GIMAR Cyber report; Capgemini Research Institute for Financial Services analysis, 2024
Note: HIPAA refers to ‘Health Insurance Portability and Accountability Act’; GDPR refers to ‘General Data Protection Regulation’

Integrated and interoperable ecosystems requires robust security for highly regulated health data ﬁ


https://securityscorecard.com/wp-content/uploads/2024/02/Global-Third-Party-Cybersecurity-Breaches-Final-1.pdf
https://23868910.fs1.hubspotusercontent-na1.net/hubfs/23868910/Health3PT%20Cyber%20Risk%20Management%20Survey%20Results.pdf
https://www.isc2.org/Insights/2024/09/Employers-Must-Act-Cybersecurity-Workforce-Growth-Stalls-as-Skills-Gaps-Widen
https://www.iaisweb.org/uploads/2023/04/GIMAR-2023-special-topic-edition-on-cyber.pdf
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Figure 7: Building resilience through robust data security measures

Comprehensive Provide cybersecurity and compliance trainings Focused on health data regulations to
LA E T all employees, while recruiting skilled professionals to address growing threats and
SN REIEL SRR evolving health data privacy regulations.

Zero-trust
architecture with
enhanced

user authentication

Adopt a zero-trust model that verifies user identities at every access point,
ensuring strict control over who accesses sensitive health data, reducing the likelihood
of breaches.

Advanced encryption
for data in transit and
at rest

Implement robust encryption protocols to ensure health data remains secure during

Continuous risk Conduct regular risk assessments and security audits across all systems — internal and
assessments and third-party - to identify vulnerabilities in patient data handling and ensure adherence
security audits to regulatory standards like HIPAA, GDPR, etc.

Source: 1. Oscar Health; 2. AIA Group; Capgemini Research Institute for Financial Services analysis, 2024

Oscar Health @

US-based Oscar Health implemented a
cybersecurity strategy in 2023 to
mitigate risks to security systems and
health data. The plan included risk
assessments, third-party testing,
employee training, security controls,
and incident response protocol to
ensure robust threat protection.’

AlA Group

transmission and storage, minimizing risks of unauthorized access across the ecosystem.

Hong Kong based AlA's 2023
cybersecurity strategy prioritized
health data by maintaining ISO
27001 certification and SOC ISAE
3000 compliance. The pan-Asian
insurer upgraded defenses,
enhanced identity access and cloud
security, and invested in
automation and advanced data
protection technologies.2


https://www.sec.gov/Archives/edgar/data/1568651/000156865124000006/oscr-20231231.htm#i508638627e7041a4ab71320972579232_1113
https://www.aia.com/content/dam/group-wise/en/docs/investor-relations/2024/AIA%20Group%202023%20Annual%20Results%20Ann%20(Eng).pdf

Trend 8 © ‘

Focus on value

Enhanced payer/provider collaboration, and improved provider data management and analytics ﬁ
help value-based care gain continued traction

Background

= Value-based care is gaining traction with advanced payment models accounting for 41.3% of all payer
payments in 2022. In the United States, the Centers for Medicare & Medicaid Services (CMS) Innovation center
aim to drive accountable care to all Medicare beneficiaries and to most Medicaid beneficiaries by 2030.:2
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* Fee-based care models that prioritize quantity over service quality can fragment care. Overtreatment and
overdiagnosis often result — issues that +80% of physicians view as major problems, according to a
multinational survey.3

= Addressing these challenges requires a shift to coordinated, patient-centered, outcome-driven care. Enhanced
payer/provider collaboration, including shared risk models and predictive analytics, is essential for
improving data management, care coordination, and patient outcomes.

Impact @

= Focusing on value-based care emphasizes coordinated care, reducing disjointed services and unnecessary
procedures, which lowers costs and enhances insurers' market position while boosting patient satisfaction.

= Collaboration with providers strives for prevention through data-driven insights and proactive care. The
likelihood of costly intervention is reduced, creating more predictable financial outcomes, and efficient risk
management for insurers.

= Value-based practices meet policyholder expectations for accountability, and they build trust through
transparent reporting and clear metrics that demonstrate insurer commitment to high-quality care.

Source: 1. HCPLAN; 2. CMS.org; 3. BMC Primary Care; Capgemini Research Institute for Financial Services analysis, 2024

Note: 1. Value-based care is a healthcare delivery model where providers are compensated based on the quality and outcomes of care they deliver, rather than the volume
of services provided.; Advanced Payment Models (APMs) include bundled payments, capitation, shared savings, and pay-for-performance systems encouraging value-based
care by incentivizing quality, efficiency, and patient outcomes.



https://hcp-lan.org/workproducts/apm-methodology-2023.pdf
https://www.cms.gov/priorities/innovation/strategic-direction-whitepaper
https://bmcprimcare.biomedcentral.com/articles/10.1186/s12875-024-02382-9
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Focus on value

Enhanced payer/provider collaboration, and improved provider data management and analytics ﬁ
help value-based care gain continued traction
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Figure 8: Essential metrics for success in value-based care Wellcare @

US-based Wellcare, Centene’s
Medicare brand, has teamed up with

@ tech firm Pearl Health to advance
Care coordination value-based care. The partnership
Review post-discharge care gives Wellcare primary care providers
access to data insights, financial
seamless care coordination, tools, and practice enablement
lowering costs by reducing care technology to boost quality and
gaps and readmissions. clinical outcomes.’

Humana @

US health insurer Humana expanded its

Clinical outcomes Patient Satisfaction 000
Measure care effectiveness Collect patient feedback

Collaboration with providers Leveraging patient feedback,
enhances outcomes through shared insurers can work with providers to
data and goals, preventing close care gaps, improve adherence,
complications and hospitalizations, and reduce unnecessary treatments,
which leads to reduced costs. boosting loyalty and lowering costs.

Provider data management ensures

C} . (Q partnership with kidney-care specialist
Cost efficiency Prg\\::lll:e;tzzl;:l;?cli';ac;ceﬁ_ Strive to enhance renal care through
Track overall spending ‘ N _ data-driven insights, high-touch care,
Joint analytics with providers ngvn?g:;nsgbiféaigizzvs':irj' and pre\'lentlon. The move supports
effectively address cost drivers by > > prac . Humana's value-based care model
resource optimization, while and led to a +30% decrease in

identifying inefficiencies and
high-cost areas.

shared data management drives
continuous improvement.

inpatient admissions in 2022,
preventing 214,000 admissions.2?3

Source: 1. PR newswire; 2. Businesswire; 3. Humana; Capgemini Research Institute for Financial Services analysis, 2024
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https://www.prnewswire.com/news-releases/pearl-health-and-wellcare-announce-partnership-to-advance-value-based-care-access-in-primary-care-302086002.html
https://www.businesswire.com/news/home/20240305671765/en/Humana-and-Strive-Health-Announce-Expansion-of-Holistic-Patient-Centered-Care-for-People-with-Kidney-Disease
https://docushare-web.apps.external.pioneer.humana.com/Marketing/docushare-app?file=5413213
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Responsible Al and governance o
Gen Al pilots pick up, especially in core operations and IT, but the greatest focus remains on ﬁ
governance and responsible Al
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Background

= Asignificant 85% of global healthcare leaders are already investing or plan to invest in Gen Al within the
next 3 years, recognizing its transformative potential. However, 87% are apprehensive about Al’s risks and its

potential to widen disparities in health outcomes.!
= Inresponse, health insurers are increasingly aligning with broader industry initiatives such as the Coalition for

Health Al to advance responsible Al, focusing on the development of ethical frameworks and the safe
integration of Al to promote transparency and protect trust and safety.2

* Collaborative efforts among governments, industry, academia, and requlators in developed nations are driving
the integration of Al, with the FDA in the US and the NHS Al Lab in the UK leading initiatives to uphold
stringent patient safety and data privacy standards.3#

Impact @

= Responsible Al governance in health insurance enhances compliance by embedding ethical guidelines and
regulatory standards into Al-driven processes, minimizing legal risks and protecting insurers' reputations.

= Implementing Al governance frameworks enhances underwriting fairness and claims accuracy by reducing
biases and detecting anomalies. This leads to more equitable pricing, improved risk management, and better
financial predictability for health insurers.

= Asteadfast commitment to responsible Al elevates consumer trust in health insurance by ensuring
transparent practices and safeguarding data, which fosters stronger customer relationships and deepens

customer confidence.

Source: 1. Philips Future Health Index 2024; 2. CHAl.org; 3. GreenbergTraurig; 4. NHS; Capgemini Research Institute for Financial Services analysis, 2024



https://www.philips.com/c-dam/corporate/newscenter/global/future-health-index/report-pages/experience-transformation/2024/first-draft/philips-future-health-index-2024-report-better-care-for-more-people-global.pdf
https://chai.org/coalition-for-health-ai-chai-announces-founding-partners/
https://www.gtlaw.com/en/insights/2024/4/us-fda-to-develop-regulatory-scheme-for-ai-in-medical-products-foster-international-cooperation
https://transform.england.nhs.uk/ai-lab/
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Gen Al pilots pick up, especially in core operations and IT, but the greatest focus remains on
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Figure 9: How to mitigate potential risks associated with Al

 Establish ethical guidelines Implement strict ethical guidelines for Al-driven health data use to ensure
\Y  For health data use regulatory compliance.

2~ Ensure diverse and Use data that reflect a wide range of demographics and scenarios across

° representative data Al-driven models to ensure fair and accurate decisions.

Enhance transparency in Al-driven underwriting, premium calculations, and
claim decisions to ensure fair and clear policyholder communication.

Lﬁl Clarify Al-driven decisions

Enhance Al system Strengthen cybersecurity for Al systems to protect against breaches that
—— cybersecurity could compromise sensitive health information and model integrity.

Offer continuous Al education Provide ongoing training on Al to mitigate risks like data bias and privacy

in health plan design breaches, ensuring responsible health plan design and management.

Source: 1. Fiercehealthcare; 2. Itnews; Capgemini Research Institute for Financial Services analysis, 2024
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Elevance Health @

US-based Elevance Health uses Gen Al
built on a responsible Al framework.
The health insurer prioritizes privacy,
security, accountability,
transparency, and health equity to
mitigate biases and fortify patient
trust through ethical and explainable
Al practices.’

Australian Unity @

Australian Unity was in production in
Q3 2024 with seven Al use cases,
including one that scans for
sensitive data, such as health data,
across its environment to ensure
regulatory compliance and
demonstrate secure Al practices.?
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https://www.fiercehealthcare.com/payers/elevance-health-wants-use-ai-simplify-and-personalize-healthcare-heres-how-insurance-giant
https://www.itnews.com.au/news/australian-unity-gets-seven-of-78-ai-uses-into-production-610315

Trend 10
Regulatory compliance @

The evolving regulatory landscape continues to drive change and shape insurers’ financial success
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Background Impact @

= Given the staggering amount of healthcare Fraud - costing US = Short-term compliance costs are a worthwhile investment for health

consumers USD 105 billion and UK's National Health Service (NHS)
USD 1.5 billion — and 74% of US adults saying they are concerned
about unexpected medical bills, implementing robust compliance and
regulatory frameworks is crucial.’.23

Increasing requlatory pressures and penalties compound concerns. In the
United States in 2024, complaints to the Centers for Medicare &
Medicaid Services (CMS) rose 41% (to 16,073 ) regarding No Surprises
Act violations. In Europe in 2024, General Data Protection Regulation
(GDPR) Fines rose 78% across industries totaling USD 5.49 billion.
Non-compliance impacts health insurers through severe financial
repercussions.*?

As regulatory scrutiny intensifies along with rising compliance
costs, more health insurers recognize compliance as central to
operations; this is driving significant investments by firms in
infrastructure, processes, and governance.

Source: 1. Forbes; 2. GOV.UK; 3. KFF; 4. CMS; 5. GDPR Tracker; Capgemini Research Institute for Financial Services analysis, 2024
Note: No Surprises Act violation occurs when insurers or providers fail to prevent unexpected out-of-network charges, resulting in surprise patient bills; GDPR - General Data Protection Regulation

insurers, resulting in long-term regulatory adherence that outweighs
the expenses by strategically positioning them as leaders who adapt to
regulatory changes and are better equipped to navigate evolving
market demands.

Proactive alignment with evolving regulations requires health insurers
to leverage technology for real-time compliance monitoring and
invest in compliance training, resulting in timely compliance, penalty
avoidance, and minimal litigation costs.

Enhanced compliance can boost an insurer’s reputation and build
customer trust, leading to improved customer retention through
personalized offerings and more efficient resource utilization, ultimately
driving operational efficiency.


https://www.forbes.com/advisor/insurance/fraud-statistics/
https://www.gov.uk/government/publications/dhsc-counter-fraud-strategy-2023-to-2026/dhsc-counter-fraud-strategy-2023-to-2026
https://www.kff.org/affordable-care-act/poll-finding/kff-health-tracking-poll-february-2024-voters-on-two-key-health-care-issues-affordability-and-aca/
https://www.cms.gov/marketplace/private-health-insurance/consumer-protections-enforcement
https://www.enforcementtracker.com/?insights
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Figure 10: Health insurers can transform mandatory compliance costs into business efficiency drivers

Monitor the evolving
regulatory landscapes

Stay vigilant about changes

in CMS, FCA, PRA, ACA,
HIPAA, and state-level
insurance regulations.

Conduct rigorous audits
and compliance
assessments

Adhere to regulatory
requirements by reviewing
health insurance claims,
privacy practices, and legal
obligations.

Specialize
compliance training

Educate teams about fraud
prevention, data privacy,
and industry-specific
mandates.

Harness cutting-edge
technology for
compliance efficiency

Adopt Al to streamline
claims processing, ensure
regulatory reporting
accuracy, and protect
personal health
information.

UnitedHealthcare @

US’s 2020 No Surprises Act and 2022
Transparency in Coverage rule aim to
reduce unexpected medical bills
and improve price transparency.
UnitedHealthcare’s Surest® plan
enables members to compare care and
costs before visiting a provider and
saves out-of-pocket costs by 54%,
saving $400 in annual claims cost
per member while improving
customer experience.’

National Insurance Co.

India-based National Insurance Co.
complied with IRDAI's mandate to
cover consumables and private
nursing services while also raising
premiums by 5-9%. Expanded
coverage reduces out-of-pocket
costs and improves claims processes,

. . . . o . . to boost policyholder protection.?
Source: 1. UHC; 2. Timesofindia; Capgemini Research Institute for Financial Services analysis, 2024

Note: CMS: Centers for Medicare & Medicaid Services, FCA: Financial Conduct Authority , PRA: Prudential Regulation Authority , ACA: Affordable Care Act , HIPAA: Health Insurance
Portability and Accountability Act, IRDAI: Insurance Regulatory and Development Authority of India

Capgemini FS Top Trends 2025 #FinancialServicesTrends2025 Public © Capgemini 2025. All rights reserved | 26


https://www.uhc.com/agents-brokers/employer-sponsored-plans/news-strategies/pulling-back-the-curtain-on-price-transparency
https://timesofindia.indiatimes.com/city/kolkata/health-insurance-policies-to-include-consumables-and-private-nurses/articleshow/111847322.cms

Partner with Capgemini

Al-Assisted Legacy Migration
Migrate legacy with Al-first tools and frameworks:

Leveraging Al-first tools and Gen Al can modernize legacy
health insurance systems, extracting processing logic and
rules for efficient cloud migration. This cost-effective
approach enhances timelines and quality, enabling insurers
to digitize the core, streamline operations and effectively
address rising healthcare costs. By unlocking accessibility,
affordability, and transparency, Capgemini redesign
service processes and optimize workforce capabilities,
ensuring a seamless transition to a modern, customer-
centric health insurance ecosystem.

Intelligent Customer Operations
Next generation contact center:

Surveys have been showing persistent dissatisfaction of
health insurance customers with contact centers due to long
wait times, issue resolution difficulties, lack of
personalization, and poor communication across channels.
Capgemini is the ideal partner to address these issues with a
unified communication platform, advanced analytics,
automation, Al, wearable integration, health apps, and
telehealth services, ensuring strong security and compliance
while providing personalized and empathetic service.

Intelligent Finance and Accounting Operations
Intelligent F&A operations:

In today’s evolving health industry landscape, Capgemini
Intelligent Finance and Accounting Operations offer
transformative solutions by combining advanced
technology with best-in-class operating models. Our
services enable health insurers to build an efficient,
adaptable, and scalable finance function across critical
areas such as premium collection, claims payment, financial
reporting, and budgeting and forecasting. With enhanced
insights and business collaboration we help drive cost
efficiencies, ensuring compliance and transparency to
support sustainable growth.

Intelligent HR Operations

Intelligent HR operations for exceptional
people experience:

In the fast-paced health insurance landscape, HR Excellence
for People Experience redefines how insurers attract,
engage, and retain skilled professionals. By integrating
advanced HR technologies and data-driven insights, our
approach enhances employee satisfaction, improving overall
organizational performance. We streamline HR processes to
fit the unique needs of health insurance professionals,
personalize their experiences, and develop a culture aligned
to the insurer's goals. With our expertise, health insurers
can increase employee engagement, reduce turnover, and
build a resilient, high-performing team.
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Ask the experts

Insurance Business Unit Leader

Shane Cassidy is the head of
Capgemini’s Global Insurance
Business Unit. Shane has been at
the forefront of digital disruption
and innovation for two decades,
identifying and developing
solutions to address the market
evolution.

Co-lead of Insurance Practice,
Capgemini Invent

Lotfi Baccouche is co-leading
Capgemini Invent insurance
practice globally. He advises major
insurance firms on business
strategy and operating models. He
supports insurance firms in
improving their operational
efficiencies and risk profiles by
developing and implementing
technologically enabled solutions.
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Global Industry Leader for
Insurance

Adam Denninger leads Capgemini’s
global strategy, offers, and go-to-
market for the insurance industry.
Adam has spent 20+ years creating
business and technology strategies
and solutions to transform the
operating capabilities of leading
insurers.

Global Insurance Offer Lead,

II' Capgemini Business Services

! Aneta Szporak has extensive

experience in the insurance
industry, especially in operations,
customer service, organizational
management, and product
development. She leads the
insurance offer for Capgemini’s
Business Services Global
Business Line.

#FinancialServicesTrends2025

Managing Director of Financial
Services, Capgemini Invent

Nathan Summers is the Managing
Director of Financial Services at
Capgemini Invent. He has more
than 25 years of consulting
leadership experience and works
with senior client leaders on group
strategy and strategic
transformation initiatives.

Global Head of Capgemini Research
Institute for Financial Services

= Elias Ghanem leads Capgemini's

global portfolio of financial services
thought leadership. He oversees a
team of strategy consultants and
sector analysts who deliver market
insights to help clients build future-
proofing strategies. He has more
than 25 years of financial services
experience, focusing on win-win
collaboration between incumbents
and startups.

Global Portfolio Leader for
Insurance

Kiran Boosam leads Capgemini’s
Global Insurance Portfolio. A career
P&C and life insurance expert, Kiran
assesses the industry dynamics,
forecasts Insurance CXOs’
strategies, shapes fitting innovative
portfolios, and enables key
accounts to leverage the power of
the Capgemini Group, external
ecosystems, and emerging
technologies.

Head of Insurance and Deputy Head
of Capgemini Research Institute for
Financial Services

Luca Russignan is an insurance
expert with more than 15 years of
experience with industry-leading
consultancies and insurers. At
Capgemini, he enables CxO
conversations in the insurance
sector through data-driven thought
leadership to shape insurance
business strategy.
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