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KPMG is pleased to publish the first edition of the Benelux Insurance 
Systems Survey, the primary purpose of which is to give insights into the 
IT changes that are presently underway in the insurance industry. Many 
insights result from a survey, which we conducted with many insurers in 
the Benelux region. We take a close look at the various aspects of the IT 
department, offering explanations and contextualization where possible. 

At the present time, more than before, rapidly changing market conditions 
and regulations force insurers to monitor and adapt their IT systems 
and strategies to stay ahead of the competition and to align themselves 
with the new requirements. We hope that this report provides you 
with valuable insights for your IT and business decisions. 

Thank you for your interest in the survey and please contact your local KPMG 
office in case you would like more detailed feedback concerning the survey. 

We wish you pleasant reading.

Foreword
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Preamble01
This analysis is the first edition of the Benelux Insurance Systems Survey,  
which allows us to focus in greater detail on sectorspecific trends and challenges 
on an international level. 

The conclusions of this report are based on data gathered via online questionnaires 
which were sent to the majority of insurers in Belgium, the Netherlands and 
Luxembourg. KPMG guarantees the confidentiality of the respondents’ answers.

We would like to warmly thank all the participants who took the time to answer 
our survey. Their commitment allows us to present you with these results 
and to provide you with valuable insights on the Benelux insurance market 
which should give you food for thought regarding your own decisions.

Pieter Herremans
KPMG Advisory
Belgium 

Lode Verbruggen
KPMG Advisory
Belgium 

Peter van Toledo
KPMG Advisory
The Netherlands

Erik Davelaar
KPMG Advisory
The Netherlands

Geoffroy Gailly
KPMG Advisory
Luxembourg

Dieter Putzeys
KPMG Advisory
Luxembourg
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02 Executive Summary
A large number of insurance ICT managers 
within the Benelux participated in this 
survey – with a good sample of diversity 
in respondents in terms of market 
size, company type and country. This 
allowed us to present a representative 
image on a wide range of insurance 
technology topics. The following 
chapters cover our collective view on 
IT personnel, IT cost management, IT 
applications and IT sourcing. We also 
take a deeper look at the most important 
IT trends in the world of insurance 
and the corresponding IT strategies.

In 2015 IT staff accounted, on average, 
for 11% of the total employee base 
within Benelux insurers. Although we 
observe some significant outliers – 
this seems to be a relatively constant 
number for companies of all sizes. 
Most insurers have a stable outlook 
on the IT headcount for 2016, although 
here we notice that in Belgium and 
Luxembourg there is a greater inclination 
to hire than in the Netherlands. 

IT costs take up a large part of the overall 
company cost structure and rationalizing 
these IT costs  remains a key focus 

point. Top targets for reducing IT costs 
tend to be cancelling external staff, 
rationalizing hardware and increasing 
outsourcing. Belgian insurers seem to 
contribute the largest part of their IT 
budget to “changing the business.”

IT outsourcing seems to be less of 
a priority on today’s IT management 
agenda. Most companies are reluctant 
to outsource services related closer 
to insurance business activities, such 
as business process outsourcing, 
application development and application 
maintenance. Even though a number of 
Benelux insurers experience difficulties, 
most of them are rather satisfied with 
the outsourced IT services. Surprisingly 
even when the level of outsourcing 
satisfaction is low, insourcing again 
doesn’t seem to be an option. 

Today there appears to be no or few 
dominant software vendors in the 
overall Benelux insurance market. 
However, detailed analysis shows that 
per individual country, there seems to 
be some dominant software vendors 
for particular functional areas, such 
as claims administration and financial 

management. We detect that a lot of 
organizations that are changing systems 
select well-known standard packages 
across different functional areas. The 
current IT landscapes however are still 
largely comprised of self-produced 
systems and standard packages. 
Although the lack of dominant suppliers 
may at first be interpreted as a sign 
of healthy competition, there is also 
a serious drawback: development, 
support and interfaces tend to become 
more expensive due to the limited 
number of domestic customers.

Operational excellence and scalability 
are the biggest drivers of the IT strategy. 
It is remarkable, and in contrast to our 
expectations, that IT management 
attention to innovation, technology 
and becoming best-in-class seems to 
be rather low. Based on our survey 
the cloud-computing trend has really 
taken off, closely followed by a solid 
mobile and apps trend. Additionally 
a lot of effort goes into improving 
data analytics. On the other hand, the 
Internet of Things (IoT) is (still) not a 
priority on the IT management agenda. 

Benelux Insurance Systems Survey           5© 2016 KPMG Advisory N.V.



Introduction

Type of participants

We believe that the participation rate 
in combination with the diversity of 
the respondents (size, market and 
segment) gives relevance to the 
figures and conclusions presented 
in this report for the insurance 
sectors in the Benelux countries.

The split of the insurers across the 
three segments (life, non-life and health) 
corresponds to the insurance sector as 
a whole in the Benelux. Also the balance 
between international-focused insurers 
and national insurers of the participants 
reflects the current market structure. 

The figures in this report represent data 
gathered by surveying IT department heads 
of insurers in Belgium, the Netherlands 
and Luxembourg. They are active in various 
segments of the market.
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Size of participants

The size of an insurer seems to 
influence its IT department’s set-up and 
organization. Because of this we decided 
to split the results in the following three 
categories, where deemed relevant:

1. Small-sized insurers: less than 
100 employees

2. Medium-sized insurers: between 
100 and 500 employees

3. Large-sized insurers: 
more than 500 employees

The majority of the respondents are, as 
expected, in charge of the IT department. 
Meanwhile it is interesting to note that 
in 33% of the cases, someone having 
a different function in the company 
completed the questionnaire. A possible 
explanation is that small insurers usually 
have very small IT teams or have even 
(partially) outsourced this department.
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IT staff

Our analysis shows that on average 
the IT staff accounts for 11% of the 
total number of employees. The results 
indicate that the size of the company 
does not seem to have a significant 
influence on the relative size of the IT 
departments in our population. This 
finding is not in line with prior surveys in 
Luxembourg where small and mid-sized 
insurers tended to have relatively smaller 
IT departments than large companies.

Two participants in our study specified 
that they had completely outsourced their 
IT department. They are part of the small 
and mid-sized groups of our sample.

Even though on average the IT staff 
accounts for 11% of the total number 
of employees in our survey, the results 
of our survey indicate that there are 
considerable differences among the 
participants. Some have very small IT 
departments while others have rather 
large ones. As mentioned before, 
some insurers have even completely 
outsourced their IT divisions. This 
finding indicates that company-specific 
factors (e.g. strategy, outsourcing, 
legacy systems, size, type of products, 
etc.) have an influence on the 
relative size of the IT department. 

IT Human
Resources04

Figure 5: Average percentage of IT staff by 
company size, excluding insurers with 
outsourced IT departments

Figure 6: Range of IT staff in proportion to the 
total staff, excluding insurers with outsourced IT
departments
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KPMG VISION

• In the long run we expect an 
evolution towards an increasing 
average IT staff percentage (when 
compared to total number of 
company employees) due to an 
increasing technology automation 
impact on the insurance business 
operations (digital transformation, 
mobile & apps, robotic process 
automation, cognitive automation, 
big data analytics, etc.). This 
survey notes a large difference 
between insurers regarding 
the extent of the IT staff, which 
implies that this evolution will 
differ between insurers. 

• Due to this increasing technology 
impact on core business and 
supporting insurance operations 
– and also due to an increased 
entry of strongly parameterized 
external IT packages in all insurance 
domains – we expect as well an 
increased number of business 
employees performing IT-related 
activities (“expert users”) and a 
stronger war for talent concerning 
tech-savvy IT employees. 
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company size, excluding insurers with 
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Figure 6: Range of IT staff in proportion to the 
total staff, excluding insurers with outsourced IT
departments

Figure 7: Recruitment of IT staff 
(overall and per country)

Outsource IT functions

Decrease recruitment over the next 2 years

Increase recruitment over the next 2 years

Stable workforce

11
12

10
11

0%

2%

4%

6%

8%

10%

12%

14%

0%

5%

10%

15%

20%

25%

30%

Overall

Overall Belgium Netherlands Luxembourg

< 100 100-500 Minimum Median Maximum > 500

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100% 5

17

25

53

10
5

33

52

17

44

56

33

50

Figure 8: Recruitment of IT staff 
(by company size)

Outsource IT functions

Decrease recruitment over the next 2 years

Increase recruitment over the next 2 years

Stable workforce

Overall < 100 100-500 > 500
0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100% 6

17

25

52

57

43

13

7

7

22

71

40

40

3

10

26

© 2016 KPMG Advisory N.V.8           Benelux Insurance Systems Survey    



IT recruitment

About half of the respondents in the 
three countries intend to keep a stable 
headcount in their IT departments. 
This finding is slightly less prevalent for 
small and large-sized companies in our 
population. Especially large-sized and 
Dutch companies foresee decreasing 
their recruitment over the next two 
years. One third of the Belgian and 
Luxembourgish insurers plan on stepping 
up their IT staffing efforts in the near 
future. The appetite for the outsourcing of 
IT functions only seems to be present in 
small-sized companies in Luxembourg.

The results of our survey indicate that the 
size of the company influences the way 
companies are gearing up to face the IT 
challenges ahead. Small and medium-
sized companies plan on maintaining 
a stable IT workforce or even hiring 
additional staff. Partially or completely 
outsourcing the IT function seems 
only to be on the agenda of smaller 
insurers. An interesting finding is that 
the majority of the large companies in 
our sample point out that they will hire 
fewer people over the next two years. 
This might be an indication that the IT 
departments of the large insurers in our 
sample are already big enough to carry 
out their tasks and responsibilities over 
the next two years, and therefore they 
do not need to recruit additional people.    

Figure 5: Average percentage of IT staff by 
company size, excluding insurers with 
outsourced IT departments

Figure 6: Range of IT staff in proportion to the 
total staff, excluding insurers with outsourced IT
departments
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Distribution of resources 
within the IT department

Most of the resources in the IT 
departments in our sample are either 
engaged in IT Development (“change 
the company” by developing new IT 
systems internally or by selecting and 
implementing software packages) or in 
IT General tasks (“run the company” 
by maintaining operations, as they 
are today). Small and medium-sized 
companies have very similar resource 
distributions in their IT departments. 

This is also the case for Dutch and 
Luxembourgish firms. Overall, the results 
of the survey indicate that development 
tasks still remain the most important 
activities of the IT departments. We 
expect this number to drop in the 
future as more and more companies 
move away from internally-developed 
systems and opt for packaged solutions 
built by software vendors instead.
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Figure 6: Range of IT staff in proportion to the 
total staff, excluding insurers with outsourced IT
departments

Figure 7: Recruitment of IT staff 
(overall and per country)

Outsource IT functions

Decrease recruitment over the next 2 years

Increase recruitment over the next 2 years

Stable workforce

11
12

10
11

0%

2%

4%

6%

8%

10%

12%

14%

0%

5%

10%

15%

20%

25%

30%

Overall

Overall Belgium Netherlands Luxembourg

< 100 100-500 Minimum Median Maximum > 500

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100% 5

17

25

53

10
5

33

52

17

44

56

33

50

Figure 8: Recruitment of IT staff 
(by company size)

Outsource IT functions

Decrease recruitment over the next 2 years

Increase recruitment over the next 2 years

Stable workforce

Overall < 100 100-500 > 500
0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100% 6

17

25

52

57

43

13

7

7

22

71

40

40

3

10

26

Benelux Insurance Systems Survey           9© 2016 KPMG Advisory N.V.



IT-related activities executed 
by employees of other 
departments

The number of employees of other 
departments that perform IT related 
activities is relatively limited in most 
of the companies of our sample. 
The larger the insurer, the more 
people from other departments 
undertake IT-related activities. 

Typical examples of these tasks 
include: user requirements assistance 
to maintenance and development 
teams, user acceptance testing of 
new features of existing systems and 
new software tools. The majority of 
these employees do not spend all their 
time on these IT-related activities, but 
rather perform them on top of their 
regular tasks and responsibilities.

Figure 10: Distribution of resources within the 
IT department (by company size)
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IT department (overall and per country)
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Figure 11: Number of employees of other 
departments performing IT-related activities 
(in FTE) (by company size)
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Figure 12: Distribution of IT costs
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Figure 13: IT costs comparison (per country) 
running versus changing the business 
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Introduction

Cost containment OR cost reduction 
is an important concern for insurers.
Moreover, the transparency of cost levels 
has garnered much media attention in 
recent times. However, due to all the 
regulatory changes and operational 
excellence projects, it is hard to 
implement cost cutting in the IT area.

The survey results show that for a 
quarter of the respondents the IT budget 
constitutes less than 10 percent of 
the total budget. Also almost half (47 
percent) of the respondents say that 
their IT budget is less than one million 
euro. We would have expected that 
the number of insurers with a budget 
under 1 million euro would be less, due 
to all the rule changes that are being 
imposed by regulatory agencies.  

IT Cost
Management05

KPMG VISION

• Due to the current solid catching 
up investments for platform 
rationalizations we expect in the 
longer term that the IT budget 
for “running the business” 
will become a relatively larger 
part when compared to 
“changing the business”. But 
also the IT budget for running 
the business will go down, 
due to standardization, Cloud 
computing and outsourcing. This 
survey notes that small insurers 
spend relatively more money 
on changing the business.

• As the technology automation 
impact on the overall insurance 
business will become more and 
more important, we expect that 
significant IT cost reductions 
will be a thing of the past.
However pressure to reduce 
(IT) costs will always be part 
of the management agenda 
to make sure that the cost of 
operations will be competitive. 

Benelux Insurance Systems Survey           11© 2016 KPMG Advisory N.V.



IT costs running versus 
changing the business

The survey results show that there are 
quite a number of differences between 
Luxembourg, the Netherlands and 
Belgium in the area of spending OR 
investing. Where Luxembourgish and 
Dutch insurers spend around 60 percent 
(LUX 57%, NLD 63%) of their IT budget 
on “running the business”, organizations 
in Belgium only spend 45 percent on 
the same component. We would have 
expected that spending on “running 
the business” would be more or less 
the same among the three countries, 
since they are affected by the same 
regulations and because the dynamics 
of the market place greatly overlap. 

Our survey results show that smaller 
insurers (less than 100 employees) tend 
to spend more on“running the business” 
than larger insurers (with more than a 
hundred employees) (62% vs. 53%). 

A logical explanation for this observation 
can be that smaller organizations have 
less budget for their IT department 
and therefore spend relatively more 
on “running the business” rather 
than “changing the business”. 

The IT budget for running the business 
is divided into five different topics: 

4. IT Infrastructure, these are the 
costs of acquiring and maintaining 
the IT Infrastructure.

5. IT Software, these are the costs of 
acquiring and maintaining the software.

6. IT Personnel, these are the costs of 
hiring and retaining IT personnel.

7. IT Outsourcing activities, these are the 
costs of hosting and external activities.

8. Other IT costs, these are the 
costs that are not part of the 
other four categories.

The IT budget for running the 
business seems to be more focused 
on IT Infrastructure and IT Personnel in 
Belgium, almost 90 percent of the budget 
is spent on these two areas. While in 
Luxembourg and the Netherlands cost 
for running the business is equally 
spread between the different concepts. 
We have no explanation for the high 
IT Infrastructure and personnel cost in 
Belgium. Especially since IT Infrastructure 
among the three countries is more or 
less the same. We would also have 
expected the IT Personnel costs in the 
Netherlands to be the highest, due to 
higher average personnel costs in the 
Netherlands. We also found that the 
size of the organization does not have a 
significant impact on how the costs are 
spread among the different domains. 
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Figure 17: IT cost reduction possibilities

Across the three countries, the focus 
seems to be more on IT Personnel to 
change the business. We regard this 
to be because people have to drive the 
change. In the Netherlands IT Personnel 
uses almost half of the total budget to 
change the business (47 percent).

Most of the respondents (84 percent) 
expect that the budget will stay the 
same in the near future, and the rest 
being equally divided over an increase 
or decrease of the budget. We presume 
that the costs of changing the business 
will increase in the near future due 
to higher regulatory pressure.

IT cost reduction

With regards to cost reduction, most 
IT managers expect that cost reduction 
will come from canceling external IT 
staff. Another 18 percent think that 
hardware rationalization is the best way 
to cut costs. Two schools of thought on 
cost reduction only seem to postpone 
and/or change the costs. These are the 

“will not start new projects” and “cancel/
reduce outsourcing”. Delaying projects 
means reducing costs during a certain 
period, but assuming that the project 
is necessary, the funds will have to be 
spent at some point in time. Waiting to 
perform the project might even result in 
a more unstable IT environment. With 
regards to cancel/reduce outsourcing we 
wonder why the decision to outsource 
was made in the first place. Indeed, 
based on our knowledge of most 
outsourced services, e.g. infrastructure, 
making it in-house will result in even 
higher IT infrastructure costs.

In our survey we asked whether IT 
managers feel they contribute in the 
same way to cost cutting projects 
as other business units within their 
organization. With regards to cost cutting, 
75 percent of the IT managers feel that 
they contribute an equal amount of effort 
to cost cutting compared to all other 
departments in their organizations.
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IT outsourcing status

Our analysis shows that IT outsourcing 
seems to hold a somewhat less 
important place on today’s agenda of 
insurers. Within our sample various IT 
domains have already been outsourced 
to a large degree, mainly infrastructure, 
helpdesk, network and file servers. 
Fewer companies tend to consider 
outsourcing IT functions, which are more 
closely related to the core business 
activities, such as business process 
outsourcing, application maintenance 
and application development. 

However, this does not mean that 
outsourcing is no longer considered: 
more than 15 percent of our Benelux 
sample will outsource IT functions in the 
coming years. Insurers in the Netherlands 
show the most enthusiasm for continuing 
the outsourcing strategy, this applies 
to a lesser degree in Luxembourg. 
Our Belgian sample showed the least 
interest in outsourcing IT functions.

IT Sourcing

Figure 18: Outsourcing status of key IT capabilities Figure 20: Reasons for IT outsourcing
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• As IT Outsourcing (ITO) has been 
used for the more evident IT 
responsibilities (infrastructure, 
helpdesk, network servers, etc.). 
This survey notes that 15 percent of 
our Benelux sample will outsource 
IT functions in the coming years. A 
new outsourcing flow will happen 
if the outsourcing possibilities 
become more mature, diverse, 
cost-effective and easy to implement 
even on a non-permanent basis.

• Due to the massive entry of external 
insurance administration platform 
packages and the increased use 
of external insurance technology 
(InsurTech) applications, we expect 
a significant ITO increase for the 
business application and business 
maintenance domains – especially 
as there is an improving ITO quality 
trend in both these domains.

• Although there was until recently 
a promising future for the BPO 
business (externalization of the 
business operations) we expect 
a rather abrupt standstill due to 
the rapidly evolving RPA (robotic 
process automation) and cognitive 
automation technology; these latter 
ones seem to be a clearly interesting 
alternative in the long term when 
compared to the more risky 
perceived insurance BPO options. 
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IT outsourcing difficulties

When examining the hurdles of 
outsourcing, a number of them 
clearly stand out. Many insurers 
indicate that quality issues are the 
main concern. Issues surrounding the 
definition of Contractual and Service 
Level Agreement performance are 
a close second. Selecting the right 
outsourcer and defining appropriate 
performance indicators are also 
major points of attention. 

IT outsourcing reasons

The key motivations for IT outsourcing 
are the ability to reduce costs, to 
improve the general quality of IT 
services and to improve flexibility. 
Improving reactivity and the access to 
a broad range of services seem to be 
less pivotal in sourcing decisions. 

Figure 18: Outsourcing status of key IT capabilities Figure 20: Reasons for IT outsourcing
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IT outsourcing satisfaction 
level

In our survey we come across a 
satisfaction rate that seems to be 
roughly the same for all different 
kinds of outsourced services. General 
satisfaction is at 40 percent of the 
insurers with reference to IT outsourcing, 
while another 40 percent have mixed 
feelings of satisfaction. Nonetheless, 
over 15 percent of the respondents 
seem not to be satisfied at all, especially 
regarding application maintenance 
and application development. Clearly 
the outcome of outsourcing is not 
always meeting initial expectations. 

Somewhat unexpectedly the appetite for 
insourcing seems to be very low among 
the insurers with a mixed to unsatisfied 
perception of outsourcing. Only a handful 
of companies indicated that they would 
once again consider insourcing one 
or more IT functions. Estimated high 
insourcing difficulties and related costs 
could be the main underlying reasons.

Figure 22: Likeliness for insourcing the IT function again in the organization
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IT Strategy &
Management
IT management priorities

By default IT management needs to 
support the business strategy, realize 
key business priorities and be an enabler 
for innovative service propositions. 
Within our survey sample operational 
excellence and scalability seems to 
be the business priorities with the 
largest IT strategy impact. So evidently 
Benelux insurers prioritize improvements 
in running the business. A second 
business priority for IT management 
seems to be the business priority 
with the compliance improvement 
which – due to the recently launched 
regulations – comes as no surprise. 

It is remarkable that the attention 
IT management gives to innovation, 
technology and becoming best-
in-class seems to be rather low. 
Especially when considering the 
recent multitude of events, reports and 
media coverage on the evolution and 
impact of new technology, customer 
behavior and changing eco-systems. 

By observing how the business strategy 
is translated in IT priorities, it comes 
as no surprise that business and 
regulatory compliance is considered 
one of the highest priorities. Topics 
related to operational excellence, such 
as software replacement, cost reduction 

and optimizing the IT governance 
framework are also among the top 
priorities for 2016. Business process 
improvement and increasing security 
are also considered hot IT topics. At 
the other end of the priority spectrum 
we find reviewing risk management 
frameworks and new websites. 
Data management and analytics are 
other low-priority areas this year.  

Figure 23: IT management priorities for 2016
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• As operational excellence, 
hardware/platform rationalization, 
adaption of new regulations in 
the insurance processes are 
the current big IT drivers and 
management priorities, we expect 
in the medium term an IT strategy 
evolution towards more technology 
innovation and best-in-class 
processes. Most of the insurance 
companies are actually in a first 
experimental stage for adopting 
new technology (social media, 
apps, big data, IOT, RPA), preparing 
a next wave of the step-change 
insurance technology revolution. 
Insurance companies should really 
step up their game in this domain 
and adopt a more “early adopter” 
strategy as the new generation of 
insurance clients are very much 
tech savvy and are not willing 
to subscribe insurance policies 
through traditional channels 
anymore.
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IT management concerns

When asked about the main concerns 
to implement the IT strategy, lack of 
budget is not the primary obstacle. For 
example none of the Belgian survey 
participants reckon IT budget constraints 
as (most) hampering the implementation 
of the IT management priorities. Instead 
time constraint appears to be the 
biggest concern, implying that portfolio 
management, program execution time 
and project planning are high on the IT 
management agenda. Lack of in-house 
expertise also seems to be an important 
preoccupation for insurers in the Benelux. 
This can either be a lack of expertise 
for legacy and in-house systems or the 
challenge of attracting and retaining 
workers skilled in the newest technology.

IT priority modifications

So if given unlimited time what would 
CIOs like to transform within the IT 
environment? By now the focus on 
IT operational excellence comes as 
no surprise. Which means that cost 
efficiency in the IT environment is an 
important topic in 2016. A reduction 
of IT applications is a close second. 

Insurers are well known for having 
complex IT landscapes, so rationalizing 
the IT application architecture can reduce 
costs, in addition to being a welcome 
simplification for the organization, 
as a whole. Sourcing is part of the 
top three in the list of IT priorities. 
Mainly in Luxembourg, sourcing 
seems to be high on the IT agenda. 
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IT Applications

The Benelux market of 
software suppliers 

In our survey, we asked insurers about 
their software suppliers. The results 
suggest that there appears to be no 
or few dominant software vendors in 
the overall Benelux insurance market. 
However, detailed analysis shows 
that within each individual country, 
there seems to be a few dominant 
software vendors. We detect that a 
lot of organizations changing systems 
choose well-known standard packages 
across the different functional areas. 
The IT landscapes are characterized as a 
combination of self-developed systems 
and standard packages. The self-produced 
systems become legacy after several 
years, which initiate many replacement 
projects. However, not all of these 
projects seem to be very successful. 

The lack of dominant software suppliers 
in the Benelux may at first sight 
be interpreted as a sign of healthy 
competition. The drawback however 
is that due to the limited number of 
package implementations, development 
and support for domestic financial 
products and interfaces tend to be 
rather expensive for the software 
vendor. Fortunately there seems to 
be a constant need for low cost new 
systems that can support the latest 
demands for straight-through processing 
(STP) and regulatory compliance. 

When we look at the different application 
per functional area, we see a large 
variance between the functional areas. 
As expected financial management 
has a very high number of standard 
applications. It also has a remarkable 
four percent of respondents saying that 
they still use Excel and Access for their 
financial management. Another expected 
high percentage is ascribed to the “Front 
End/Guided User Interface (GUI)”,  where 
72 percent of the respondents state 
that they have“in-house developed” 
systems. At the moment the functional 
area of HR Management has the 
highest percentage (43%) of “Software 
as a Service“ solutions.

08
KPMG VISION

• As mentioned earlier we expect in 
the medium and long term a more 
and more significant evolution 
towards some dominant external 
standard software packages – not 
only in the more standardized 
supporting domains (Finance, 
Risk, HR, etc.) but even in the core 
business domains (insurance policy 
& offer administration, insurance 
claims & re-insurance administration). 
This evolution will even be reinforced 
by the increasing product/process 
standardization trend towards more 
commodity products and towards an 
omni-channel customer experience 
– both promoting more and more 
the acquisition of some dominant 
state-of-the-art and strongly 
digitalized external standard software 
packages. This survey confirms 
a large extension of standard 
applications. The survey also shows 
that insurers are still dissatisfied 
about many applications, so there 
are still areas for improvement.

• From a software vendor perspective 
we see a shift from a country 
focus to a more European focus. 
For example the Dutch insurance 
software market for non-life is 
mainly divided over a few software 
vendors. These software vendors 
are now focusing on other European 
countries like Belgium and Nordics.
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Figure 26: Benelux market of software suppliers (per functional domain)
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Satisfaction with existing 
systems

Achieving a high satisfaction rate for 
insurance systems and solutions can 
be challenging, as insurance business 
processes are highly automated, and 
no insurer can afford to support a non-
performing system. Information accuracy 
and completeness, performance 
and business continuity are vital 
requirements for every insurance 
business unit; systems that do not 
meet these quality requirements simply 
have to be replaced or need to be 
compensated outside the system, often 
with time-consuming and expensive 
manual activities that are prone to errors. 

When we look at the level of overall 
satisfaction, we see that most 
respondents are satisfied with their 
current applications and solutions. 
The Front End/GUI has an especially 
high level of satisfaction. This can be 
explained by the fact that, as we noticed 
earlier, most of the respondents use an 
in-house developed solution. We also 
note that only a few respondents give 
an overall very positive rating to their 
existing solutions: more than half of the 
functional areas do not even receive 
this rating. We also see that only half of 
the respondents are actually satisfied 
with their Data Warehouse solution; this 
indicates that there seems to be a big 
opportunity for Data Warehouse vendors 
in the Benelux insurance market.

Very satisfied Satisfied Not satisfied 

Figure 27: Satisfaction with existing systems (per functional domain)
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Figure 28: Insurance Claims Administration applications
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Differences between 
administrations

Part of our survey looked into differences 
between the administrations and 
the solution used, the perceived 
satisfaction and any plans to change 
the solution. The administration 
frameworks we looked at specifically 
are Insurance Claims, Insurance Policy 
& Offer and Finance Management, 
which we will discuss next. We have 
chosen these three functional areas 

because they show significant national 
differences between The Netherlands, 
Belgium and Luxembourg.

The respondents for Insurance 
Claims Administration have 
predominately “in-house” developed 
solutions, closely followed by standard 
applications. Of these users more 
than two-thirds are satisfied with their 
current solution, however, half of the 
respondents say that they will change 
the solution in the near future.

For Insurance Policy & Offer 
Administration nobody seems to use 
end-user computing tools, while most 
insurers use an In-house developed 
solution (50%) or a standard application 
(46%). Here again we see quite a 
high level of satisfied respondents 
(72%), although 46 percent of the 
respondents will still change the 
applications in the near future.
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Figure 29: Insurance Policy & Offer Administration applications
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When we look at Financial 
Management we see the highest 
level of use of standard application 
solutions. We also see the highest 
level of satisfaction with 81 percent of 
the respondents being either satisfied 
or very satisfied. Here we also see 
the highest number of respondents 
not having any plans for changing 
the solution in the near future.

Based on the above results it can 
be concluded that overall standard 
applications lead to higher satisfaction 
factors and lower intentions to 
change the solution. Of course 
it all depends whether a suitable 
standard application for the concerned 
functional domain is available. 

Figure 30: Financial Management applications
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Standard application In-house developed Microsoft tooling (Excel, Access) Software as a Service 

Figure 31: Benelux market of software suppliers (per functional domain)
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Non-core applications

Our survey also featured questions on 
non-core applications, the responses 
to which resulted in an overview of 
several types of supporting applications, 
and whether these applications 
are standard packages or in-house 
developed solutions. We also came 
across many companies that have not 
implemented any particular applications 
for major supporting processes, but 
only use end-user tooling (such as MS 
Excel, MS Access). Reporting, data 
warehouse, document management 
and risk management (GRC) systems 
are sometimes developed in-house. 

In most cases, these non-core 
business processes are first supported 
by end-user computing, and when 
the process matures and becomes 
increasingly critical, the end-user 
computing is migrated to a standard 
package; alternatively, additional 
modules of existing administration 
packages are activated. As the graph 
below illustrates, the use of end-user 
computing is significant for “Re-
insurance Administration”,  which 
implies possibilities for standard 
package introductions if they can 
reduce the current functional gap 
and become cost-effective. 

Based on these results it can be 
concluded that when you use standard 
applications the satisfaction factor is 
higher and the intention to change 
the solution is lower for all functional 
areas. However, a few exceptions 
were note. The applications used for 
Finance Management had an equal 
amount of unsatisfied respondents 
for standard applications and in-house 
developed applications. We also didn’t 
noted any unsatisfied respondents with 
in-house developed applications for 
the functional areas workflow engine 
and document management system. 
In this area there were unsatisfied 
respondents for standard applications.
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It is fair to say that insurers are not 
considered technological pioneers. The 
relationship between insurers and their 
customers is typically a transactional one, 
with a limited amount of touch points. 
The absence of multiple interactions is 
one of the main reasons why insurers 
lack the ambition to be on the cutting 
edge of technological transformation.

However, this is about 
the change

Technology trends in the area of 
computing, data analytics and mobile–
combined with new behavioral patterns 
and customer expectations–will trigger 
a far more customer-focused era. This 
customer-focused attention is rather 
new for most Benelux insurers and 
will create a pivotal point to gradually 
open up to their eco-system, to 
become more customer oriented and 
to manage even more information. 

In these vibrant times everyone turns to 
the CIO in guiding the company into this 
brave new world, while striking a balance 
between the financial and capabilities 
side of the business strategy. The days 
of “keeping the lights on, but stick to the 
budget” seem to be passé, as the CIO 
has the responsibility to be at the heart 
of this customer-oriented transformation.

To what extent are Benelux 
insurance technology 
leaders embracing the new 
technologies?

You simply cannot go to a CIO event 
without being overloaded with the new 
Buzz. Whereas just a couple of years 
ago it was all about social media, multi-
channel, cloud and predictive analytics, 
today the key words are InsurTech, open 
API access, big data and IoT. The real 
challenge is placing the right priorities 
on the IT management agenda. 

Insurance CIOs operate in a difficult 
context, as most insurers by nature 
are somewhat risk averse. Only 10 
percent of our respondents consider 
their company as a first mover or 
innovator, making a staggering 90 
percent followers. Moreover, insurers 
oftentimes carry a legacy of old main-
frame technology, requiring a healthy 
balance between core renaissances and 
investing in new technology proposals.

IT Trends

Figure 32: Benelux insurer’s appetite 
for innovation
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Figure 33: IT trends for 2016
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KPMG VISION

• While cloud computing, mobile & 
apps, social media and advanced 
analytics are on today’s priority agenda 
of the “early adopter” insurers, we 
believe that in the medium term 
these technologies will be wide-
spread and commonly used within 
most insurance companies. Due 
to the more and more established 
InsurTech attention we believe that 
new technologies (like IoT, RPA, 
cognitive automation to name a few) 
will be embraced and implemented at 
a much faster pace than ever before. 

• Due to this new insurance technology 
revolution we expect in the near 
future and with strong probability 
a much more dominant CIO role 
as he will receive the responsibility 
to transform current insurers into 
more technology-driven companies. 
More and more departments will 
work closely together with the CIO 
in order to reach their objectives due 
to the increasing importance of new 
technologies in the insurance sector. 

© 2016 KPMG Advisory N.V.26           Benelux Insurance Systems Survey    



IT trends for 2016

Based on our survey the cloud-computing 
trend has really taken off. Closely 
followed by Mobile & Apps–six out of 
ten insurers are building capabilities 
in this area. Additionally a lot of effort 
goes into improving data analytics. On 
the other hand the Internet of Things 
(IoT) is still not a top IT priority. Last in 
line we find “Green IT”,  which −as a 
trend– does not live up to its promise.

When performing a deep dive on cloud 
computing, we see today a clear emphasis 
on Software as a Service, closely 
followed by Infrastructure as a service.

Social media and 
mobile apps

Benelux insurers, who are rolling out 
social media competences, start off with 
analytical capabilities to monitor and 
interact on trending and brand-related 
topics. In the coming years the social 
media platforms to support online sales, 
targeted marketing and launching client 
interaction applications will gain traction.

Figure 32: Benelux insurer’s appetite 
for innovation
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Figure 34: Investment areas for insurers 
investing in cloud capabilities
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Today the main focus of mobile insurance 
apps is providing practical information 
with respect to insurance products 
(portfolio) and risk avoidance. Based on 
our survey considerable investment can 
be expected in the fields of value adding 
services such as the submission and 
follow-up of insurance claims and insights 
on investment products. Capabilities in 
customer support and online transactions 
appear to be a high priority as well. 

Business intelligence and 
customer data analytics

A staggering 85 percent of our survey 
respondents reported that important 
decision-making is mainly driven 
by “gut-feeling” rather than sound 
business intelligence. On a similar 
note, less than 10 percent of our 
respondents indicate that advanced 
analytics, allowing for proactive decision 
making on a strategic level, are used 
as a key differentiator; for a large 
majority of these companies this will 
be a management-priority choice rather 
than a lack of current IT capabilities. 

However, an encouraging finding is 
that most companies think business 
analytics will become more important in 
decision making in the years to come.

As a concluding question we asked 
to what extent insurers know their 
customer. It was revealing that over 
70 percent have problems identifying 
clients across the different company 
departments and across products. 

This clearly leads to the need for 
additional (manual) effort in actively 
identifying unique client information. 
Based on this finding, client data 
management and data stewardship 
will now become important technology 
goals in the coming years..

Figure 36: Investment areas for insurers 
investing in mobile capabilities

Today In three years Not applicable 
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Figure 37: Investment areas for insurers investing in business 
intelligence and advance data analytics capabilities

Today In three years Not applicable 
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Our current IT infrastructure and services allow for advanced analytics, however these 
capabilities are underused by business users or not well integrated within the strategical cycles 

Advanced analytics and new sources of information (e.g. sensors, social media and other external 
data) have become business as usual and provide a competitive advantage

Sophisticated information analytics has become a key differentiator and allow proactive decisions 
on a strategical level

Business intelligence supports the business with ad hoc analyses and management reporting, 
ongoing investments are required to keep pace with competitors

Important decision making is mainly supported by a “gut driven” approach (because of a lack of 
business intelligence)         
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Our companies has a complete 360° view on personal information and the acquired 
products and is activily used to prospect up and cross sell

Master data of clients is managed centrally and data stewardship is supported by
automated mapping. We actively enrich our customer information with external data

Our company actively identifies unique client information across the company, 
however our client data is often polluted and mapping requires a lot of manual labor 

Our company has a hard time identifying clients across the companies departments 
and/or insurance products       

Figure 38: Investment areas for insurers 
investing in 360° client data capabilities
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