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Insurer key performance indicators from A.M. Best. http://www.
ambest.com (reports are available by subscription only).

ROA here is represented by net income as a percentage of total
assets.

Calculated from Swiss Re Sigma. “Digital distribution in
insurance: A quiet revolution”. No 2/2014. http://www.swissre.
com/r/sigma2_2014_en.pdf?19=930&44=1574889618&43=61
92578&32=10792&7=6192578&40=http%3A%2F %2Fmedia.
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pdf&18=0.5332519234211763. Accessed on June 5, 2014.

Swiss Re Sigma.“World Insurance 2011.” No 03/12. http://
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International Monetary Fund. “World Economic Outlook.”
April 2014. http://www.imf.org/external/pubs/ft/weo/2014/01/.
Accessed on June 5,2014.

Ibid.
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Sweden.html. Accessed on June 5, 2014.
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ership/digitalreinvention-insurance/

Berman, Saul, Anthony Marshall and Nadia Leonelli. “Digital
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Institute for Business Value. December 2013. http://www-935.
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Based on IBM case study “Generali Deutschland Group: Sellers drive new revenue and
improve service withadvanced segmentation analytics.” http://www.ibm.com/common/ssi/
cgi-bin/ssialias?subtype=AB&infotype=PM&appname=SWGE_YT_YT_USEN&htmlfid=Y
TC03762USEN&attachment=YTC03762USEN.PDF

IBM Institute for Business Value. Insurance survey data. 2013.

Bieck, Christian, Peter Maas and Tobias Schlager. “Insurers, intermediaries and interactions:
From channels to networks.” IBM Institute for Business Value. March 2013. http://
www-935.ibm.com/services/us/gbs/thoughtleadership/ibv-insurance-intermediaries.
html

“The Customer-activated Enterprise: Insights from the Global C-suite Study.” IBM
Institute for Business Value. October 2013. www.ibm.com/csuitestudy

Based on IBM case study “Security First Insurance: Analyzes content to prioritize, route and
respond to high volumes of social media posts after a disaster.” http://www-01.ibm.com/
common/ssi/cgi-binssialias?subtype=AB&infotype= PM&appname=SWGE_ZZ VH_
htmlfid= ZZC03278USEN&attachment=22C03278USEN.PDF

Natural restitution means that in case of an accident, the policyholder does not receive a
payment, but rather the insurer takes care of the whole repair process.

“The Customer-activated Enterprise: Insights from the Global C-suite Study.” IBM
Institute for Business Value. October 2013. www.ibm.com/csuitestudy

“Die HUK-COBURG Partnerwerkstitten: Mehr Leistungen bei einem Unfall”. (In
German) http://www.huk.de/kundenservice/schadenservice/kfz-versicherung/partner-
werkstaetten.jsp? TXT_SEARCH_WORD=select+tarif. Accessed on June 5, 2014.

Focus Online: “Die Fairsten fiirs Fahrzeug: Faire Schadenregulierung”. Focus Money #13
2013. April 3rd 2013. http://www.focus.de/finanzen/news/die-fairsten-fuers-fahrzeug-
faire-schadensregulierung_aid_962197.html (in German)

“Your turn: The Global CEO Study 2004.” IBM Corporation. 2004. http://www-05.ibm.
com/se/news/publications/IBM_CEO_04_Survey_All_F2.pdf

“Reinventing the rules of engagement: CEO insights from the Global C-suite Study.” IBM
Institute for Business Value. November 2013. http://www.ibm.com/csuitestudy/#povs

IBM Global Insurance Industry. Smarter Insurance study data. 2009 (unpublished).

Based on IBM case study ,Nationwide cuts costs in the cloud®. http://www-03.ibm.com/
software/businesscasestudies/us/en/corp?synkey=U716592774447N90 and on IBM
Enterprise Conference video “With Cloud, IBM helped Nationwide save $46 million.“
https://www.youtube.com/watch?v=ku9HELtbxvA. Accessed on June 5, 2014.

Note: The observant reader might be missing a “scale player” archetype. In fact, scale was
not a significant factor either for growth or for profit leaders. This finding is in line with an
IBM study from 2005, which compared the financial performance of approximately 10,000
insurers globally and concluded that “overall, scale did not lead to measurable improvement
in financial or operating performance;” Sterner, David and Kathy-Ann Hutson. “The value
of scale: A closer look for insurance.” Nordisk Forsikringstidskrift. 3/2005. http://www.nft.
nu/nb/content/article/value-scale-closer-look-insurance. Accessed on June 5, 2014.
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