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A fast pace of change is defining the outlook for Canadians across the country. 
As they look to adapt to new risks and realities, the insurance sector is also 
evolving to offer solutions. This special feature, produced in collaboration 
with Insurance-Canada.ca, explores the many ways the insurance industry is 
responding to new market conditions and consumer needs.

Proposed topic highlights:
CYBER RISKS – Prevention and mitigation of criminal activity like fraud and 
cyber crime.
TECHNOLOGY & INNOVATION – Innovation and technology helping to boost 
resilience.
SOLUTIONS – Meeting emerging societal needs with up-to-date products and 
services.
ADVOCACY – Helping businesses and consumers access relevant information 
and expert advice.

INSURANCE TRENDS
Technology and new business models driving industry change

umerous technology ad-
vances have made it possible

for fully digital, direct insurance pro-
viders like Onlia to bring innovation
to the insurance marketplace.
Onlia has been operating in

Ontario for close to two years and
already is making an impact on the
category – offering fast quotes,
easy sign-ups and simple access to
policies – responding to the needs
of today’s digital customers.
“People are used to an on-

demand experience, and for the
insurance industry that means not
having to wait a week for a quote or
to be in a queue to get their cover-
age changed,” says Pieter Louter,
Onlia’s CEO.
“They want the same instant

gratification from insurance that
they receive from online retail and
streaming services – a few clicks
and it should be done.”
Onlia recognizes that speed and

convenience are big drivers of their
customers’ satisfaction. At the same
time, the company has intensified
its focus on customer experience
and expanded customer support
services.
“We find that about 80 per cent

of the needs of our customers are
met because of how fast and easy
the site is to navigate,” Mr. Louter
says. “We have also taken steps to
ensure we respond to those cus-
tomers who need extra help along
the way.”

N

drive more safely,” says Doug Grant,
partner at Insurance-Canada.ca Inc.
“Coalition marries sale of its cyber-

security insurance with tools and ser-
vices designed to reduce cyber risk
for policyholders,” says Mr. Grant.
“It helps businesses prevent a costly
loss, as well as reduce the impact of
cyber crime on their bottom line.”
Businesses of all sizes, in all sec-

tors, face a growing risk from cyber
crime – with ransomware, funds-
transfer fraud and email compromise
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We find that about
80 per cent of

the needs of our
customers are met
because of how fast
and easy the site is

to navigate.

Pieter Louter
CEO of Onlia

customer service. Professional yet
personable.”
Bolstered by positive customer

reviews, such as the one above from
Trustpilot, Onlia continues to evolve
and become even more customer-
centric.
Onlia is also working with the

Ontario Ministry of Finance and the
Financial Services Regulatory Author-
ity of Ontario (FSRA) on an initiative
to expand transparency and innova-
tion in digital insurance.
“We’d like to see regulatory

changes that encourage innovation
and, ideally, digitize the end-to-end
insurance experience,” Mr. Louter
says. “We continue to work with
FSRA to enact policies that are more
fair, transparent and efficient for the
end consumer and that empower
companies to innovate using modern
processes and technology.
“We believe that customers would

benefit from all steps going paperless
and, in the process, empowering
customers to manage their own poli-
cies from start to finish.” This would
involve expanding digital applications
to allow onboarding, submitting a
claim, virtual adjuster visits and re-
moval of the 30-day notice of policy
cancellation by registered mail.
“There is so much more that can

be improved to create more trans-
parency and services for customers
to put them at the centre of their
own insurance experience,” Mr.
Louter says.

Consumers are pleased with the
speed and simplicity of securing
insurance through online
providers. Digital insurance
company Onlia is working
to enhance customer service
in additional ways, while
working with the industry and
Ontario regulators to increase
innovation. ISTOCK.COM

Continued on next page

Building on the benefits
of digital insurance with
augmented customer service

For people who have questions or
unique requirements that would ben-
efit from more explanation, Onlia has
a direct chat feature and an online
customer support team. It has also
recently added telephone services.
“Even in a digital environment,

people sometimes need a human
touch,” says Mr. Louter. “For that rea-
son, we have recently added a call-in
line for customers during business
hours and a 24/7 claims-support
response.”
When customers do reach out, it

rarely slows down the process; for
example, Onlia data analysis shows
that, on average, customers wait four
minutes to reach an agent over the
phone and one minute via live chat.
According to Mr. Louter, having

the opportunity to speak to an Onlia
representative by phone is particu-
larly important during the claims
process. “No matter how big or small
a car collision is, or how much water
has flooded your basement, damage
to personal property always has an
impact and can be both scary and
stressful. Having a person to talk to
can make the difference between a
positive or negative experience.”

TAKING THE NEXT STEPS IN
CUSTOMER SUPPORT AND
TRANSPARENCY
“Amazing customer service! My first
time with Onlia. The process is user-
friendly and streamlined. What stood
out the most to me is the amazing

Trusting that your business
is protected from cyber
attacks is a growing priority.
Insurance that includes tools
that help prevent attacks
and reduce loss boosts that
confidence. ISTOCK.COM

The annual Insurance Canada Tech-
nology Awards (ICTAs) recognize
organizations whose implementa-
tion and use of technology have
an impact on the marketing, sale,
processing and servicing of insur-
ance in Canada.
The 2021 award winners, an-

nounced in May at the Insurance-
Canada.ca virtual ICTA ceremony,
are a window into the ways that
insurance providers are harnessing
digital advances to transform busi-
ness models and processes. They
also reveal industry trends expected
to drive future transformation.
Two of this year’s notable award

winners are Apollo Insurance and
Coalition.

COALITION
One trend is combining insurance
with mechanisms to prevent loss
and thus reduce the cost of claims.
“Technology is creating new op-
portunities for loss prevention, such
as vehicle telematics data that signal
potential safety issues and apps that
allow drivers to gain information to

We live at the intersection of
insurance and technology

Covid-19 has changed our world; the normal we knew will not return.
Insurance is embracing new approaches to customer service, helping
to manage your risks, building products to service emerging needs,
and processing claims better … all while keeping the human touch.

Through our blog, webinars, and events, we showcase thought leaders
offering insights that help and opinions that matter. Keep up with the
latest developments in insurance; hear from experts and insiders about
what is happening now and about the future of the industry.
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