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Life event drifts
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Source: KPMG International, Me, My Life, My Wallet, 2018.
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The ever-changing customer

There are
more people, 

living longer and 
becoming 
wealthier

1bn 
Middle class 
consumers in 
China by 2030

Indian 
household income 

segments are 
increasing — by 

60%

2.5bn
Millennials

Globally

1bn 
People aged 

over 60 globally 

People are spending 
more, but they are 

also spending 
differently

Technology 
is changing 

people’s 
behaviour

Seniors 
have the

highest 
disposable 

income

78%
of Millennials 

prefer to spend 
on experience 

over assets 

Best experiences
are now the norm 
for expectations 

8 Seconds
The attention span of 
a human is now less 

than a that of a 
goldfish

87%
Of people use 

between 2 and 3 
devices

80% 
of the global population 

will own a smartphone in

2020

90%
Customers say buying 

decisions are influenced 
by online reviews

61%
Are willing to 

borrow or share 
products rather 
than buy new 

ones

Source: KPMG International, Global Customer Insights Program

86% 
of insurance CEOs 

are concerned 
about how 

Millennials will 
change their 

business 
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Insurance

Music

Transportation

Hospitality

Groceries

Payments
Lending

Advertising 
and News

Consumer 
Retail

Investments
Energy

Books

Movie Rentals

Industries placed on disruption
curve (point in time)

Source: (1) KPMG Analysis

Construction

The most imminent effects of disruption 
will be felt in the banking sector; however, 
the greatest impact of disruption is likely 
to be felt in the insurance sector.

“
”

Disruption curve – Insurance is at the beginning……
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84%
Digital 
transformation

Business model disruption, innovation and technology 
change

Expected ROI on innovation investment over the next 3 years 

61%
Artificial 
intelligence 

29%
Robotic process 
automation

Source: KPMG in Canada, 2019 Canadian CEO Outlook.
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Focus on strategic alliances and partnerships
Top strategies to achieve growth

32%

27%

15%

15%

12% Strategic alliances
Organic growth
Joint ventures
M&A
Outsourcing

63%

35%

60%

intend to collaborate with
innovative startups

aim to explore partnerships with
third-party data providers

are looking for quality over
quantity when it comes to new

partnerships

Key priorities for alliances and 
partnerships

Source: KPMG in Canada, 2019 Canadian CEO Outlook.
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My life 
in data

Source: KPMG International, Me, My Life, My Wallet, 2018.
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Game changing regulation: Accounting change 
Beyond IFRS 17: OSFI regulations
• OSFI B-3 making waves in the P&C space
• OSFI E-25 near on the horizon

0%

20%
15% 15%

50%

1 - Very
easy

2 3 - Neutral 4 5 - Very
difficult to
compare
insurers

with each
other

% of respondents

Comparability of IFRS financial performance information 
provided by insurers with other insurers

30 billion
sticker shock for 
OSFI’s proposed 
reinsurance rules

90%
say fundamental 
change is needed 

to insurance 
accounting 80%

say change is 
needed –

regardless of 
cost

Sources: 
KPMG International, KPMG IFRS 17 Global Survey.
Canadian Underwriter, Sept 24, 2019.
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63%
Of Canadian CEOs 
say their inability to 
find the workers 
they need is 
negatively 
impacting growth

Building a future-forward workforce

75%
Of Canadian CEOs 
want their 
employees to 
innovate without 
fear of failure

73%

63%

60%

59%

Technology specialists

Data scientists

Cybersecurity specialists

Digital transformation
managers

Workforce capabilities 
considered highly effective

Source: KPMG in Canada, 2019 Canadian CEO Outlook.
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Where are we 
going from here?
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With you today

Katie Bolla

Partner, Customer 
and Digital

KPMG in Canada

Neil Parkinson

BOD Member 

Gore Mutual, 
Genworth Financial 
and Equitable Life 



Questions to ask 
yourself in the next 
12 months
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For the seismic shift in customer dynamics?
• How can we get to know our customers’ needs and wants better?
• How can we change or expand our products and services to enhance flexibility and 

address short-term needs?
• What proactive and preventative services can we offer or inform our customers about 

that would help protect them and/or help them reduce the impact of an insured loss 
event?

• How can we use technology to make it easy for our customers to choose our products 
or services and to interact with us?

• How can we become more proactive in informing our customers of new risks, 
opportunities, and policy or product changes?

• How can we manage our data effectively in terms of usage, privacy, and security?

Are we ready…
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For business model disruption, innovation, and technology 
change?
• What will our organization need to look like (e.g. structure, products, 

channels) in order to be successful in the future?
• How can we adjust our internal processes and structures to support the 

creation and implementation of innovative ideas and solutions?
• How are our internal and external innovation programs being structured to 

drive real value for our organization?
• Do we have the data we need to make the most of our innovative solutions?
• What are our innovation ambitions? Are we on the strategic course to be a 

trailblazer of new ideas, a fast follower, or do we just want to keep pace?

Are we ready…



16© 2019 KPMG LLP, a Canadian limited liability partnership and a member firm of the KPMG network of independent member firms affiliated with KPMG International Cooperative (“KPMG International”), a Swiss entity. All rights 
reserved. The KPMG name and logo are registered trademarks or trademarks of KPMG International.

For strategic alliances and partnerships?
• What functional activities are we behind the curve in – and could a 

service provider help us up our game while letting us focus on more 
strategic business areas?

• How could a strategic alliance help us create new value (e.g. innovation 
capacity, product breadth, market access)?

• How are the different technologies we are deploying creating business 
value – and are they working together?

• How do our internal processes and governance structures need to be 
adjusted to account for third-party strategic alliances or partnerships?

Are we ready…
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For game-changing regulations?
• Have we identified the resources and budget we need to support IFRS 17 

compliance to ensure we are ready by 2022?
• Recognizing IFRS 17 will be finalized in 2020, what ‘no regrets’ activities can 

we do now to lay the groundwork for compliance?
• What is our plan for communicating the ramifications and impact of IFRS 17 

to our stakeholders (e.g. board of directors, investors, customers)?
• Beyond IFRS 17, are we fully aware of the other regulatory changes that will 

likely affect our organization? (e.g. OSFI reinsurance guidelines)

Are we ready…
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To build a future-forward workforce?
• What skills will be most important to us as we transition into a future forward 

organization?
• How can we upskill our current employees so that they can be effective as the 

insurance industry in Canada continues to evolve?
• What processes and organizational structures do we need to change in order 

to support our transition to a future-forward workforce?
• How can we incent the shift to a more collaborative and innovative focused 

culture where employees are not afraid to fail?

Are we ready…
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Embracing a new frontier



Thank you

Chris Cornell
Partner, National Insurance 
Sector Leader
416-777-8665
ccornell@kpmg.ca

The information contained herein is of a general nature and is not intended to address the circumstances of any particular individual or entity. Although we endeavour to 
provide accurate and timely information, there can be no guarantee that such information is accurate as of the date it is received or that it will continue to be accurate in 
the future. No one should act on such information without appropriate professional advice after a thorough examination of the particular situation.
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