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Changing customer behavior and
the need for an industry platform

Whether carriers are using voice recognition to serve customers using a 

digital assistant like Siri or Alexa, or they are analyzing terabytes of 

customer data in search of valuable business insights, most operations 

now require enormous computing power. Further, as demand 

witnesses seasonal and event-related flux, computing resources should 

also be able to scale in tandem. 

 

In contrast, insurance software packages and suites are only gaining in 

complexity, in a bid to keep up with changing customer behavior. 

Consider a typical full suite Guidewire implementation in insurance – it 

would require collective technical expertise spanning 10+ distinct 

products if it were to successfully address every customer need.  

Expectedly, the cost of these implementations is also considerable. 

Insurance carriers, today, spend anywhere between 5-10% of their 

direct written premium (DWP) on advanced capabilities like artificial 

intelligence and machine learning to power voice recognition, advanced 

analytics, conversational interfaces, and the like.  

 

How can carriers offset IT spends, continuing to innovate and build a 

better customer experience without breaking the bank? A shared 

transformation approach towards an industry platform in insurance 

could be the answer. 
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“Business Centricity” lies at the core
of the industry platform in insurance,
powered by cloud technology. 

An industry platform consolidates the three core elements needed by 

every carrier: software, services, and ecosystem. 

As a result, insurers no longer have to be technical-facing – business 

users can freely leverage the platform to perform operations, confident 

that the services component of the solution will take care of scaling 

technical resources, ensuring availability, and managing costs. 

In fact, the cloud is among the driving forces behind the platform 

revolution in the insurance sector. Research suggests that more than 

half (56%) of insurers are preparing to transition to the cloud(1), 

primarily owing to its clear cost benefits. Another survey found that a 

sizable 71% are using cloud services for applications, even though this is 

limited to one or two standalone use cases at this time(2). 

https://www.theactuary.com/news/2019/07/insurers-rapidly-adopting-cloud-technology/

https://uk.idc.com/resource/RESOURCES/ATTACHMENTS/how_mature_is_cloud_adoption_in_western_european_insurance.pdf
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Why Industry Platform is the next
logical move for Insurance?

It is essential to recognize the need to adopt an industry platform as 

the logical move following networked infrastructure, 

smartphone-based service delivery, contactless interactions, and 

omnichannel customer experience. 

An Industry Platform approach combines the scale and 

comprehensiveness of software packages like Guidewire with the 

flexibility, agility, and optimization readiness of the cloud. It also brings 

in dedicated technology experts and system integrators to envision a 

shared transformation pathway, cutting down on the costs a carrier 

would incur if they were to rapidly pivot toward the emerging needs of 

a new generation of insurance customers. 

 
The following two scenarios illustrate why carriers need a shared 

transformation model and move to the cloud from traditional 

on-premise infrastructure.



Driving Transformation towards Cloud and Platform in Insurance Page 4

Scenario 1:
On-premise infrastructure
is out of sync with next-gen agility

Out of this, 5 million is spent on hardware needed just to keep the lights 

on. In case of any under-utilization, this investment is wasted as physical 

servers sit idle in rack space. Given the standard operating hours for 

most carriers, the majority of servers would be used at 100% for 8 hours 

a day (optimally) and at 30% for the remaining 16 hours. 

This hardware setup would typically lead to a waste of 50% of physical 

resources, taking seasonal flux and unpredictable downtimes into 

account. 

Hardware aspect:
For a carrier of this size, we could safely assume an IT staff of 200, 

leading to $15 million in personnel costs per year. If the carrier has 10 

distinct product lines to service (as is the case in a full-suite Guidewire 

implementation) it is extremely likely that each IT resource has a 

specific area of expertise – and is engaged in that area for approximately 

50% of the time. 

This hardware setup would typically lead to a waste of 50% of physical 

resources, taking seasonal flux and unpredictable downtimes into 

account. 

Personnel aspect:

Let’s consider the scenario where a DWP carrier with $500 
million in annual revenues spends $20 million on IT 
development and upkeep every year.
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Scenario 2:
A fast-paced technology landscape
calls for specialized expertise

The production support and development release value chain typically 

comprises five stages, each requiring a specific environment: 

development, systems integration testing, quality, pre-production, and 

production. 

This increases carrier’s environment management efforts exponentially 

to accommodate code merging across releases, various system-level 

patching to ensure compatibility, configuring access control for security, 

and other areas. 

Environment Management:
Apart from a carrier’s existing IT investments, a new development 

release would require twice the number of environments. 

Whenever the company wants to expand their product line-up or 

Guidewire capabilities, it would have to double the staff for a 

development release that could only last for one or two years, before the 

next release cycle. 

Staff Management:

Let’s consider another scenario where a carrier is looking to 
run a development release to expand into a new line of 
business on Guidewire, or transition from legacy to Guidewire.
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Cloud-based software to support the insurance lifecycle 

Why an industry platform on the
cloud is a smarter alternative  

As illustrated in scenario 1, a carrier must spend a sizable amount of 

funds and efforts on maintaining existing line-up, spanning 10 or more 

Guidewire products. An industry platform includes all the applications 

needed to support insurance functions in a cloud-based software 

model, so that carriers can scale up or down with minimal resource 

leakage. 

An ecosystem to inform future innovations
As previous tech revolutions suggest, customer expectations are 

changing more rapidly than ever. As the pace of change accelerates, 

this ecosystem would provide carriers access to value-added applica-

tions and content sourced from industry luminaries to inform future 

innovations. 

Implementation services and system integrator partners
As illustrated in scenario 1, a carrier must spend a sizable amount of 

funds and efforts on maintaining existing line-up, spanning 10 or more 

Guidewire products. An industry platform includes all the applications 

needed to support insurance functions in a cloud-based software 

model, so that carriers can scale up or down with minimal resource 

leakage. 

Continuous upgrades done by vendor instead of discrete
upgrade projects run by carrier 
is a big advantage for insurance carriers. A major version upgrade of a 

core system generally costs about a quarter of the implementation 

cost that is spent to implement the previous version.
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How Zensar could help
turbo-charge insurance innovation

At Zensar, we believe that this shared transformation approach – with 

the carriers following a business-centric pathway, assisted by 

technology-focused partners – is integral to the industry’s success.

Zensar is a Guidewire PartnerConnect™ Consulting Advantage 

partner offering a complete suite of services across the insurance 

lifecycle. We are also Guidewire Dev-Connect partners, aiding 

production support and development areas for Guidewire products as 

well as for add-ons to its ecosystem. With 15+ years of experience, 

spearheading 100+ Guidewire implementation and upgrade projects, 

we are equipped to leverage the power of Guidewire Cloud for a wide 

variety of insurance needs.  
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Key business benefits of using
Zensar’s Guidewire Cloud Platform

Reduced costs
By moving technology assets 

to the cloud, carriers can gain 

from powerful software while 

reducing the costs of resource 

upkeep

$$$

Increased business agility
The cloud allows for the 

commoditization of hardware where 

carriers only pay for the resources used, 

enabling carriers to onboard new 

product line-ups with ease

Accelerated growth
A shared transformation towards the 

cloud lets carriers share technology 

workloads with system 

integrators/partners, while achieving 

growth in line with customer 

expectations



Zensar is a leading digital solutions and technology services company that specializes in partnering 
with global organizations across industries on their Digital Transformation journey. A 
technology partner of choice, backed by a strong track record of innovation, credible 
investment in Digital solutions; and unwavering commitment to client success. Zensar’s 
comprehensive range of digital and technology services and solutions enables its 
clients to achieve new thresholds of business performance. Zensar, with its 
experience in delivering excellence and superior client satisfaction through 
myriad of technology solutions, is uniquely positioned to help its clients 
surpass challenges they face running their existing business most efficiently, 
helping in their legacy transformation, and planning for business 
expansion and growth through innovative and digital ways. 

For more information on Zensar, please contact: 
marketing@zensar.com | www.zensar.com  

Corporate Headquarters: Pune, India 
Global Offices: US | UK | Europe | South Africa 


