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Delivering
360-degree
value

Accenture is a global professional services 
company with leading capabilities in digital, 
cloud and security.

Unmatched experience and specialized skills 
across more than 40 industries

Offers Strategy & Consulting, Interactive, 
Technology, and Operations services—all 
powered by the world’s largest network of 
Advanced Technology and Intelligent 
Operations centers.

Over 569,000 people deliver on the promise 
of technology and human ingenuity, 
serving clients in more than 120 countries.

Visit us at www.accenture.com.

Accenture embraces the power of change to 
create value and shared success for our clients, 
people, shareholders, partners and communities.



Companies that deliver 
an experience with the 
entirety of their business 
are more likely to achieve 
the highest levels of 
sustained growth.

A Pivot 
for Growth: 
BX-Led

Optimize customer touchpoints around product/service

Focus company around customer acquisition conversion, 
engagement and retention of customers.

BX Business 
Experience

Solve for customer need around a purpose

Focus company around becoming indispensable to customers: 
experience-led, with business model, employee experience, 
operating model and technology in service of the experience.



From maximizing 
profitability to

A shift in thinking 
from CX to BX

profiting 
from purpose

From 
focusing on 
products to

focusing on 
customer 
outcomes

From making 
people want 
things to

making things 
people want

From scaling 
business 
processes to

scaling 

customer-centricity.

From creating 
efficiencies 
in silos to

driving growth 
across the 
business.



Reimagining insurance, 
both externally and internally

Reimagine customer 
engagement

Create a differentiated 
set of products and services

Invest in the future-ready 
business capabilities to support 
new offerings

To succeed in the future, insurance leaders need to: 

1 2 3

They also have new opportunity to work 
with ecosystem partners on a wider breadth of 
offerings and convergence plays.
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Leaders have extended their advantage over Laggards

2x 5x
Leaders’ growthrate: 9.11

Laggards’growth rate: 4.24

Leaders’ growthrate: 3.98

Laggards’growth rate: 0.80

Leaders’ revenue

Laggards’ revenue

Companies have 
compressed 
transformation 
in the face of COVID-19.



The events of 2020 
revealed opportunities 
to elevate performance. 

New workforce operating 
models

Increased cloud operations

Proactive digital customer 
engagement

• Now, insurers have seen what’s possible 
and know they have the power to provide 
real-time monitoring of risk with 
expanded data.

• Insurance has moved beyond 
static offerings to continual 
Human + Machine engagement with the 
customer, which informs how potential 
threats are mitigated and managed. 



Insurers must fund and enable 
the future with future-ready operations built on data, 
connected, cloud-powered technology architecture. 



Insurers are investing heavily into digital to solve these 
problems.

Contain 
operating 
costs

3%

15%

36%24%

22%

Between

0% and 0.5%

Between

0.5% and 1%

Between

1% and 2%

Between

2% and 3%

More

than 3%

What percentage of total company revenue would you estimate your organizations is investing this year in new 
digital technologies?

Improve 
customer 
engagement 

Reinvent 
their 
businesses 



Key takeaways

Modernize legacy 
technology to drive 
digital capabilities 
consumers expect.

Cultivate collaboration to 
establish tech that 
differentiates your products 
and services.

Make business experience 
an everyday habit across 
your organization

Business experience (BX) solves for customer needs around a purpose.

1 2 3

80% of BX leaders were very confident in their ability to link CX 

innovations to actual business results

61% of BX leaders have a clear view of technology needed to 

remain competitive and relevant to customers


