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The fast-paced construction 
industry is invariably linked 
to demographics, housing, 

transportation and energy – a link 
even stronger in developing economies. 
With an expected 4.2% compound 
annual growth rate, the global 
construction industry is expected to 
catapult to $10.5trn by 2023. The 
biggest reason behind this growth 
is an increased demand for both 
housing and infrastructure to service 
a population that is expanding and 
urbanising. Increased demand for more 
environmentally-friendly structures, as 
well as the rehabilitation and updating of 
older structures, will drive construction 
demand in the coming years.

HUGE SOCIAL AND  
ECONOMIC IMPACT

Construction accounts for a significant 
portion (11%) of  global GDP and 
employs millions of people  around 
the world. For example, in Europe 
construction activities constitute almost 
8% of total employment, which further 
strengthens this correlation.

With the increased focus on green 
construction, jobs on such projects will 
account for more than 3.3 million US 
construction roles in 2018. Currently, 
more than 2.3 million US workers are 
taking home $134bn annually, mainly 
due to a large number of existing 

buildings that need to be updated to 
comply with Leadership in Energy and 
Environmental Design and similar 
building programmes.

THE CONSTRUCTION PARADOX

We are now facing a quandary: if 
a growing population drives more 
business for construction, how will 
the construction industry manage its 
problem of an FTE shortage and less-
qualified workforce?

The construction industry is facing 
an unparalleled deficit of qualified 
workers. For example, according to US 
Bureau of Labor Statistics there was 
a 200,000 shortage of construction 
workers in 2017, a number set to 
increase to almost 800,000 by 2020. 
Many individuals who left the industry 
during and since the global economic 
crisis have not been replaced, taking 
their considerable experience with 
them. Skilled tradesmen maintained 
top position in a recent US talent 
shortage survey of most job vacancies 
since 2010. This creates a situation 
where many contractors struggle to find 
enough professionals with the relevant 

competence to satisfy present and  
future demand.

Recent trends reveal a competitive 
landscape in flux. According to risk 
managers at leading construction firms, 
alternative forms of capital are invading 
the construction and infrastructure 
arenas, impacting final price and further 
pressing technical competence. It is 
imperative to adopt new technologies 
that can improve security, ensure greater 
accuracy and complete projects more 
quickly, in addition to boosting revenues 
and lowering costs. Some examples of 
this new technology include 3D modules, 
building information modelling, 
construction drones, driverless trucks 
and heavy machinery.

CREATIVE DESTRUCTION?

The next generation of scientists and 
engineers continue to develop improved 
construction methods.  University 
students are already learning about new 
techniques, tools and materials, but 
if their negative perception of skilled 
labour does not change, it may prove 
difficult to replace an ageing workforce. 
As always, those that are quickest to 
adopt these new methods will have an 
advantage and those who do not may  
get left behind.

EXPERTISE

In such market conditions, it is 
imperative for contractors to rely on 
a business partner that understands 
the dynamics of their business. One 
that can discuss all dimensions of the 
construction value chain. Expertise is not 
only understanding risks faced today, but 
those that will be faced tomorrow.
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The future of the construction industry is  
not only about economics, infrastructure,  
regions and development; it is about people!

The rise of technology within the insurance industry
Melissa Boyars, claims 
operations manager UK at 
Generali GC&C, reflects on 
the latest practices to improve 
processes at insurers, the 
challenges and opportunities 
they offer, and the manner in 
which her company is adopting 
these changes.
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It is no secret that the insurance sector has 
been lagging behind banking and other 
financial services industries in its adoption 

of new technologies and adaptation of current 
practices.

We are living through a technological 
revolution: one that affects not only the way 
we live but the way we work and relate to one 
another.

It is often argued that individual organisations 
within the insurance industry must transform in 
order to maintain a competitive edge, enhance 
customer experience and improve profit margins. 
Otherwise, they risk allowing competitors or 
new market entrants to encroach on their market 
share.

Ultimately, technology is a rapidly evolving 
tool; we can invest millions in adopting a new 
technology but there is always the risk that in five 
years’ time, or less, it will become obsolete.

Imagine you have a toolbox of all the 
‘megatrend technologies’ that have gained 
momentum during the past several years. These 
range from the cloud, big data and internet of 
things devices to robotics, artificial intelligence, 
blockchain and telematics – just to name a few. 
But while you might have access to all of these 
tools, it does not mean that employing them all is 
the best fit for your company’s strategy.

It is important to also avoid the pitfall of 
rolling out the latest shiny new tool simply 
because your competitors have. Instead, make 
sure that you are selecting these tools based on 

how they integrate with your company’s strategy 
and offerings.

The deployment and adoption of certain 
technologies might actually be best leveraged 
from an industry-wide perspective. This, 
of course, would require transparency and 
collaboration through the establishment of a pan-
industry platform, allowing shared access to the 
required data when settling claims, particularly 
ones arising from liability issues.

However, at this time, some in the industry 
are unwilling to share data despite the fact, in 
my opinion, it would ultimately better serve the 
insurance industry as a whole. This means that we 
are still obliged to work independently.

INNOVATIVE CLAIMS MANAGEMENT

One strategic priority for insurance companies 
is to embrace innovation through processes that 
make claims management more efficient. For 
example, in the UK we have adopted robotic 
process automation (RPA) to provide greater 
benefits in automating workflow and streamlining 
operations, thereby enhancing the value chain. 
We have leveraged these process improvements 
to further our engagement with clients, better 
inform our decision making, and deliver on our 
promise to settle faster with fewer issues.

The application of RPA has, so far, only been 

on specific processes in the insurance sector. 
Moving forward, we need to take a holistic view 
in order to identify how we can best implement 
RPA to transform the entire ‘cradle-to-grave’ 
claims handling and settlement process.

THE CHALLENGE OF TECHNOLOGY

When deploying robotics, or any new technology 
for that matter, we must look both externally, 
focusing on clients or intermediaries, as well 
as internally to determine organisational fit. 
Through RPA insurance, companies can automate 
lengthy manual processes and free up time for 
employees to work on more intellectually and 
emotionally stimulating tasks.

In the UK, we selected one line of business 
and replicated the activities of claim handlers 
by mapping out relevant processes, then we 
scheduled the software to run when required. We 
have seen major efficiency gains in time and cost. 
We are now utilising the scalability benefit to 
focus on additional lines of business.

The limitation with RPA, however, is centered 
around the predefined linear decision tree that 
manages the simple, rote tasks. This is because 
humans have what can be described as circular 
conversations with one another that RPA cannot 
comprehend, as they are outside of its process. For 
instance, we have discussions in the workplace 



whereby no formal decision is made because each 
party has opposing views. These conversations 
do not always reach a resolution and are often 
impacted by emotion, judgement and thinking. 
These types of conversations do not easily map 
into the linear decision tree.

So where do we go from here?

BEYOND RPA:  
ARTIFICIAL INTELLIGENCE

We must look towards technology that is 
designed to replicate human thinking, more 
commonly known as artificial intelligence (AI). 
AI, like RPA, undertakes activities against 
predetermined outcomes, but it is purely based on 
the data it is given to work with. So, the AI has 
to be ‘trained’ in order to generate any actionable 
insights.

AI already supports numerous industries, 
and can support the insurance industry in a wide 
range of functions, including claims management 
through the analysis and accessibility of timely 
data, solving data inconsistencies, and serving as 
an enhanced efficiency tool.

For example, AI can enable people to make 
better-informed decisions through the assessment 
of market conditions and associated risk. This 
can then enable insurers to be more selective of 
the risks they accept. It also gives insurers the 
capacity to offer loss prevention consulting or 
other value-added services to their clients.

A prime example of this was the use of drones 
during the 2017 Californian wildfires, which 
autonomously patrolled high-risk areas, using 
their sensors and AI to identify new damage and 

future problem areas.
Drones have key advantages over 

conventional aircrafts as they can operate in the 
dark and in challenging conditions. According to 
the US Forest Service, plane and helicopter crashes 
accounted for 24% of wild land firefighter deaths 
between 2006 and 2016. If a fire starts to close in 
on a crew, drones also have the ability to identify a 
quick escape route.

There may also be areas of operation that 
at present are not economically viable, despite 
the obvious benefits they provide. One area we 
are constantly reminded of in the claims area is 
potential and actual fraud. Fraud analytics is often 
cited as the solution. But does the cost involved 
justify the recovery that may be obtained? What 
may be true for personal line claims – which 
consist of high-volume, relatively low-value claims 
– may not also be true of commercial or corporate 
claims that are more diverse, and the available 
data more sparse.

As AI progresses, the availability of data, big 
and small, will increase and become more reliable. 
When integrated into a claims management 
system, it will reduce error and improve margins.

PEOPLE VS AUTOMATION?

Finally, it is important to remember people in an 
organisation closely linked to the technology and 
processes it seeks to improve. We should look 
to support employees and provide them with 
additional tools in the decision-making process, 
instead of seeking out new technology to replace 
them.

Individuals add value by developing strategy 

and driving change. Certain functions, like 
building relationships and using institutional 
knowledge and experience to analyse complex 
claims, simply cannot be automated.

Human interaction is an essential component 
of how any business operates and we should be 
endeavouring to leverage those inherent abilities. 
Personal touch may be regarded as a luxury, but 
it adds value and improves customer service and 
retention. However, there will be a need to teach 
new skills to claims handlers so that they can take 
advantage of the latest technological tools at their 
disposal. The future requires a continuous level 
of listening and learning in order to stay ahead of 
the curve and produce the best possible results for 
clients.

We must remain focused on what we want to 
achieve, as well as the experience we are offering. 
Success will lie in developing a strategy that 
utilises the combined potency of RPA, artificial 
intelligence, streamlined end-to-end processes 
and, just as importantly, people.

So, let us not get caught up in the hype 
around the latest technological advancement, but 
rather focus on whether it properly integrates 
with current processes and systems, and can be 
effectively utilised by employees. As Henry Ford 
once said: “Failure is only the opportunity to 
begin again more intelligently.”

Or as Mark Twain put it: “The secret of 
getting ahead is getting started. The secret 
of getting started is breaking your complex 
overwhelming tasks into small manageable tasks, 
and then starting on the first one.”
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