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State of the Canadian Workplace Benefits Industry

Proliferation Diverse
of advanced workforce
technology

Increasingly Evolving
consolidated client
market demands

Emerging 3 Evolving
risks (V) regulatory

landscape
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The Insurance Sector Is Ripe For Productivity Reinvention Based On The Nature Of Work

Insurance services spend most work hours in tasks with high potential for time reduction and quality increase.

Core operational insurance functions have one of the highest degrees of
potential exposure to automation and augmentation, due to the highly-
manual and procedural nature of tasks

Claims

 Claims-handling and servicing will be one of the most highly-impacted
functions by Generative and Agentic Al, with 50% automation and 35%
augmentation potential

Underwriting

* 100% of underwriting activities (both on the group and individual side)
have the potential to be augmented, as Generative Al will allow
underwriting professionals drive faster, more actionable insights

 With Gen Al, carriers have the potential to process 100% of
submissions, double their submission-to-quote rates, and reduce
premium leakage from missed underwriting controls

Source: https://www3.weforum.org/docs/WEF_Jobs_of Tomorrow_Generative_Al_2023.pdf

Share of work time by industry
% of work time, by type & level of exposure to Gen Al
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Significant time savings & quality
enhancements

Significant time savings
Significant quality enhancements
Lower impact

Non-language tasks
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https://www3.weforum.org/docs/WEF_Jobs_of_Tomorrow_Generative_AI_2023.pdf

How Are Carriers Prioritizing Their Investments?

Overall digital strategies

Technology platforms

APIs

2024 Digital Transformation in Canadian Workplace Benefits

Company Practices Summary Report

Internal systems

LIMRA surveyed 9 Canadian workplace benefit Data analytics

carriers

Artificial intelligence

Digital customer experience
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Respondents plan to increase
or significantly increase
their investment in digital initiatives

over the next 3 years
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Digital Investments Motivations
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Implementing Digital Strategies
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Systems Upgrades Are Planned

Plans to Upgrade Internal Systems in the Next 5 Years*
(number of carriers)

Create a centralized “data lake” or “data hub” for
customer data

Add new layers or connections to enable better
integration between internal systems

Move some or all internal functions to a cloud-based
system

Add new layers or connections to enable better
integration with external business partners

Reduce or consolidate the number of internal systems

Purchase a new internal system

Build a new internal system

_\ I
~N
RN

Combine all internal functions onto one system

m Definitely planning Considering ® No plans m Not sure

®

.l i . ’q’] n - "---‘
*Based on nine companies.

Source: Digital Transformation in Canadian Workplace Benefits, LIMRA, 2025. NGV'QGfe \/Vlfh Conﬁdence



Carriers Are Prioritizing Their Digital Investments

Most workplace benefit carriers see improvements to internal systems as their highest priorities for digital investment,
including upgrading or replacing internal systems and automating internal processes. These enhancements are likely to help
carriers achieve greater efficiencies in their workflows and free up resources for future investments.

Other high priorities include APIs and integrations with technology platforms as well as improvements to the customer-facing

digital experience.
Highest Priorities for Digital Investment*

(number of carriers)

Upgrading/replacing internal systems
Internal process automation

APls and integrations with platforms
Customer-facing digital capabilities
Artificial intelligence

Customer data initiatives

*Based on nine companies. Up to three responses allowed. . . .
Source: Digital Transformation in Canadian Workplace Benefits, LIMRA, 2025. Nawgafe V\/If’h Conﬁdence


https://www.limra.com/?utm_source=research-report&utm_medium=graphics-pdf&utm_campaign=graphics-pdf
https://www.limra.com/?utm_source=research-report&utm_medium=graphics-pdf&utm_campaign=graphics-pdf

Activities across the claims lifecycle are being completely reimagined, driving productivity

gains and elevating the role of humans

oigtalClaim Initiation & Eugiitty || Claim Setup PYT— T st

Document Ingestion

* Documents are automatically received,
checked for quality, classified, and
processed to be ready for review by a

Claim Review & Decisioning
* Automatically summarize the medical
documents received with insights and an

M Sl Verification of Covered Event & Coverage evidence-based recommendation reported back
junior adj'udl'cator Determination to the clinical team for review
* Junior adjudicator further prompts Al ¢ Claim-handling reviews a synthesized * Curated recommendations are provided to the

assistant for clarification on data summary confirming the cause of loss,

indemnity exclusions, and coverage,
focusing only on exceptions or complex

cases

adjudicator to review and action

Triage & Segmentation

« Claim characteristics are identified and assigned to
the adjudicator with the most appropriate skillset
* Simple claims are handled with no human touch (e.g.,
low value plan member clams), while human
intervention is flagged for more complex claims Closing Insights & Feedback Loop
* Automated process review and
insights for auditing, compliance,
and root cause analysis, as well
as automated insights-extraction
for coaching

\

Claim Data Enrichment

* Dataisintegrated across client data
systems and 3" party data sources to
supplement submission with relevant
claimant data

~120 min reduction in . .
Value at Stake time for medical record 7/ IO TEAEIE Automated
s turnaround time adjudication

summarization 3906 STP
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Artifical Intelligence
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Carriers Are Experimenting With Artificial Intelligence

* Five out of nine participating carriers are currently using artificial intelligence (Al) for at least one workplace benefits business function,
while an additional two companies have not yet implemented Al as part of their business processes but are working on developing these
capabilities. The most popular current uses of Al are for IT support, chat bots, and claims.

Uses of Artificial Intelligence*
(number of carriers)

IT support (code generation or debugging) NG 3
Chat bots N2 3
Claims [IEN2E—— 2
Voice bots NN 3
Proposal generation/quoting NSNS 3
Email bots SIS 2 6 |
Group underwriting  ISEIREEN 2 T
Individual underwriting RIS 2 -
Personalized wellbeing recommendations BN 1 7
Support for contact center reps B 1 7
Marketing 2 7y
Enrolment setup 1
Personalizing the enrolment experience 1
Decision support for customers 1
Analyzing customer feedback 1
Billing 9
m Currently using Al for this Working on developing Al for this mNo plans
13 ‘*Based on nine companies. 2025, LL Global, Inc. All rights resanved.

LIMAA
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Leadership Imperatives for Reinventing Insurance with Gen Al

Al Navigator for Enterprise

REINVENTING

INSURAN

with | €& Gen Al

1

Lead with
Value

Business Value

and Priority Plays

Processes and
Capabilities

5,

Change and Continuous
Reinvention

2

Talent and New
Ways of Working

3

Responsible
Al

A

Digital
Core

Data and Al
Backbone

Technology
Architecture

Cyber
Security

Copyright © 2025 Accenture. All rights reserved.
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Challenges and Opportunities
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Internal Systems Present Difficulties

Carriers report a variety of challenges with their internal administration systems for group benefits. The most common
difficulties pertain to legacy systems, lack of connections between internal systems, lack of centralized product data, and

reporting challenges. Biggest Challenges With Internal Systems*
(number of carriers)

Managing on one or more legacy systems

o

Lack of connections between internal systems

AN

Lack of centralized product data

I

AN

Reporting challenges

Systems do not work well with APls

w

Restricted to consuming proprietary file layouts

Need to convert scanned data or picture files

w

Difficulty matching customer data across systems

w

w

Contracts are not digital

N

Lack of detailed customer data

—

Other

—

*Based on nine companies. Multiple responses allowed. Nawgafe V\/If’h Conﬁdence
Source: Digital Transformation in Canadian Workplace Benefits, LIMRA, 2025.


https://www.limra.com/?utm_source=research-report&utm_medium=graphics-pdf&utm_campaign=graphics-pdf
https://www.limra.com/?utm_source=research-report&utm_medium=graphics-pdf&utm_campaign=graphics-pdf

Key Learnings
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We Want to Hear From You. Leave a Rating & Review.

Module Option Agenda Option

[) 2025 Workplace Benefits Co...

Q Se:

=| Event Feed .
= Ma General Session - Workplace
Y= . .
Benefits Industry Overview
000 ; . ;
?‘:y:’? Agenda * Reg April-23-2025 02:00 PM-02:30 PM
0° 10:0C
@ Community Engagement e Gen fno ratings yeti
02:0(¢
@ Sean O' Donnell, LLIF
E Conference Resources
— * GS1 @ Location .
(no ratings yet)
Q
‘Q’ Speakers () sessionChat
® Brei —
A Add To Calendar
moCOo Attendees 0e3¢ Iil
WW : : Y
= - —
o n s Ratings & Reviews dl =] ediviors
ici | 0
% Sponsors ° 1.2
03:4¢
aa .
{:;m{} Ratings & Reviews
v ° 13"

03:4¢

'Illl‘l‘\‘\“

m

5 EAZ

Navigate With Confidence

Opj Leaderboard




Thank You

il il l‘\\'\“

[OM/

Navigate With Confidence



	Seizing Opportunities: Embracing Digital Transformation in the Canadian Market
	Slide Number 2
	State of the Canadian Workplace Benefits Industry
	The Insurance Sector Is Ripe For Productivity Reinvention Based On The Nature Of Work
	How Are Carriers Prioritizing Their Investments?
	Slide Number 6
	Digital Investments Motivations
	Implementing Digital Strategies
	Systems Upgrades Are Planned
	Carriers Are Prioritizing Their Digital Investments
	Activities across the claims lifecycle are being completely reimagined, driving productivity�gains and elevating the role of humans
	Artifical Intelligence
	Carriers Are Experimenting With Artificial Intelligence
	Leadership Imperatives for Reinventing Insurance with Gen AI
	Challenges and Opportunities
	Internal Systems Present Difficulties 
	Key Learnings
	We Want to Hear From You. Leave a Rating & Review.
	Slide Number 19

