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About Insurance Insight
Insurance Insight is a quarterly publication which provides an overview of major developments
shaping the UAE’s insurance industry. We seek to provide you with an engaging compilation of
performance metrics and key trends relevant to the industry.
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Industry pulse
Customer experience in insurance
Technology, innovation, and increasingly demanding customer expectations are
transforming the insurance industry. As insurance providers, it is important to
understand customer motivation, the forces behind their purchasing process, and
their experiences. These are important factors that can influence customer loyalty
in an increasingly competitive market.

Major trends for insurance companies to enhance customer experience
Customers usually expect the insurer to understand their needs and expectations. They also tend to
expect some proactivity from their insurance companies. The need for technological solutions was
already apparent before the Covid-19 crisis. Accelerated by the pandemic, it is now of utmost
importance in relation to both the customer journey and value chain.
The adoption of big data and machine learning techniques could allow insurance companies to
improve customer interactivity, and design products and services. Moving forward, we expect to
see proactive customer services, growth in customer experience personalization, and the
establishment of self-service solutions (supported by data analysis and digital technology).

Proactive customer service

Personalized experience

Self-service

Seamless experience with
partners and suppliers

Customer experience as a differentiating factor
Providing a unique customer experience that addresses key user expectations and preferences can
be a decisive factor for sustained growth in a highly competitive insurance industry.
In this area, there is no one-size-fits-all solution, partly because customer preferences are constantly
evolving. It is vital to consider the specific context of each customer and product. So, there is a
need to devise systems and processes that record customer feedback, which will be used to
continuously adjust the performance model and enhance the user experience.

Goncalo Traquina
Partner, Financial Services
KPMG Lower Gulf
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Industry pulse
Transformation – Insurance perspective
Increased pressure on existing business models as a result of Covid-19 has
heightened the need for transformation in the UAE insurance industry. Further,
increased competition and a more complex regulatory regime have made digital
transformation a driver of change for insurance companies.
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IoT has disrupted the way insurance companies leverage
analytics to monitor the health of policyholders and provide
personalized benefits. Additionally, insurers are efficiently
utilizing wearables to assist policyholders in preventing and
mitigating adverse incidents.

Artificial Intelligence
(AI)
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An increase in the utilization of AI models by insurance
companies to create pricing policies, perform real-time risk
assessment, and improve predictions of client damages.
Many insurers have developed AI-powered risk models and
are leveraging AI to support customer analytics.

Digital channels
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Insurers have increased the use of digital channels to interact
with their customers, creating bespoke interfaces for
customers, re-insurers and agents.
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Behavioral analytics is now used to create tailor-made
insurance plans, through real-time monitoring. Insurers are
offering flexible usage policies across car insurance product
categories.
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Non-traditional technologies are having a dramatic impact on
insurance and are shifting the way in which insurers interact
with their customers to assess claims. For instance, GPS and
telemetry data are being used to track details of car accidents,
and drones are deployed to assess damages.

Internet of things (IoT)

Smart insurance

Claims transformation

Vijay Bains
Director, Advisory Services
KPMG Lower Gulf
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Full year 2020 results snapshot
Total assets increased
by 3.0% to

USD 11.5 bil ion
Net profit after tax
increased by 14.7% to

UAE
Average premium
retention ratio
decreased by 1.4% to

29.8%
Average loss ratio
decreased by 9.4% to

54.2%
1.
2.
3.
4.

USD 0.4 bil ion
Gross written
premium (GWP)
increased by 3.8% to

USD 5.0 bil ion
Insurance receivables
increased by 4.2% to

USD 1.2 bil ion

Representation includes top 10 listed UAE insurance com panies based on total assets as of 31 December 2020
Net profit after tax, GWP, average premium retention ratio and loss ratio m ovements are in com parison to 31 December 2019 results
Total assets and insurance receivables movements are in com parison to FY19, as published in the FY20 financial statements
Currency conversion rate used:
a) UAE dirham (AED)/USD [2020: 0.2722, 2019: 0.2722]
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Insurance companies as of 31 December 2020 (1/2)
GWP market share FY20 (Top 10)

Net profit after tax

Total GWP – US$5.0 billion

ORIENT FY20:
US$117.2
105

4.7% 1.7%
5.0%

ORIENT
ADNIC

Net profit after tax FY19
Participant average – FY20
Participant average – FY19

23.2%

Net profit after tax (US$ in m illions)

5.1%

OIC

5.7%

ALAIN

SALAMA

6.4%

EIC

ABNIC
DIN

6.6%

UNION

22.0%

AWNIC

70

35

19.6%
0

*Representation includes top 10 insurance com panies in the UAE
based on total assets as of 31 December 2020

Premium retention ratio**

Loss ratio**

Prem ium retention ratio FY20

80%

Loss ratio FY20

Prem ium retention ratio FY19

Loss ratio FY19

Participant average – FY20
Participant average – FY19

Participant average – FY20
Participant average – FY19

90%

60%

Loss ratio (%)

Prem ium retention (%)

Net profit after tax FY20

40%

60%

30%
20%

0%

0%

Legend:

Al B uhaira National Insurance Com pany

ABNIC

Orient Insurance Com pany

ORIENT

Al Ain Al Ahlia Insurance Com pany

ALAIN

Union Insurance Com pany

UNION

Abu Dhabi National Insurance Com pany

ADNIC

Islam ic Arab Insurance Com pany

SALAMA

Dubai Insurance Com pany

DIN

Om an Insurance Com pany

OIC

Em irates Insurance Com pany

EIC

Al Wathba National Insurance Com pany

AWNIC
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Insurance companies as of 31 December 2020 (2/2)
ROE and ROA**

Insurance receivables/GWP**
ROE as on 31 Decem ber 2020

Insurance receivables/GWP as on 31 Decem ber 2020

ROA as on 31 Decem ber 2020

Participant average – as on 31 Decem ber 2020

UNION FY20:
52.5%
35%
Insurance receivables/GWP (%)

12%

6%

0%

28%

21%

14%

7%

0%

Total assets and total equity

Share price and price earnings ratio**

Total equity FY20
Participant average total equity – FY20

20

Share price as on 31 Decem ber 2020
P/E FY20
20

15

15

10

10

5

5

0

0

Participant average total assets – FY20
2,000

1,500

1,000

500

0

Share price (US$)

Total assets and total equity (US$ in m illions)

2,500

Total assets FY20

P/E ratio (units)

ROE and ROA (%)

18%

Glossary
** Premium Retention Ratio is calculated by netting reinsurance premium only from gross written premium.Loss ratio is calculated by dividing net
claim s incurred by net earned premium. ROE and ROA are the ratios of the last 12 m onths net income after income tax to average total equity and
average total assets respectively as of 31 December 2020. Insurance receivables/GWP is the ratio of average insurance receivables over a gross
written prem ium of last 12 m onths. P/E ratio is calculated as the closing share price as of 31 December 2020 quoted on EPS. Also, AWNIC and
UNION are not considered in share price and P/E ratio due to significant deviation from another participant’s P/E ratio.
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From our global desk
Getting on the fast track to IFRS 17

CIO Survey 2020: Insurance industry
insights

Read
Read more
more

Read
Read more
more

The Future of small business
commercial insurance

Testing times: feedback from insurers
on IFRS 17 implementation programs

Read
Read more
more

Read
Read more
more

Thought-corner
Impact of
Covid-19:
One year on

Click here to read Anay Srivastava’s views on the
impact of Covid-19 on the insurance sector and
areas of significant concerns for insurers.

Anay Srivastava
Director, Advisory Services
KPMG Lower Gulf
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Upcoming webcasts
Webinar details:
To help you understand the impacts of
Covid-19 on your business, we are offering
a series of webcasts on the new reality for
Insurance.

Our first webcast will focus on the Future
of Finance.

New Reality for Insurance –
Future of Finance

Date: Wednesday, 14 April 2021
Time: 5:00pm – 6:00pm (UAE)
4:00pm – 5:00pm (KSA)
Register
here
Read more

Webinar details:
Aimed at sharing insights from KPMG
International’s latest publication, Interim
reporting choices under IFRS 17. We’ll
discuss some important issues to consider
for the initial set of interims and suggest
some key transformational areas as part of
the IFRS 17 program.

Getting on the fast track to
IFRS 17: Interim reporting
choices

Date: Tuesday, 20 April 2021
Time: 5:00pm – 6:00pm (UAE)
4:00pm – 5:00pm (KSA)
Register
here
Read more
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