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Insurtech, a sector at the intersection of insurance and technology, is at the forefront of providing tailored, user-friendly 
insurance solutions that align with the preferences of this tech-savvy generation 
 
The insurance industry, like many others, is undergoing a profound transformation that is driven by rapid advancements 
in technology and the evolving preferences of consumers. Generative AI, the ability of AI systems to create new, original 
content, is poised to revolutionise the way insurance companies operate and interact with their customers. 
Simultaneously, Gen Z, the demographic cohort succeeding millennials, is emerging as a powerful force in the 
marketplace, bringing unique expectations and behaviours. 
 
The rise of generative AI in insurance 
 
Artificial intelligence (AI) has long been a game-changer in marketing strategies. However, the advent of generative AI 
marks a shift from being a niche tool to becoming an integral part of mainstream operations. Prominent marketers are 
leveraging AI to spot trends, test products, and refine their marketing approaches. This evolution has profound 
implications, especially in an industry traditionally structured as insurance. 
 
One example of how generative AI is used in the insurance industry is in the development of chatbots. AI powers 
chatbots and can naturally interact with customers, providing them with information and answering their questions. 
This can free up customer service representatives to handle more complex inquiries and provide a better overall 
customer experience. 
 
Gen Z: Pioneers of the AI economy 
 
Gen Z, the cohort born into the digital age, stands out as the fastest embracers of the AI economy. Their innate comfort 
with technology and the digital realm has propelled them to seek personalised, tech-infused solutions in all aspects of 
life, including insurance. Data from reputable sources like the Big 4 consulting firms indicates that this generation has 
a preference for brands that offer seamless digital experiences and harness AI to meet their needs. 
Gen Z is the demographic cohort born between 1997 and 2012. They are the first generation to have grown up with 
smartphones and social media, and they are accustomed to having access to information and entertainment at their 
fingertips. This has shaped their expectations for businesses, including insurance companies. 
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Adapting marketing strategies to the changing landscape 
 
Insurance companies need to adapt their marketing strategies to reach Gen Z consumers and effectively communicate 
the value of their products and services. This includes using digital marketing channels such as social media and online 
advertising to reach Gen Z, where they are most likely to be engaged. It also includes creating marketing materials that 
are relevant to Gen Z's interests and values. 
 
In addition to adapting their marketing strategies, insurance companies also need to invest in technology and 
innovation to keep up with the pace of change. This includes developing new products and services that meet the needs 
of Gen Z consumers, as well as using AI to improve efficiency and personalisation. 
 
Tech-driven habits: Redefining workplaces and consumption patterns 
 
The impact of AI and technology goes beyond marketing strategies. It seeps into the very fabric of Gen Z's habits, 
transforming both workplace dynamics and consumption patterns. Insurtech, a sector at the intersection of insurance 
and technology, is at the forefront of providing tailored, user-friendly insurance solutions that align with the preferences 
of this tech-savvy generation. 
 
Adapting to new realities: Embracing insurtech innovations 
 
In response to the changing landscape, insurance companies are evolving. They are embracing insurtech innovations to 
cater to the demands of Gen Z. Tailored policies, AI-driven risk assessments, and streamlined digital experiences are 
becoming commonplace. This shift is not merely about technology adoption but about reshaping the entire insurance 
ecosystem to meet the expectations of a generation that thrives on customization and accessibility. 
In conclusion, the rise of generative AI and the influential force of Gen Z have ushered in a new era for the insurance 
industry. As industry leaders, it's imperative to recognise these shifts, adapt swiftly, and innovate proactively. The 
words, "In the realm of insurance, embracing AI and catering to the evolving needs of Gen Z isn't just a choice; it's the 
pathway to relevance in an ever-changing landscape," have found relevance in their truest regard today. 
The convergence of generative AI and Gen Z isn't a challenge but an opportunity for the insurance industry to reimagine, 
reinvent, and remain relevant in the age of constant innovation and evolving consumer expectations. 
(The author is KV Dipu, Senior President & Head-Operations & Customer Service, Bajaj Allianz General Insurance) 
 


