
COPYRIGHT © ALTUS LIMITED 2020. ALL RIGHTS RESERVED

Insurance Digital Roadmap

Techniques discussed:

Capability Maturity Assessment

Digital Technology Roadmap
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GI Digital Rankings
How does my business rank against my peers

• Our Digital Research in December 2018 

measured the digital capabilities for Personal 

Lines Home and Motor products across the 

industry

• We assessed the leading 20 PL Insurers 

against 10 key criteria through the entire 

customer journey, from Quote & Buy through 

to Renewal & Claims

• Our findings clearly show that although the GI 

Industry has the ambition to become digitally 

enabled there is still a long way to go

• We have developed a methodology and an 

online tool for assessing your digital maturity
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https://www.altus.co.uk/sites/default/files/media/document/altus-cons-gi-digital-infographic-refresh_final.pdf

https://www.altus.co.uk/sites/default/files/media/document/altus-cons-gi-digital-infographic-refresh_final.pdf
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How Can I Improve My Digital Capabilities?
Altus provide a clear methodology to make it easy for you to ensure your digital roadmap is aligned to your digital ambitions
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Capabilities
Assessment Grids

Agree capabilities in scope based 
on our GI Capability Framework.

Utilise our capability assessment 
grids to assess your digital 
maturity.

Recommend

Workshops

Analysis

Assessment of identified 
capabilities against 
maturity criteria; capture 
detail on as-is performance 
and known issues, define 
to-be states and identify 
on-going/planned 
initiatives.

Analysis of as-is and to-be positions,  
gaps and comparison with strategic 
objectives, technology capability and 
in-flight change activity.

Capability Maturity outputs, 
technology capability review and 
supporting recommendations 
produced and presented back to key 
stakeholders.

Playback
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What next? Capability Maturity Analysis - FAQs
What to expect during a Capability Maturity Assessment exercise

What is a ‘capability maturity analysis’ exercise?

A maturity analysis is a technique for objectively measuring how well a business does what it exists to do.  For each 

business capability in the General Insurance framework, Altus have derived a set of measurable attributes based on our 

experience across the industry.  Categorising the maturity of an organisation’s capabilities allows an aggregated picture to 

form enabling a comparison to industry peers.  Aligned to the business capability uplift, we also carry out technology review.

What does a Capability Maturity Analysis exercise involve?

A typical Capability Maturity Assessment exercise will involve establishing which business capabilities to focus on, running 

workshops to map the current maturity and target state maturity and an analysis of the outcomes.  Building on this activity, 

Altus can also map the maturity states to both technical architecture and strategic initiatives enabling an objective business 

view of the impact of inflight or potential future change programmes on the future operating model for the business.  

What is the commitment from my organisation’s team?

Naturally this varies between organisation, but typically Altus would encourage the input from key SMEs with responsibilities

for each of the capabilities that are being focussed on, together with inputs from business and enterprise architects.  

What preparation does the team need to do beforehand?

Altus will run a series of workshops to determine the maturity of each capability, with the expectation that all workshop 

attendees will have a strong working knowledge of the area that they represent.  Our approach is to ensure that both 

positive and negative points related to each capability are captured, and brought to life with examples from the SMEs.  

What are the outputs from the exercise?

The exercise will produce a range of capability maturity grids, showing where your organisation considers the business 

currently sits when rated against a range of maturity criteria.  A second overlay then shows the target state the business 

wishes to achieve for the future.  Outputs from additional activity have included mapping of change programmes to target 

states, and technical architecture impacts depending on the engagement.  These will all be presented to leadership teams 

as desired. 

How long does this process take?

A classic “it depends” answer – it will all depend on the coverage of the business capabilities that you wish to map, 

availability of key resources, and depth of analysis carried out.  Our previous engagements of this nature have typically 

ranged between 1-4 months elapsed from initial workshop to final playback. 
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Business Capability Framework
Shown here at Level 2 only, the complete framework contains 1200+ capabilities needed to operate an insurance business



Capabilities – Factors for Assessment
What are the key areas that influence the assessment

Technology

• IT applications

• IT infrastructure

• End User Computing

• Internal Integration

• External Integration

People

• Organization structure

• Role Profiles and 
Descriptions

• Staff Skill Sets

• Defined Objectives

Information

• Automation Levels (STP)

• Policies & Procedures

• Business Data

• Business Rules

• Measurable KPIs

To assess a capability it is 
necessary to consider different 
aspects of those dimensions 
when setting maturity levels.

The three dimensions are the 
integral parts of a capability and 
support each other in enabling 
delivery of the capability for the 
business.

A business capability is a logical representation of ‘what’ the business does.  To consider the level of maturity within an 
organisation there are three dimensions to a capability that need to be considered.
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The Capability Maturity Assessment Grid

• The Maturity Grid we will be using has three levels of maturity, each level derived from consideration of the three 

capability dimensions (Technology, People, Information) and industry standard definitions where applicable. 

• A capability can be assessed against each of the dimensions with an aggregate score to represent overall 

maturity or allocated an overarching score.

• The grids describe the key attributes of the capability at each level of maturity and where possible should be 

specific to that capability.

Managed refers to capabilities that 
broadly align with industry standard 
practice.

Optimised refers to capabilities that 
are innovative and lead the market 
and are a key differentiator for the 
business.

Basic refers to capabilities that 
are severely under-developed 
and may be holding the business 
back.
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As-Is/To-Be Assessment
How does it work

Using our online system PEAK an assessment of the agreed capabilities against maturity criteria is 

performed; capturing detail on as-is performance and known issues.

• Workshops are held for each capability (or group of associated capabilities) to assess the current 
maturity level.
• A score is assigned for each capability to reflect the current state of maturity.
• The same is done for the target state of maturity.
• Comments and opinions are also collected to help justify the scores and to provide input for 
subsequent analysis.
•Callouts will detail initiatives providing uplift and technology dependencies

The capabilities are 
assessed against the criteria 

for current maturity. 

A proposed target 
maturity is then agreed. 
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Capability Framework:
General Insurance

© Altus Ltd 2016 Version 1.0GI Capability Framework

ORGANISATION SUPPORT

POLICY ADMINISTRATION

Application 

Administration

3

Policy Maintenance

7

Premium Management

3

Policy Renewal

5

Policy Termination

4

CUSTOMER MANAGEMENT

Customer Experience 

Management

7

Customer Business 

Development

4

Customer 

Administration

6

Complaint 

Management

3

CLAIMS MANAGEMENT

Claims Financial 

Management

3

Claim Investigation

7

Loss Recovery

4

Claim Notification

5

Claim Classification

4

Third Party Claim 

Management

3

Loss Management

5

PROPOSITION MANAGEMENT

Insight Development

4

Proposition 

Development

7

Proposition 

Maintenance

5

DISTRIBUTION MANAGEMENT

Channel Management

4

Sales Management

5

Remuneration 

Management

3
Distributor Support

6

BUSINESS MANAGEMENT

Operational 

Management

Communications 

Management

Business Controls 

Management

Risk & Compliance 

Management

Strategy Management Business Change

Business Activity 

Management

Facilities 

Management

IT ManagementHR Management

Legal Services 

Management

FINANCIAL MANAGEMENT

Corporate Finance 

Management

Tax Management

Financial Reporting

Cash Management

Investment 

Management

Reinsurance 

Management

Financial Control

Product Development

6

Marketing 

Communications

4

Communications 

Handling

Goods & Services 

Procurement

Pricing & Underwriting 

Mgmt

3

Policy Underwriting
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KEY

Number in box = 

As-Is Score

1-3: Basic

4-6: Managed

7-9: Optimised

Shading is size of gap from 

As-Is to To-Be:

Green = 0-1

Amber = 2-3

Red = 4+

Digital Capability Results
Altus will produce a visual summary plus a full set of recommendations to help you achieve your digital ambitions
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Scores depict the current 
levels of maturity

RAG status details the gap 
between current scores and 

target scores

Callouts will be used to 
detail which 

systems/projects will 
deliver the uplift in scores
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Technology Capability Review
Altus will perform a gap analysis on the technical capabilities required to support your digital ambitions.

© Altus Ltd 2018 version 1.0

Business Support

IT Change

Customer Experience Management

Engagement Channels

Application Integration

External Internal

Security

Digital Technical Reference 

Model

Core Business 

Capabilities

Testing

Data Integration Customer Relationship 

Management

IT Operations

AI & Machine Learning

Data & Analytics

Key

Responsive 

Web

xxx

xxx

xxx

xxx

Chat xxx

xxx xxx

Secure 

Messaging

xxxxxx Intranet

Collaboration 

Tools

Integrated 

Telephony

xxx

xxx

xxx

Natural 

Language 

Processing

Smart FAQ

xxx

Omni Channel 

Experience

xxxxxx

xxx

Next Best 

Action

Session 

Analytics

xxx
xxx

xxx

xxx

API Security

xxx xxx

xxx

xxx

xxx xxx

xxx

xxx

Data 

Governance

xxx

xxxxxx

xxx

Automated 

Deployments

xxx xxx

Programme / 

Project 

Management

Incident 

Management

xxxxxx xxxxxx

xxx

xxx

Business / IT 

Architecture

xxx

A-B Testing xxx

xxx

xxx

xxxxxx

xxx

xxx

xxx

xxxxxx

xxx

xxx

Social

xxx

xxx

xxx

xxx

ESB

APIxxx

xxx

Bulk / ETL

xxx

xxx

xxx
Multi Lingual

xxx

IaaS PaaS

xxx

Data 

Enrichment

xxx xxx

xxx

xxx

xxx

xxx

Single 

customer 

View

Model Office xxx

xxx

Voice 

Analytics

Rules Engine

xxx

xxx

xxx

Unstructured 

Data analysis

Digital 

Payments

xxx xxx

Self Service

xxx

xxx xxx

In-place

New

Enhanced

Not currently utilised / Out of 
scope

Gap in strategy

Image/video 

Recognition

xxx

xxx

The Digital Technical Reference 
Model contains 100+ 

technology components 
needed to operate a modern IT 

function

Altus maintain a knowledge base 
of insurance focussed 

technology components, run 
many RFP/RFI selection 

processes and also technology 
implementation programmes
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Example Technical Capability Review: Customer Experience Management
Linking Business Capability to Technology Components

As-Is Technology Target Technology
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For further information on how Altus can help you benchmark 

your digital capabilities please contact :

Steve Whitfield

Senior Consultant - General Insurance

Altus Consulting

stephen.whitfield@altus.co.uk

M: 07814 302 863

mailto:stephen.whitfield@altus.co.uk

