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Abstract
Twenty first century technological innovations have made previously unimaginable possibilities, like wearable technology,
a reality. The entire ecosystem around us is undergoing a complete transformation and is forcing a paradigm shift in
individual experience. The launch of Google Glass earlier this year, is an example of how wearable technology presents new
opportunities, not just to individual users, but also to businesses like insurance firms, and helps them benefit immensely.
As we speak, Google Glass has become easily accessible to individuals and we will witness numerous interesting possibilities
with this technology. For instance, Google Glass can significantly transform customer experience of dealing with Insurers
as they attend to the more critical requirements at an accident site, even as claims investigators can use the Glass to boost
productivity to perform hands-free assessments, talk to experts, and take notes at the same time. This would essentially
transform the policy holder’s experience and make it extremely smooth and efficient. There are many other possibilities
which can lead to the transformation of the insurance industry, and organizations that act quickly will be able to gain the allimportant edge in the market.
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What exactly does Glass do?
The unique value proposition of Google
Glass – the device ‘designed for those who
move’ – lies in its light-weight hands-free
convenience, its ability to be worn as easily
as a pair of glasses and respond to voice
commands to perform a wide range of
functions. The user can say, “Okay, Glass” or
“Take picture” or “Record video” to prompt
the Android-based headset to perform
smartphone-like functions that range
across search, e-mail, phone conversation,
social media, games, music, entertainment,
turn-by-turn GPS navigation and more.
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Time for insurers to catch up
with new technology
Apart from individual users – such as
sportsmen, chefs, wild-life conservationists,
musicians, physically challenged
people unable to use their hands, social
workers in remote areas, and doctors
– businesses across industries are keen
on exploring how Glass can help them
improve efficiency and productivity.

efficiency of their employees in the field.
The largely traditional insurance industry
can also leverage the new invention to
drive efficiency and save time and cost.
Glass can transform many aspects of the
business of insurance through ubiquitous
access, ease of use, hands-free and allweather functionality, and sharp-focus,
multi-tasking capabilities.
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Many organizations have collaborated

Transforming customer
experience in auto insurance
When policy holders suffer minor car
accidents, they contact their insurer only
after they have taken care of physical
injuries or other emergencies. Many times
weather conditions such as heavy rain or
snow at the location add to the
difficulty in collecting information
and contacting the insurer on time. This
often makes it difficult for the insurer’s
customer service personnel to obtain
relevant photos of the accident. The
loss-related information provided by the
customer in due course is reviewed many
days later, causing delays in
claims settlement.
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record other facts, and send these notes
instantly to the insurer while managing
the crisis situation at the accident spot. The
insurer can guide the customer to capture
the relevant details, access information
such as specified speed limit on the road,
analyze the impact of the loss, and assess
the claim immediately using Glass. This
implies less ambiguity, reduced need for
further investigations, more efficiency
and swiftness in processing claims for the
insurer, and superior experience with more
satisfaction for the customer.

Enhancing quality of
information

With a guided process with real-time
interaction, a wearable device like Glass
is capable of providing the insurance
company higher quality information such
as relevant snapshots, more detailed notes
taken on the spot, accurate analysis, graphs,
pictorial representations, and clear audio
and video recordings – all through one
device. The ability of Glass can be enhanced
further to connect with other devices such
as accelerometer, temperature controlling
devices, GPS, and health-monitoring
devices. Mobile apps, as well as social
media, e-mail, and the Internet make it
easy to quickly gather and integrate all the
relevant information on one platform.

Insufficient information, inferior quality
of data, and difficulties in integrating
different aspects of the claim often pose
serious challenges in the claims settlement
process. Claims assessment surveys and

Managing property and
casualty claims more
effectively

interviews can take weeks or months

Assessment surveys are often extremely

to complete due to these difficulties.

demanding tasks requiring several

laptop, apart from dealing with multiple
other tools like measuring tape, containers
to collect samples for analysis, using
ladders to survey damages on higher parts
of the building, or magnifying glass for
better visibility, to name a few. Using these
devices and also possibly collaborating
with experts, e.g., combustion experts,
remotely to ensure the right parameters
are checked is not only complex but also
time-consuming. Juggling multiple devices
while assessing the fire-affected area can
also impact the effectiveness of the survey.
Glass offers these personnel the ease of
hands-free assessment. Voice commands
and head-mounted display ensure that the
users do not need to pause and record their
notes using keys. With their eyes on the
survey site, they can continue to take notes,
talk with experts, and consult their headoffice if needed. Thus Glass can reduce the
time spent on each survey while enhancing
the effectiveness of the survey.
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Strengthening risk assessment and pricing
Risk evaluators need to collect detailed
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Are we done yet?

Along with the immense potential, there
are challenges around security and privacy.

However, looking at Google’s initiative to

The all-pervasiveness of the device is

generate interest and expand the use of

adds up. These initial issues are likely to
be ironed out as businesses increasingly
adopt Glass.

The future with Glass
The possibilities of using wearable

business of insurance appears promising,

transformational potential, it is apparent
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one may argue that, as with any other new

that insurance companies must act quickly
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exact trajectory. Nevertheless, given its

Glass can give them the edge.
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