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05 Personal Lines

Atang Matebesi

Focus shifts to emerging 
risks amid stabilised claims 
environment – how 
economic strain and tech 
trends are shaping Personal 
Insurance
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Product distribution is 
just as important; we must ensure consumers can 
engage and transact with insurers through their 
preferred channel. 

74% of existing Santam clients, 62% of consumers 
aged 45–59, and 65% of consumers aged 65 and 
over prefer buying Personal Lines cover through 
a broker. 

include cost-of-living increases (66%), societal 
issues such as crime (50%), economic challenges 
(47%), and unemployment (35%). Survey 
respondents were particularly concerned about 
burglary, mugging, and hijacking – 

South Africa’s societal stresses are evident in 
our MTN partnership, which covers a million 
policyholders for consumer tech products like 
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Consumers Prefer Buying 
Insurance Through a Broker
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84% Consumers made lifestyle 
adjustments, reducing 
expenditure on:
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a notable increase in claims volumes for muggings 
and petty theft, particularly in malls. It is not 

There are some worrying signs of consumers 
neglecting important building maintenance due to 

a rise in weather-related claims where the loss or 
damage is due to gutters not being cleaned and 

 

Ongoing improvements in domestic electricity 
supply, coupled with corrective claims assessment 
and underwriting practices, have contributed 
to a improvement Personal Lines power surge 
claims.

There is a growing disconnect between consumers’ 
perception of cyber risks and their purchase 
of insurance to cover against the threat. In the 
latest survey, 81% of consumer respondents 

were “concerned” or “very concerned” about 
future cyber threats, yet only 2% have purchased 
cyber insurance. A 2023 report by cyber security 

global cybercrime density list, which is based 
on the proportion of internet users affected by 
cybercrime. 

It’s up to insurers to adapt their offerings to align 
with evolving consumer needs and broader 
socio-economic realities. Our emphasis remains 
on empowering consumers to maintain essential 
coverage while minimising the risks associated 
with underinsurance or neglecting necessary 
household maintenance, 
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