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EVA Consulting | Executive Summary

Executive Summary

Customer-centric, technology-
enabled start ups challenge existing 

ways of working

To become truly agile, Gjensidige
must invest resources towards 

exploring untapped areas

Fostering a culture of innovation is 
central to long-term success and a 

united business  

What is the next step for Gjensidige as they continue to unlock the power of agile working?

10-20-70: The next step in agile for Gjensidige
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Ideation
10%

Ideating solutions for customer success

Development
20%

Developing working products in innovation 
project teams

BAU Execution
70%

Executing core competency tasks

47%
Reduction In Time to Market

13%
Average Improvement in 

Customer Satisfaction

1.2%
Increase in EBITDA Margin

In 2026
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Ways of working are evolving with the rise of startups and tech companies

Embedded customer centricity within 
their products and processes

Motivated employees committed to an 
entrepreneurial organisational culture  

These companies have:
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Customer Centricity

Companies within and beyond the 
insurance industry are changing how 
they work

Efficient and innovative digital-first 
technology organisations

The key to this is building an…

AGILE CULTURE

AGILE WORKING

AGILE WORKPLACE



EVA Consulting | Analysis 4

While agile culture, working and workplace form the foundations…

AGILE CULTURE

AGILE WORKING

AGILE WORKPLACE

Agile Culture 
Creating an environment that supports teams and employees to be more adaptive, 
innovative and resilient when dealing with complexity, uncertainty and change.

Agile Ways of Working
Promoting autonomous, flexible and results-focused modes of working where 
employees are empowered to work where, when and how they choose

Agile Workplace
A workplace where resources, technologies and spaces are designed to enable and 
encourage agile ways of working 



EVA Consulting | Analysis

…companies must bring these elements together to truly form an agile organisation

Agile Organisation
A holistic, end-to-end agile transformation involves an agile organisational strategy and 
structure, systems and technologies, people and processes

AGILE CULTURE

AGILE WORKING

AGILE WORKPLACE

What does this look like in practice for Gjensidige?
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So far, Gjensidige’ has taken some steps towards becoming an agile organisation

Embracing 
Omnichannel
Implementing a 
common framework for 
customer journeys

New Team Structure
Cross-functional teams.             
categorised by stage of 
customer journey 

Streamlined Goals
Quarterly goal 
management to align
OKRs across all levels of 
the business

What is holding Gjensidige back?

Next Steps
Achieving holistic
agile transformation

6
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To truly transform into an agile organisation, Gjensidige must address these three considerations

Workplace of the Future
• Becoming an inspiring place to work 

for existing employees
• Leading by example as an attractive 

prospective employer 

One Gjensidige
• Must unify team culture – especially 

across tech and business teams
• Given recent structural changes, some 

lines of reporting remain blurred 

Seamless Customer 
Experience

• Navigating omnichannel is tricky when 
there is lacking synergy between 
digital and physical channels

1 2 3

What is the most strategic and efficient way for Gjensidige to target these issues?

1 in 3 customers 
say they will leave a brand 
they love after just one bad 
experience

59% of companies
identified culture and performance 
management as the key challenge 
in their adoption of agile

Company culture is the 
second most important factor 
candidates consider, beyond 
compensation

Untapped territory ahead for the 
future of agile working 

Untapped potential for employees 
to maximise collaboration 

Untapped opportunities to apply 
new thinking 
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Investing the company’s resources towards fostering a culture of innovation is crucial to success

Empowering tangible action 
Transforming insight into innovative projects that enhance business

Embedding innovation into everyday work
Building entrepreneurial thinking and action into BAU

Fostering a problem-solving mindset
Building a culture of open communication and idea generation

Culture of Innovation

Best Tomorrow

Best Today

Innovation

Relationship

Transaction

2020 2025

To maximise impact, Gjensidige must look towards the future... 

Innovation is the driving force behind the Gjensidige of tomorrow

The core to achieving long-term success is innovation



What does a culture of innovation look like in 
practice and how does this unlock Gjensidige’s 
future as a truly agile organisation?
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Introducing 10-20-70: The next step in agile for Gjensidige

10% 20% 70%
Ideation Development BAU execution

Ideating solutions for customer 
success

Developing working products in 
innovation project teams Executing core competency tasks
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10% 20% 70%
Ideation Development BAU execution

Ideating solutions for customer 
success

Developing working products in 
innovation project teams Executing core competency tasks

Building a culture of innovation to drive customer success and an agile organisation
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Introducing 10-20-70: The next step in agile for Gjensidige

10% 20% 70%
Ideation Development BAU execution

Ideating solutions for customer 
success

Developing working products in 
innovation project teams Executing core competency tasks

Building a culture of innovation to drive customer success and an agile organisation

Quarterly OKRs Business-as-usual team
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Introducing 10-20-70: The next step in agile for Gjensidige

10% 20% 70%
Ideation Development BAU execution

Ideating solutions for customer 
success

Developing working products in 
innovation project teams Executing core competency tasks

Building a culture of innovation to drive customer success and an agile organisation

New way of working for 
everyone in private 

insurance

Time resource allocated 
month-by-month

Quarterly OKRs

Business-as-usual team

Innovation project team



EVA Consulting | Strategy 15

Introducing Jakob – A customer journey expert at Gjensidige

Jakob, 40

Loves the flexible and agile company culture of Gjensidige

Gathered insight about customer experience

Passionate about bridging the gap between physical and digital 
customer experiences

Doesn’t have the opportunity to communicate ideas because:
• Outside of his core role
• Lacks expertise to implement idea
• Lack of organisational structure and incentive

Customer Journey Expert

Onboarding Team
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Taking a closer look at the innovation project initiative

10% 20%
Ideation Development

Ideating solutions for 
customer success through 

support

Developing working 
products in innovation 

project teams

Identify key 
issues

Develop 
ideas 

Present 
Proof of 
Concept

Test and 
Learn

Launch and 
implement

Team 
formation 
and MVP

Attend seminars, mentoring and 
hackathons

Work in sprints with product and 
development teams

70%
BAU Execution

Executing core 
competency tasks

Excel within project families 
and through feedback loops

Execution of 
innovation in 

BAU

Iterative 
feedback and 
improvement

Jakob, 40
Customer 

Journey Expert
Onboarding Team



EVA Consulting | Strategy 17Source: McKinsey

You can drive excellence by leveraging your employees’ creativity and expertise

10%
Ideation

Ideating solutions for customer 
success through support

Present Proof of 
Concept

What issues align with the 
OKRs?

What can we say about 
them?

What are the experts 
saying about this issue? 
How can I solve this?

How feasible is my idea?
What is the best way to 

present it?

“The real value in [innovation] programs is that they signal to the organization that 
learning, experimentation, and innovation are part of everyone’s day job, not something 
that gets done in a specialized group.” - McKinsey & Company (2021)

2
per month to 

support ideation

Events

Align observations from BAU 
tasks with quarterly OKRs, 

prioritizing issues

Attend a hackathon and work 
with a group to flesh out an 

idea
Improve from feedback and 
present to manager and hub 

Identify key issues Develop ideas 
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What’s next?

10% 20%
Ideation Development

Ideating solutions for 
customer success through 

support

Developing working 
products in innovation 

project teams

Identify key 
issues

Develop 
ideas 

Present 
Proof of 
Concept

Test and 
Learn

Launch and 
implement

Team 
formation 
and MVP

Attend seminars, mentoring and 
hackathons

Work in sprints with product and 
development teams

70%
BAU Execution

Executing core 
competency tasks

Excel within project families 
and through feedback loops

Execution of 
innovation in 

BAU

Iterative 
feedback and 
improvement

Jakob, 40
Customer 

Journey Expert
Onboarding Team



EVA Consulting | Strategy 19

You will reduce time from idea to implementation through strategic resourcing

20%
Development

Developing working products in 
innovation project teams

Iteratively working with Innovation Lab and team members

Employees will sign up for 
projects of interest to work 

on

Iteratively test MVP with real 
customers to learn what needs 

to be improved

Launch product after 3-4 
iterations of MVP or escalate to 

improve

Test and Learn Launch and 
implement

Team formation 
and MVP

Customer Journey 
Expert

Effect Owner Digital Editor Campaign 
Analyst

BAU Onboarding Team Hub Team: Project 
Omnichannel segmentation

Software 
Engineer

Business 
Analyst

UX/UI 
Designer

Product Manager 
+ Customer 

Journey Expert

3%
Idea Approval 

Rate
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With the 10-20-70 method, 30% of the employees’ core role will involve driving innovation

10% 20%
Ideation Development

Ideating solutions for 
customer success through 

support

Developing working 
products in innovation 

project teams

Identify key 
issues

Develop 
ideas 

Present 
Proof of 
Concept

Test and 
Learn

Launch and 
implement

Team 
formation 
and MVP

Attend seminars, mentoring and 
hackathons

Work in sprints with product and 
development teams

70%
BAU Execution

Executing core 
competency tasks

Excel within project families 
and through feedback loops

Execution of 
innovation in 

BAU

Iterative 
feedback and 
improvement

Jakob, 40
Customer 

Journey Expert
Onboarding Team
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Taking a closer look at the 10-20 make-up for innovation

10% 20%
Ideation Development

Ideating solutions for 
customer success through 

support

Developing working 
products in innovation 

project teams

Identify key 
issues

Develop 
ideas 

Present 
Proof of 
Concept

Test and 
Learn

Launch and 
implement

Team 
formation 
and MVP

Attend seminars, mentoring and 
hackathons

Work in sprints with product and 
development teams

70%
BAU Execution

Executing core 
competency tasks

Excel within project families 
and through feedback loops

Execution of 
innovation in 

BAU

Iterative 
feedback and 
improvement

Jakob, 40
Customer 

Journey Expert
Onboarding Team
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The 10-20-70 method will be seamlessly embedded into employees’ BAU environment

16

31

110

Ideation Innovation BAU Execution

10% Ideation Workshops, coaching and 
hackathons

20% 
Development

Delivering scalable minimum 
viable products

70% BAU Integrating innovative solutions 
in his CX team

Within the final stage, Jakob seeks to integrate innovative solutions into his daily work delivering agile innovation

Issue Identification

Ideation and POC 
Development

Prototyping

Test & Learn

Solution Implementation 
and Feedback

Time allocation Process Map into BAUMonthly Time Allocation (Hours)

Jakob, 40
Customer 

Journey Expert
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Gjensidige will need to equip employees with the right resources to succeed

10-20-70 Manifesto
Agile documentation which guides employees as 
they transition into a world defined by continuous 

innovation.

Jakob
Customer Journey Expert

People Infrastructure
Having the right people infrastructure in place 

to support the transition including Agile change 
coaches, People Managers and Project 

managers to support innovation. 

Immersive Training
Through immersive 10-20-70 training scaled 

across the business, Jakob and his colleagues can 
learn about industry best practices, regulatory 
considerations, entrepreneurship and more… 

Through documentation, training and people capabilities infrastructure, Gjensidige can allow employees like Jakob to innovate
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A reduction in time allocated to Business-as-usual work represents the largest risk
Lik
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1. Reduction in time allocated to BAU 2. Change management capabilities

Gjensidige may not have the correct change 
management procedures in place for 10-20-70

Staff will now be allocated less time to work on 
their core business as usual activities

• Utilization of any excess capacity from the 
COVID-19 environment

• Hiring contract staff to meet short term 
demand

• Long-term efficiency delivered by 
innovations and automations will reduce 
core time required in BAU

• Utilisation of Korn Ferry’s four ‘m’ change 
management structure for scaling agile 
projects

• This will focus on building robust 
capabilities in the model, method mindsets 
and movements 

1

2

3

4

3. Low cultural uptake 4. Low innovation

Gjensidige experiences low levels of innovation 
arising from the 10-20-70 agile strategy

Gjensidige experiences low cultural uptake of 
the 10-20-70 strategy across the business

• Focus on training staff to understand the 
10-20-70 methodology 

• Utilising top-down methodology with buy 
in from senior stakeholders

• Implementing a phased roll out to ensure 
gradual integration with the business 
environment

• Focus on entrepreneurial, innovation and 
design thinking workshops as a part of 
training to help build capabilities for staff

• Utilising industry best practices alongside 
data insights to help pain point key issues 
and strategies

Impact

Low innovation

Low cultural uptake

Change Management

Reduction in core 
BAU time
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The 10-20-70 method has large impacts for a traditional, heavily regulated company like Gjensidige

Sources: 1McKinsey & Company, 2EVA Consulting Analysis

The business will reap the 
benefits of being a market 
leader in agile innovation 

alongside positioning itself as 
an agile organization with a 

culture of passion and 
innovation. 

Business

1

Customers can enjoy 
Gjensidige innovations 

delivered quicker to the 
market, with faster resolution 
of key consumer pain points. 

13% average increase in 
consumer satisfaction2.

Customers

3

Employees can explore their 
passions and enact large 
scale change through their 
inputs to the business making 
Gjensidige the Norwegian 
employer of choice. 
Employee satisfaction could 
increase by 20-30%1. 

Employees

2

The C-suite can have a 
continuous stream of 
innovative products to select 
and launch to both new and 
existing markets creating a 
competitive advantage.  

C-Suite

4

The 10-20-70 method allows a traditional company like Gjensidige to utilise industry leading innovation principles to create wide scale impact
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In the first year, Gjensidige should look to establish all the necessary tools to launch a pilot program 

Q1 Q2 Q3 Q4

2022

Develop Manifesto

Building out Hubs  Infrastructure

Set Up Necessary Admin

Build

Train
Employee Training

Hire Relevant Change Managers

Hire Agile Coaches

Pilot
Launch Pilot

Internal Promotions

Adapt to feedback

KPIs

74
Projects
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In the next 2-5 years, Gjensidige should launch and promote 10-20-70 internally

2022

BuildBuild

Train Train

Pilot Pilot

KPIs

74
Projects

2023 2024 20262025

449
Projects

666
Projects

775
Projects

819
Projects

Launch

Iterate

Internal Launch

Internal Comms

Utilise Change Consultants

Expand Workshops

Iterate Through Employee Feedback

Refinement of OKR
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Launch
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Moving forward, Gjensidige can look to scale their operations  

2022

BuildBuild

Train Train

Pilot Pilot

KPIs

74
Projects

2023 2024 20262025

449
Projects
666

Projects
819

Projects
2.7k
Projects

Launch

Iterate

Launch

Expand Workshops

2026+

Expand
Expand into Other Insurance Divisions

Widen Scope of Projects

Cross-Business Collaboration
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The 10-20-70 method drives impact across Gjensidige and delivers value to their customers

2.7k
Total Projects 
Completed

47%
Improvement in 
Time to Market

13%
Average Increase in 

Customer Satisfaction

202MNOK
Cost Reduction 

in 2026

1.2%
Improvement in 
EBITDA Margin 

in 2026

354MNOK
Additional Revenue 

in 2026

Drives Operational Efficiency in Innovation Customer Oriented Projects that Drive Value Extends Gjensidige’s Core Value Proposition

305k
People Impacted 

in 2026

420k
Hours Saved in 

Innovation Projects
In 2026
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The 10-20-70 method is Gjensidige’s next step in agile innovation

10% 20% 70%
Ideation Development BAU execution

Drive a culture of innovation Implement customer focused 
solutions Improve operational excellence

2.7k
Total Projects 
Completed

47%
Improvement in 
Time to Market

13%
Average Increase in 

Customer Satisfaction

202MNOK
Cost Reduction 

in 2026

1.2%
Improvement in 
EBITDA Margin 

in 2026

354MNOK
Additional Revenue 

in 2026

305k
People Impacted 

in 2026

420k
Hours Saved in 

Innovation Projects
In 2026
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About Gjensidige

Core Values Group Structure
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Gjensidige Geographic Operations
“Gjensidige Forsikring ASA is the parent company of the Gjensidige Group, and its head office is in Oslo, Norway. The Company has general insurance operations in Norway, 
Denmark, Sweden and the Baltic states, in addition to pension operations in Norway. The general insurance operations include both property insurance and accident and health 
insurance. The Norwegian general insuran ce operations also include life insurance, which is pure risk insurance with a duration of up to one year, largely group life 
insurance. Operations outside Norway primarily take place through branches.In the Baltics, we have a subsidiary in Lithuania with branches in Estonia and Latvia.” - Gjensidige

Norway

Sweden

Denmark

Estonia
Latvia
Lithuania
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Sustainable Development Goals I

Core Values UN SDG Eight

1. 8.1 Sustain per capita economic growth in accordance with national 
circumstances and, in particular, at least 7 per cent gross domestic 
product growth per annum in the least developed countries

2. 8.2 Achieve higher levels of economic productivity through 
diversification, technological upgrading and innovation, including 
through a focus on high-value added and labour-intensive sectors

3. 8.3 Promote development-oriented policies that support productive 
activities, decent job creation, entrepreneurship, creativity and 
innovation, and encourage the formalization and growth of micro-, 
small- and medium-sized enterprises, including through access to 
financial services

4. 8.10 Strengthen the capacity of domestic financial institutions to 
encourage and expand access to banking, insurance and financial 
services for all
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Gjensidige Agile History
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Case Study: Google 70-20-10

• 70 per cent of their time to goes to core 
competency

• 20 per cent on related projects
• 10 per cent to learning new skills and working on 

side projects
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Signal IDUNA Agile Case Study
The German SIGNAL IDUNA Group, a former craftsmen's insurance company, might also serve as an inspiration. Over the past four years, the company 

has conducted one of the most ambitious reorganization projects in the German insurance industry and has almost entirely introduced agile work 
processes in its head office. The transformation, which is already showing economic success as premium income rose from €5 to €6.1 billion in a short 

period, was based on the following five pillars.
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ING Group Case Study

Orange Code and Integrated Thinking Squad Structure

The Dutch insurer ING, for instance, has introduced a leading agile organizational model. Squads (small, autonomous teams), Tribes (multiple Squads on a common mission), and 
Chapters (specialists, such as an IT developer) provide the necessary structure for efficient, goal-oriented transformation. Personal roles, such as Tribe Lead, Product Owner, Agile 
Coach, and Chapter Lead, create the right environment, define the vision, and provide support during the project

• The transformation was a shift from a traditional and hierarchical 
organization featuring functional departments to an agile and 
interconnected working environment and business model.

• Integrated thinking has helped ING acknowledge one of its 
biggest assets which drive its strategy: its people. By supporting 
ING’s manifesto, Orange Code, which lays out the values and 
behaviours that define the organization, integrated thinking has 
enabled ING to stimulate its people, from the top down, to 
integrate the corporate purpose into their work and stakeholder 
engagement.
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Decision making and governance infrastructure

Decision Making Structure Three lines of defence model

C-Suite

Divisional Heads & 
VPs

Innovation Hub
& PEMs
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OKRs: Performance Management

Quarterly OKRs

Business-as-usual team

Innovation project team

Direct manager

Project Engagement 
Manager
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Jakob weekly timetable example

Monday Tuesday Wednesday Thursday Friday

9:00Admin & Stand-Up Admin & Stand-Up Admin & Stand-Up Admin & Stand-Up Admin & Stand-Up

10:00CX Team CX Team CX Team CX Team CX Team

11:00CX Team CX Team CX Team CX Team CX Team

12:00CX Team CX Team CX Team CX Team CX Team

13:00 Lunch

14:00Ideation Projects Innovation Projects Innovation Projects CX Team CX Team

15:00Ideation Projects Innovation Projects Innovation Projects CX Team CX Team

16:00Ideation Projects Innovation Projects Innovation Projects CX Team CX Team

10%: 4-6 Hours
20%: 8-10 Hours 

70% : 25-30 
Hours

Customer 
Journey Expert

Onboarding Team

Jakob, 40
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Value Chain Analysis

Firm Infrastructure

HR Management

Technology Development

Procurement

Inbound 
Logistics

Operations Outbound 
Logistics

Marketing 
and Sales

Service

M
argin

M
ar

gin

Driving innovation along the entire value chain
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People and Culture

Four pillars to people and culture

Company Values Existing Employees New Employees Culture

Fostering a culture of innovation 
and branding as an agile 

organisation

Additional onboarding processes:
• Agile Manifesto
• Training
• People Infrastructure (Coaches, 

People Managers and PEMs)

New onboarding processes:
• Agile Manifesto
• Training
• People Infrastructure (Coaches, 

People Managers and PEMs)

• Promoting inter and intra team 
collaboration through 
innovation-based projects 
building an understanding of 
other roles

• Promotion innovation and 
improvement as a part of the 
Company DNA
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Employee Satisfaction Measurement
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Current vs Proposed Working Styles

Short-term goal

Customer Journey 
Expert

Effect Owner Digital Editor Campaign 
Analyst

BAU Onboarding Team Hub Team: Project 
Omnichannel segmentation

Software 
Engineer

Business 
Analyst

UX/UI 
Designer

Product Manager 
+ Customer 

Journey Expert

>

10-20-70 Teams
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Reactive vs. Proactive Companies

Ultimately, we need a strategy that will help solve current and future issues

Reactive

Reacting to the past rather than anticipating the future

Proactive

Acting before a situation becomes a source of 
confrontation or crisis

You focus on the progress rather than optimizing for millions of users or 
security threats that aren’t there. When issues come you are expected to 

have some sleepless nights

You generally spend more times on the optimizations (for example, 
improved security or caching of everything). Proactive development 

makes developments more stable.

Our strategy is PROACTIVE and will help you relieve both current and future concerns
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Internal communications for strategy rollout

Company Wide Mailouts & 
Dashboard Announcements

Benefits
• Low cost
• Highly efficient
• Can direct employees into sign up links
• Can be integrated with calendar invites 

Benefits
• Low cost
• Higher level of trust and awareness
• Encourages culture of innovation

Word of Mouth 
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Future Expansion of Strategy

Organisational Structure Priorities for future expansion

Other Business Lines in Norway

• Commercial
• Technology and Infrastructure
• Analytics, Product and Pricing 

1

Scandinavia

• Denmark
• Sweden

2

Baltic Countries

• Lithuania
• Estonia
• Latvia

3
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Change Management

Four pillars to change management in 10-20-70

Model Method Mindset Movement

Your agile model must address the 
working context of agile teams. 

You’ll have to address the structure 
and scaling of teams 

and performance management. 
You should design, test and iterate 

units until they work efficiently 
across all dimensions, including job 

architectures and performance 
management systems.

Select, train, test and adapt the 
most effective methods and 

standards for your agile operating 
model.

To change mindsets, you have to 
change how people think and behave 
on several dimensions. You need to 
rewire their beliefs to focus on what 
will make them and the organization 

successful. For example, you must 
teach your people to become more 
customer-centric, which will require 

them to switch from an internal focus 
to a cross-practice approach. You’ll 

have to start with your customer and 
work backward into the organization. 

And you’ll need to go beyond the 
classroom setting to teach someone 
how to change their attitude. You’ll 

need learning opportunities that 
immerse your people in experiences 

that help them think and behave 
differently.

The only way to change your 
culture and mindset at scale is 

to create a movement — and that 
starts with your leaders. First, you 
must imagine the method, agile 
model and culture that you want 
and link it to a big, bold future 
aspiration. Then, leaders must 
spread the desired beliefs and 

behaviors through the organization 
at scale.
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Idea to implementation timeline; approval/rejection

MVP

Test + Learn

ScaleIdea

Approved

Rejected

3%

97% Employees will sign up for 
projects of interest to work on 
for 20% of their work hours
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Cultural Integration and Transformation

A culture and change team is an essential coordinating 
element of an agile transformation. But it is not a 
traditional project-management office; rather, the 
emphasis should be on enabling the other transformation 
elements, helping to remove impediments and catalyzing 
culture change.
- McKinsey & Company

The Importance of Culture Cultural Case Study

As an example, Roche, a global healthcare company, launched 
a global leadership initiative as a central component of its 
transformation to become a more agile enterprise. It designed 
a four-day program with a combined focus on personal and 
organizational transformation. More than 4,000 leaders have 
now been touched by the effort, helping to shift the collective 
consciousness and capabilities for leaders to deliver the 
change.
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Training

10-20-70 Manifesto Immersive Training Organisational Infrastructure

Agile Coaches
The goal of an agile coach is to foster 
more effective, transparent, and 
cohesive teams, and to enable better 
outcomes, solutions, and 
products/services for customers.

People Managers
The goal of people managers is to 
manage individual workloads and 
cultural aspects of integration with the 
10-20-70 strategy. 

Project Engagement Managers
The role of PEMs is to manage 
individuals on projects such as 
Innovation or teams and help 
integrate 10-20-70 strategy working 
styles into projects. 

Gjensidge’s 10-20-70 manifesto will lay out 
the values and behaviours that define the 

organization. It will outline the core 
principles to build an an agile organisation 

from the top down, to integrate the 
corporate purpose into their work and 

stakeholder engagement.

1. Use interdisciplinary approach. Many issues that you 
come across will require a broader view to solve than 
using Agile, Lean or Kanban approach. 

2. As you progress with the transformation, you will 
need to deep dive into other frameworks and best 
practices – problem solving, strategic planning, 
coaching and training, internal communications, 
knowledge and change management, IT, human 
resource management, project management, 
psychology and other – just to name a few.

3. Create an interdisciplinary agile change team and 
encourage broad thinking about the issues, 
challenge the status quo, allow room for mistakes. 
Encourage the accumulation of knowledge from all 
areas of management, different levels of organization 
and functional specializations
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Criteria for Idea Approval

0

1

2

3

4

5
Business Impact

Cost of Implementation

Alignment with Business StrategyCustomer Impact

Synergies with Agile strategy

EVA Matrix to evaluate potential ideas

Idea One

Idea Two

Idea Three
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Alternate Strategies

Agile Academy Career 
Coaches 10-20-70 Job Trackers Communication 

Portals Roundtables

Business Impact 3 3 4 1.5 1.5 1.5

Cost of Implementation 2 3 3 1 1 1

Alignment with Business Strategy 3 3 5 2 2 2

Customer Impact 1 1 3 1 2 1

Synergies with Agile Strategy 5 2.5 4 3 3 2

Total 14 12.5 21 8.5 9.5 7.5



EVA Consulting | Appendix 59Source: Bearing Point Institute

Omnichannel Customer Journey

Previously, the customer was guided on a 
transactional journey that suited big business; now 
technology has handed the power to the customer

13% of insured US online adults say they have engaged in at 
least one insurance activity on their mobile phone

Today’s customers call for a truly omnichannel 
approach. Whilst in the short term it might be a 
differentiator for insurers to master omnichannel, in 
the mid- to long term it will become a prerequisite for 
all players in the insurance market.

Technology is also creating the opportunity for 
insurers to build new and deeper relationships with 
clients, engaging with them on a prevent-notcure
basis.

Efficiency and cost will always be important, but the 
driver for investment in the omnichannel world is the 
customer experience.
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Innovation in insurance
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An agile organisation
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Dimensions and KPIs of Agile Transformation
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Agile transformation delivers many business benefits
Various business impacts Top Quartile Performance

Boosting success
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Building teams based on customer journeys
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Test & Learn Agile Methodology

The Methodology Example Use Cases

“Test and learn” describes a conversion rate optimization 
process where all changes and investments are considered 
hypotheses to be tested. Rather than make decisions based 
entirely on past experience and gut feelings, test and learn 
organizations set up experiments, observe the results of those 
experiments, and make decisions based on that data.

Technologies
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Current Competitor Analysis

Traditional Insurers

• 80% of market is dominated by top five players
• Minor scope for new players to gain market share

1

Top Players Dominate

• 80% of market is dominated by top five players
• Minor scope for new players to gain market share

2

Gjensidige as Market Leader

• Gjensidige is no.1, holding 24% market share
• Closest competitors are Fremtind and If (both 

19%)

3
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Emerging Competitor Analysis

Tech Companies

• Pioneers of agile working
• Large organisations operating like startups
• Features: Customer obsession, open 

1

European Insurtech Companies

• Smaller companies looking to gain traction in insurance industry
• Fully digital companies that leverage advanced technology – AI and 

machine learning
• Often more cost effective yet offer more limited products

2

Ag
ile

 W
or

kin
g 

Tr
ad

iti
on

al
 W

or
kin

g

Customer Centricity



EVA Consulting | Appendix 68

Legal and Regulatory Considerations

Consideration Regulatory Authorities Overview

General Data 
Protection Regulation

European Parliament & 
Council of the European 

Union

• Anonymisation of data used in analyses of issues, trends, etc.
• Receiving consent before using data for innovation projects
• Recording of activities
• Covering data privacy as part of training

Compliance with 
Finanstilsynet

Financial Supervisory 
Authority (Finanstilsynet)

• Finanstilsynet examines the management and control procedures established by institutions 
and reviews their financial reporting and documentation

• Ensure projects involving financial reform is thoroughly considered 

Whistleblowing
European Parliament & 
Council of the European 

Union

• Norwegian Working Environment Act (WEA) includes provisions regarding whistleblowing in 
chapter 2 A Notification

• Training session to prevent accidental whistleblowing



EVA Consulting | Appendix 69Source: Quadient, 2020

Disruption in the insurance industry

Insurtech disruptors approach business challenges from an entirely different angle. They place the customer at the center of their business model. They are 
then able to retain their focus on resources that provide better products, services, and distribution to customers. And customers can tell the difference. A 
recent study shows that customers are willing to pay up to 13% more for services if it delivers a quality customer experience.

Why the disruptors are winning
Disruptors are digital-first technology organizations that offer a single or a limited number of insurance products to their customers. Insurtech companies 
are often built from the ground up using technology to create the product. Whereas traditional insurers create the product and then find ways to use 
technology to distribute and service customers. They are customer centric – their business processes, operations, products, services and distribution are 
built around customer needs and preferences, the business follows their customers’ as their needs change, and they are able to adapt quickly.

How traditional insurers win
Savvy insurers have created think tanks, innovation labs, and other internal “startups” within their companies to foster a culture of innovation in ways similar
to their disruptors. They have the autonomy to and are comfortable with losing a dollar today, if it means making two, three or even four dollars in the
long term, so to speak. The goal isn’t a quick win, it’s setting up the foundation for longer term success.
Traditional insurers are also evolving their business, breaking down functional, technical and even knowledge silos to modernize and deliver a single
customer experience regardless of product or channel, and further reduce costs by centralizing and sharing information.

The power of the customer experience
Insurers large and small recognize the journey from being a product-focused, process-oriented business to a customer-centric, 
technology-enabled organization takes time and many planned and purposeful steps forward. These changes allow insurers to move at 
the speed of consumer demand. Insurance customers don’t see and can’t be bothered by line of business or technology siloes. 55% of 
customers say a frustrating website or mobile experience makes them less likely to engage with a company. 1 in 3 customers said they will 
leave a brand they love after just one bad experience.

https://www.superoffice.com/blog/customer-experience-statistics/
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Megatrends analysis
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Financials: Base Case

Key Assumptions
Employee Breakdown

Group Managers: 5%

Other Managers: 25%

Employees: 70%

Hours Worked Per Day

Group Managers: 8

Other Managers: 9

Employees: 8

Key Information
Value of Time

Group Managers: 1.4k NOK/hr

Other Managers: 443 NOK/hr

Employees: 281 NOK/hr
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Financials: Number of Projects
Logic

# of Sessions

# of Attendees

# of Ideas Per Attendee

Acceptance Rate

Total Projects

24

901

Manager: 
2

3%

819

Employee: 
1

2026
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Logic
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Acceptance 
Rate

Total Hours 
Available to be 

Used on 
Development

Total Hours 
Required to 
Complete all 

Ideated Projects



EVA Consulting | Appendix 73

Financials: Customer Satisfaction

Reach Of Projects

Cu
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% Positively Impacted Total Customers Improvement in Customer 
Satisfaction

Large:
5%

Medium:
3%

Small:
1%

Large:
1%

Medium:
1%

Small:
1% 1.6m 13%

Logic
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Financials: Time to Market

Reduction in Preparation

Cu
st
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er

 S
at
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Reduction in Development Reduction in Testing and 
Iteration

Overall Improvement to Time 
to Market

20% 47%

Logic

65% 60%
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Financials: Improvement to Margin

Additional Revenue

Cu
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Cost Savings Additional Costs Improvement to EBITDA

124mnok 432.6mnok

Logic

354mnok 202mnok



EVA Consulting | Appendix 76

Financials: Cost Breakdown Overview
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Cost Breakdown

Opportunity Cost Labour Training Innovation Hub Misc

74.8MNOK
Opportunity Cost

25.9MNOK
Labour Cost

5.6MNOK
Training Cost

5.3MNOK
Innovation Hub

12.4MNOK
Misc Costs

124.1MNOK
Total Cost
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Financials: Cost Breakdown I
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Financials: Cost Breakdown II
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Financials: Sensitivities Project Assumptions

1. People Required for Project + Hours Worked 2. Reach + % Positively Impacted
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Financials: Sensitivities Other

3. Ideas Per Person 4. Employee Hours

5. Attendance 6. Customers Upsold + Working Days




