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The implications of the gig 
economy on work and 

the requisite skills needs 
for the 

Insurance Industry

Our Research 



A “gig” started with jazz musical performances in the 1920’s 
became popular with discos and DJs in the 60’s

•Gig was “slang for” and is now “acceptable for”  temporary work

•Gig work started as a ‘side hustle’ and evolved into a career.

The etymology of “gig”



Gig economy Definition 

A gig economy is defined as a labour market characterized 
by the prevalence of short-term contracts or freelance work 

as opposed to permanent jobs.
(Oxford Dictionary)

5





Gig can make money!!

Barack Obama
or Michelle Obama

$600 000



Gig can make money!!

What about South Africa?

Dr David Molapo

25 000-50 000



Gig worker

Other terms for gig worker
◦ Freelancer
◦ Gigger
◦ Small Office Home Office (SOHO) worker
◦ Independent worker
◦ Short term-worker
◦ Non-traditional workers
◦ Mobile Jobs
◦ Work-From-Home (WFM)
◦ Side hustle
◦ Platform workers

◦ Less cool terms
◦ Moonlighter
◦ Temporary workers

Research Question 4
Characteristic of Gig worker vs Entrepreneur

Solopreneur/ Gig worker
◦ Business started with no intention of growing 

headcount
◦ Task-driven

Entrepreneur
◦ Diversifies – goal to grow and sell business or shares
◦ Team driven
◦ Project manager

Research Quest 4

The lesson is 
don’t try to make 
an entrepreneur 

out of every 
person.

Presenter
Presentation Notes
You also have an intrpreneur



The purpose of the research is to provide a clearer global and 
South African picture of the gig economy and to investigate
further opportunities for insurance related gig work.

Examine gig work as an alternate employment paradigm outside 
the standard employment relationship.

Purpose of the Research 
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1. What is the state of the gig economy globally and in South Africa?

2. How does gig economy workers source work?

3. What kinds of work in the insurance sector can be performed by gig economy
workers?

4. What skills do gig economy workers require in general?
5. What skills would gig economy workers need to support question 3?

Key Research Questions



Research Methodology



Research Paradigm

PRIMARY DATA COLLECTION
Desktop research was undertaken to develop a comprehensive literature review of gig using Academic Journals;
Book Chapters; Reports from Research Institutes and consultancies; Online articles and interviews.

KEY SEARCH WORDS USED IN THE DESKTOP ANALYSIS:  

Gig Workers in South Africa Gig economy and skills Online labour platforms

Digitalisation and gig work Sustainability of gig work

SECONDARY DATA COLLECTION
Initial data collection included a think tank discussion with 20 participants, hosted by InSeta/DUT to:
To determine the ontology of the problem; To orientate the study; To start initial data collection.

A qualitative survey was subsequently issued to the sector.  There was a low response rate of just 4 responses

A semi-structured interviews was therefore scheduled to obtain more responses. A total of (9) 8 interviews were 
conducted. These interviews were designed to obtain further information and encourage discussion. 



Interview questions (used as a guide)
a. What activities in insurance companies  are undergoing rapid change, and how can this shape the demand for gig 

workers (e.g.  cyber-insurance is a growing need, and possibly, insurers will need people with knowledge in 
cybercrime for underwriting etc.)

b. What are the advantages and disadvantages of procuring the services of gig workers in insurance companies?

c. What functional areas of work would gig work be most suitable for in the insurance value chain?

d. List insurance occupations are highly suitable for gig work, i.e. can be performed by gig workers, freelancers, 
consultants, contingent workers, etc.?

e. What are the knowledge, skills and attributes needed to become a productive gig worker in the insurance sector?

f. What soft skills would an insurer expect from a gig worker, e.g. communication, social, interpersonal skills? 

g. What technical skills would an insurer expect from a gig worker, e.g. big data analytical skills, project 
management skills, digital literacy skills? 

h. What are some risks (confid, POPIA) that insurers would face if they hire gig workers? How to mitigate the risks?

i. What should INSETA do to prepare employers for the gig economy?



Name Insurance Company/Insurance Professional 
Body

ZOLANI LUGAWE SA Taxi Protect

SUSAN WALLS South African Insurance Association

ANNE-MARIE D’ALTON Batseta

PHIL BRITZ Tau 9 Retirement Resolution

MAURITZ VAN DER HEEVER Wealth Associates

LELANE BEZUIDENHOUT FPI

NICI MACDONALD FPI

KELLY-ANN KARNA Old Mutual

ADI KAIMOWITZ Virtual Academy
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Thanks to InSeta team

Ernest Kaplan
Zak Desai
Thalia Naidoo

Sudhika Palhad
Yaseen Khan

Tata Ernest said I 
must mention 

him. I am a Tata 
as well..



South African Insurance Gig Success story



Size of the Gig Economy 

Res Quest 1



63 m people in Africa in some 
type of self-employment

300  Active digital 
platforms employing 5m 

SA’s temporarily 
employment 2.6m 
(2017) 3.9m (2018) 

There are 142+ 
platforms in SA

Res Quest 1



The Internet started the trend
The mobile guaranteed its success

The platform economy is 
about economic and social 
activity created by the 
platforms.

Also called Temporary 
Employment Services (TES)
The platform  economy 
examples Amazon, Airbnb, 
Uber, and Takealot

Res Quest 2 20



Gig Economy vs Sharing Economy

GIG ECONOMY
Platform transact a skilled worker or a-
service

Uber Drivers connect to offer rides

Fiverr People connect to offer a-service in the 
area of their specialty.

SHARING ECONOMY

Systems that facilitate the sharing 
of underused assets

AIRBNB SPARE ROOMS

BLABLACAR

SPARE CAR SEATS.

Res Quest 2



The drivers of giggers



Open Talent Economy (Deloitte, 2013)

Gig sits here 

Res Quest 3

We need a 
Deloitte seminar 

on this … it is that 
interesting.



Know how!

People have 
soft skills 

Know whom!
Know why!

People have 
technical skills 



Megatrend:
Boundaryless career  for intra and inter organizational  

movement 

MegaTrends

Globalisation

Mobility

Social business

Analytics

An “On Demand workforce” is widely 
accepted overseas.

Framework for employer Retention

Outsource to BPO

Outsource to Gig worker

Outsource to automation RPA

Outsource what – arrange work into 
clusters (core & can outsource) and 
execute.

Res Quest 1 25



DeColinizing break
Do you have the attentive span to be a Gigger?

Try this challenge








RQ2 How does gig economy workers source work? 
How do Platforms Benefit? 

Res Quest 2



Res Quest 2



Res Quest 1 30

Gig is indifferent 
to age or gender 

or disposition



Improved labour laws. - medical aid, pension and unemployment PAYE

Transparency Regulation of the nature, value and type of service without 
impacting innovation

Ethical employers and consumers. (aka Nike and Apple in Bangladesh 
and China)

What laws do giggers need? 



The key 
competencies 

required for a gig 
worker

(S)He also  needs 
independent 

thinking, 
creativity, 

innovation and 
maturity

Resilience

Persistence

Proactivity

Bricolage

Res Quest 5

This is what 
attracts me … 

connecting crazy 
(dysfunctional) 

dots



Insurance & The Gig Economy:  Knowledge is uneven

Information dissemination is needed on the notion of a ‘gig worker’;

We need to distinguish between different types &  range of gig workers (skilled and unskilled); 

Need to contextually understand why Giggers gig? Is it a sole source of income, to supplement income 
or to assist in career progression (as may be in the case for millennials and unemployed youth)?

Some SMME’s make use of gig workers in skills development and training in the form of facilitators 
and assessors as the need arises 

Res Quest 1



COVID-19 is this (re)shaping the demand for gig workers (80% participants)

Work is now outputs-based not traditional 9-5. The new normal is Work-From-Home (WFH)

Some insurers were well-positioned for the COVID-19 transition, while many were not. 

“COVID-19 has necessitated or accelerated” company’s reliance on certain gig workers:

“In years to 2020, the only gig workers that we engaged, were walk-in’s to our buildings…now the 
requirement is the ability to be able to work from anywhere, we have access to a  wider skills 

market, whether administrative skills, IT skills, specialist skills such as AI and machine learning, 
whether local or based overseas…it provide flexibility and ease of access as opposed a closed sort 

of environment”, 

Finding 1: COVID-19 and Gig Work

Res Quest 1



Responses suggest a shifting sectorial dynamics to open talent models accommodating the 
usage of different types of workers. 

COVID-19 highlighted the client's requirement for anytime-anyplace instantaneous information 
for retirement or savings.  This highlighted that all-individual clients needed to be able to access 
their information virtually not just some. 

This demand may (re)shape the demand for gig workers to develop systems so that clients could 
access the information themselves. 

Finding 1 : COVID-19 and Gig Work

Res Quest 1 35





Digitalisation is a key insurance driver of change. It is altering business practices. Participants 
mentioned the automation of processes and robots  that previously required high-levels of 
employee-client interaction. 

One participant mentioned the usage of automated processes in wealth management and 
advising:

“We’ve seen a lot of change with AI, that’s sending automated advice to our group. We are 
extremely independent, and relationship driven in the services we offer…”

Finding 2: AI, Robotics and Gig Workers

Res Quest 4



Digitalisation is a key insurance driver of change. It is altering business practices. Participants 
mentioned the automation of processes and robots  that previously required high-levels of 
employee-client interaction. 

One participant mentioned the usage of automated processes in wealth management and 
advising:

“We’ve seen a lot of change with AI, that’s sending automated advice to our group. We are 
extremely independent, and relationship driven in the services we offer…”

Finding 2: AI, Robotics and Gig Workers

Res Quest 4



Some companies are resisting new technologies fearing that they will replace their jobs. 

Giggers are becoming prevalent as 4IR’s is implemented due to the intermittent nature that 
certain human capabilities will be required.

Human capabilities will still be needed for functions and tasks that cannot easily be replaced by 
technology. 

One participant stated that the only distinguishing factor an employee may have is their level of 
customer service. The jobs of the future will be in service industries. 

Finding 2: AI, Robotics and Gig Workers



Robotic process automation

Be careful what you ask for!
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Enhanced agilityFinding 3: Agility, Access and Acumen of Giggers



Access to resources in a 
shorter time Enhanced agility Reduction in hiring and 

labour costs
Reduction in hiring 

time. 

One SMME:  Giggers allowed  
cutting overheads &  to build a 
“network” of people to go to 

to fulfil a particular task. 

The elements of 
commitment and 

quality of work were 
underlined by two 
participants, as an 

advantage. 

We have an industry norm called the
consequence of failure. A gigger, 

knows they need to make things work 
to remain employed. That consequence 

of failure encourages  giggers to be 
diligent,

“…from a track record  , we use  
a scoring system, as part of the 

gig work component. If you are a 
gig worker and you deliver a 
piece of work which  is sub-

standard, you won’t necessarily 
be asked back…

Gig workers need to ensure they 
provide quality timeous project 

work, because if they don’t, they 
may not be awarded further 

projects. 

No disadvantages were 
expressed by 

participants about the 
usage of gig workers.

Res Quest 4



Less commuting time

More family time

Cheaper smaller offices

Less carbon footprint

Shopify  “Office centricity is over.”

Finding 3: Upside of Gig

Res Quest 1



Almighty platforms who have your profile

Blame game when things go wrong go wrong go wrong

Algorithmic bias of the platform (e.g. anti-Chinese)

Possible bias against incumbents (need minimum wage regulation) 

Excessive supply with low demand reduces job marketability

Independent contractor’s loose protection

Wage may rise but may also fall

Critics of the work-from-home trend contend that companies will lose their identity and 
culture.

Finding 3: Downside of Gig

Res Quest 1 45



Finding 4: Areas of Insurance 
Work and Gig Workers

Within the insurance value-chain, some 
occupations suited for giggers listed by 
individual participants were: 
◦ Loss Adjuster;
◦Digital Assessor;
◦ Claims Processor;
◦ Commercial Underwriter;
◦ Call Centre Agent;
◦ Financial Advisor

Res Quest 3



Finding 4: Functional areas in Insurance 
for Giggers

Participants indicated gig workers would be most likely needed and 
easily undertake these roles for a temporary period: 

Marketing: Social Media, Lead Generation, 
Advertising, Design, UX Design;
Finance;
Internal Compliance;
Administrative Support;
IT Services; 
Analytics.

Res Quest 3



Finding 5: Attributes of Gig Workers: Knowledge, Skills.

Listening 

Mitigating

Adaptability

Multi-tasking

Commitment

Attention-to-detail

Deadline Driven/ Output Driven

Self-motivation

Communication

Good Value System

Agility



Finding 6: POPIA, AND OTHER RISKS

Blackmail (Doxxing); 

Informational Hostage  (Ransomware)

Leakage of personal information 
(Ransomeware) 

Equipment and devices that could carry 
viruses (Malware)

Leakage to information to competitors 
(Information espionage) 



FINDING 6: POPIA, AND OTHER 
RISKS

Overall interviewee sentiments

1. POPIA and and gig workers were the same as current 
employees.

2. Participants expressed these factors would not prevent 
them using gig workers. 

3. Those using gig workforces for projects did not have any 
experiences in terms of cybersecurity breaches or 
related risks. 

4. They  are taking precautions, and putting  measures to 
mitigate possible harm by gig workers
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1. THE HOSTING OF GIG ECONOMY WORKSHOPS OR WEBINARS

INSETA should host webinars for the industry to elucidate and evangelise the gig economy on 
the potential at the level of the employer and learner. 

“The questionnaire and your engagements really made me think about the gig economy.  I have 
consulted four consultants since which has made a big difference into my business, and I have told 
colleagues in the industry to do the same”

These webinars will highlight key aspects of the gig economy and on (not) using  gig workers… 

Conclusion: Recommended skills Interventions and 
Gig Workers



2. CO-DEVELOP OR SUPPORT RESOURCE(S) FOR THE INSURANCE INDUSTRY 

“Companies need to assess how to compete with firms that use talent platforms”. 

New and emerging skilled professionals are in high-demand and not all companies know where 
to locate  these skills. 

The insurance sector may benefit from using an online labour platform

Gig has benefit to different age groups and skill levels. 

It affords retirees and retrenched people the opportunity to list their services according to their 
convenience. 

It allows graduates and millennials to add to their professional portfolios by listing on platforms. 

Conclusion : Recommended Skills Interventions and 
Gig Workers



3. INSETA NEEDS TO PREPARE LEARNERS FOR THE EMERGING WORKFORCE 

This includes technical skills, soft skills and behavioural skills. Online netiquette is the new culture that 
has to be inculcated.

Online skills can also address a critical area in upskilling learners and empowering them with adaptability 
and resilience so that they can consider opportunities in the gig economy in the absence of full-time 
work opportunities. 

We need to run Netiquette seminars and even create a unit standard for netiquette.

We should facilitate simple interventions such as LinkedIn seminars to evangelise and rebrand 
individual talent

Socialise labour opportunities and to further democratise labour

Conclusion : Recommended Skills Interventions and Gig Workers



Colin has ended. He reminds research is 
Feedforward!! He will drift back to Cyberland
now…

Gig economy  is the epicentre
of change for the future of 

work.

Presenter
Presentation Notes
We are always here and we will be there….Welcome to DUT –Lets see what we can do collecatively
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