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Read the previous edition The Demand for Instant 
Insurance: Why Speed Is 
the New Trust

When disaster strikes, waiting isn’t an option. From 
auto claims to weather relief, instant insurance payouts 
are redefining what trust means in an age when speed 
equals security.

https://www.pymnts.com/tracker/money-mobility-instant-payments-in-restaurant-industry/
https://www.pymnts.com/tracker/money-mobility-instant-payments-in-restaurant-industry/
https://www.pymnts.com/tracker/money-mobility-earned-wage-access/
https://www.pymnts.com/tracker/money-mobility-real-time-payments-fraud-prevention/
https://www.pymnts.com/tracker/money-mobility-instant-payments-in-restaurant-industry/
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Introduction
Insurance has always promised peace of mind—but today’s 
policyholders want peace of mind and speed. Whether replac-
ing a totaled car or recovering from a storm, consumers expect 
claims to be settled as instantly as their digital purchases. 
However, many insurers still rely on paper checks and legacy 
systems that slow the process, eroding trust in a moment when 
customers need confidence most.

As policy shopping reaches record levels and rising severe-
weather events increase claim volumes, speed of payout has 
become the defining measure of customer experience. This 
Tracker examines why insurers must modernize disburse-
ments—and how instant payouts are becoming a competitive 
necessity for insurance markets across the board.
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Customer Patience Wears Thin

Slow Payments, 
Slower Loyalty:  
Why Insurers Are 
Losing Ground

38% 
of auto insurance customers now fall into the 
lowest satisfaction segment.

Delays in insurance payouts aren’t just a process issue—they’re a 
trust issue. Slow disbursements cost insurers goodwill, renewals 
and retention in an age when speed defines customer care.

https://www.jdpower.com/business/press-releases/2025-us-auto-insurance-study
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Customers expect insurance 
payouts to move as fast as 
their lives.

Customer Patience Wears Thin

Consumers are no longer willing to tolerate sluggish service— 
especially when it comes to getting paid. The J.D. Power 2025 U.S. 
Auto Insurance Study highlights a major transformation in the auto 
insurance market, showing that it is now a “buyer’s market.” Key 
findings include stabilizing rates, record levels of customers shop-
ping for new coverage and a renewed insurer focus on retaining 
high-value clients after years of relentless rate hikes.

Of particular concern is that customer satisfaction is low. Although 
overall satisfaction slipped only two points year over year to 644 out 
of 1,000, 38% of customers now fall into the lowest satisfaction seg-
ment, making them far more likely to switch carriers. Only 51% of 
customers with high lifetime value (long tenure, multi-policy, higher 
premiums) say they “definitely will” renew, making retention of this 
profitable segment a top industry concern.

Service quality now 
outweighs price in 
driving loyalty.

Affordability may drive initial purchase decisions, but ser-
vice and claims experience are what keep customers loyal. 
A seamless digital experience across channels is now the 
strongest predictor of satisfaction. When insurers deliver 
on this key metric, customers are more likely to trust 
their providers and renew their policies. When they don’t, 
switching is only a click away.

The stakes are rising: As more insurers digitize onboard-
ing and quoting, lagging behind on payouts undermines 
brand credibility. For policyholders, claims are not just an 
insurer’s product—they are the moment of truth. A payout 
delayed is loyalty denied.

https://www.jdpower.com/business/press-releases/2025-us-auto-insurance-study
https://www.jdpower.com/business/press-releases/2025-us-auto-insurance-study
https://www.jdpower.com/business/press-releases/2025-us-auto-insurance-study
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Velocity Builds Trust

The Speed Premium: 
How Instant  
Disbursements  
Drive Retention
Faster payments equal stronger loyalty. Studies show speed of 
disbursement now drives satisfaction more than any other factor, 
reshaping how insurers measure success and customer lifetime value.

51% 
of policyholders cite quick payouts as their 

top priority during severe-weather claims.

https://www.businesswire.com/news/home/20250916106004/en/Insurity-Survey-Finds-that-51-of-Policyholders-Cite-Fast-Payouts-as-the-Top-Priority-in-Severe-Weather-Claims
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Speed has become the 
strongest signal of care  
and competence.

In an era of instant everything, payout speed has become the sin-
gle most important driver of satisfaction. According to a recent 
study, 46% of all insurance claimants rated speed of payment the 
most important factor in the payment process, far outdistancing any 
other, including security, convenience, choice, simplicity and cost. 
Moreover, insureds who were dissatisfied with their claims expe-
rience were much more likely to say that speed was a top priority 
and were less likely to be satisfied with the speed of payment. For 
example, among claimants of catastrophic-event-related insurance 
who rated their claims experience most positively overall, 56% said 
they were extremely satisfied with the speed of payment, compared 
with only 8% of these claimants who were the least satisfied with 
the overall experience.

Speed doesn’t just improve sentiment—it multiplies it. Even when 
other aspects of the claims process are imperfect, faster payments 
serve as a force multiplier for overall satisfaction. Conversely, slow 
disbursements can sour an otherwise strong service experience.

Velocity Builds Trust

https://www.oneinc.com/resources/whitepapers/behind-the-wheel-of-trust-how-auto-claims-shape-customer-loyalty
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In crisis moments,  
instant payouts define  
customer trust.

Velocity Builds Trust

This is especially true in catastrophic events, when policyholders 
depend on fast cash to rebuild, as confirmed by other studies as well. 
The Insurity 2025 Severe Weather P&C Consumer Pulse underscored 
the increasing predominance of speed in customer expectations. 
More than half (51%) of policyholders cited quick payouts as their 
top priority during severe-weather claims. These findings indicated 
a notable shift from last year, when customers placed a greater 
emphasis on communication from their insurers, with the demand 
for speed intensifying this year. Half of respondents also reported 
they were more likely to purchase a policy from an insurer invest-
ing in new technology to improve the claims process. “Speed now 
defines the claims experience,” concluded Insurity’s Chief Revenue 
and Insurance Officer, Sylvester Mathis.

In a competitive market, payment velocity has become the new loy-
alty metric. The insurers that combine responsiveness, efficiency 
and instant payout capabilities will increasingly own the customer 
relationship.

https://www.businesswire.com/news/home/20250916106004/en/Insurity-Survey-Finds-that-51-of-Policyholders-Cite-Fast-Payouts-as-the-Top-Priority-in-Severe-Weather-Claims
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Empowering Payout Choice

Rewriting  
the Playbook:  
From Checks to 
Choice and Control
Instant payments are redefining insurance from the inside out. By 
giving policyholders choice and control, carriers are transform-
ing claims from back-office transactions into real-time brand 
experiences.

23% 

of consumers receiving insurance disbursements between $500  
and $1,000 are willing to pay a fee for instant access to their funds.

https://www.pymnts.com/study/new-data-consumers-want-control-and-choose-instant-payments-to-get-it/
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Checks still dominate, but 
digital choice is winning the 
future.

Empowering Payout Choice

Despite widespread dissatisfaction, paper checks remain the most 
common way insurers pay claimants. However, as digital expecta-
tions climb, checks are no longer just outdated—they’re a liability. 
One study found that claimants who can choose their payment 
method report the highest satisfaction, with 85% of those offered 
choice reporting a positive experience. Meanwhile, those forced into 
a single option were among the least happy.

Today, only about one in four consumers (24%) typically receive 
insurance payouts via instant methods when multiple options are 
available, according to a March 2025 study by PYMNTS Intelligence. 
However, instant usage for insurance payouts is accelerating rap-
idly across all rails. A September 2025 PYMNTS Intelligence study 
found that insurance disbursement recipients receiving instant pay-
ments cited the following rails as their most-used methods for 
receiving them.

Push-to-credit  
card

The figure for instant push-to-credit for insurance was higher than for 
any other disbursement type, including income and earnings, invest-
ment accounts, product/service purchases, borrowing and winnings.

60% 56% 50% 48%
Digital wallet Real-time 

bank deposit
Push-to-debit 

 card

Instant insurance disbursement recipients’ most-used 
payment rails:

https://www.oneinc.com/resources/whitepapers/behind-the-wheel-of-trust-how-auto-claims-shape-customer-loyalty
https://www.pymnts.com/study/digital-transformation-and-instant-payments-fuel-business-disbursement-efficiency/
https://www.pymnts.com/study/beyond-speed-case-for-instant-payout-adoption-and-stickiness/
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Giving customers control 
turns payments into 
partnerships.

Consumers also value control enough to pay for it. Another recent 
PYMNTS Intelligence study found that 18% of those receiving insur-
ance disbursements under $500 and 23% of those receiving between 
$500 and $1,000 were willing to pay a fee for instant access to 
these funds.

Insurers are taking note. As Ingo Payments reports, adoption of 
instant disbursement options is growing as carriers recognize the 
link between speed, satisfaction and retention. The claim payment 
is no longer a back-office process—it’s the new frontier of customer 
engagement.

Empowering Payout Choice

https://www.pymnts.com/study/new-data-consumers-want-control-and-choose-instant-payments-to-get-it/
https://ingomoney.com/resources/new-data-insurance-industry-adopts-instant-payments-amid-rising-consumer-demand/
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Call to Action

DREW EDWARDS 
CEO

Meeting the Moment 
With Instant 
Insurance
Policyholders no longer separate the insurance experience from 
the payment experience—they are one and the same. To stay com-
petitive, insurers must treat payout modernization as a strategic 
imperative, not a technical upgrade. The path forward begins with 
four clear steps:

•	 Expand choice: Let customers decide how they receive funds—
bank account, card or wallet—to align with individual preferences.

•	 Integrate instant rails: Embed push-to-card and real-time 
bank payment capabilities directly into claims workflows for  
same-day payouts.

•	 Automate compliance: Use digital verification tools to ensure that 
regulatory, anti-fraud and know your customer (KYC) requirements 
are met instantly.

•	 Communicate speed as value: Market faster payouts not only as a 
convenience but also as a core element of trust and care during  
critical moments.

Insurers that deliver instant disbursements can dramatically improve 
satisfaction and retention while lowering administrative costs. In 
an age defined by immediacy, the question isn’t whether custom-
ers want instant insurance payouts—it’s how soon every insurer can 
make it standard.

When someone’s dealing 
with a wrecked car or a 
flooded house, they’re not 
thinking about paperwork—

they just need their money.  
If you can’t move fast, you’re 

not really helping.

https://payments.ingomoney.com


24  |  Money Mobility Tracker® Series Money Mobility Tracker® Series  |  25

© 2025 PYMNTS All Rights Reserved© 2025 PYMNTS All Rights Reserved

The Money Mobility Tracker® Series may be updated periodically. While reasonable efforts are 
made to keep the content accurate and up to date, PYMNTS Intelligence MAKES NO REP-
RESENTATIONS OR WARRANTIES OF ANY KIND, EXPRESS OR IMPLIED, REGARDING THE  
CORRECTNESS, ACCURACY, COMPLETENESS, ADEQUACY, OR RELIABILITY OF OR THE USE OF 
OR RESULTS THAT MAY BE GENERATED FROM THE USE OF THE INFORMATION OR THAT THE 
CONTENT WILL SATISFY YOUR REQUIREMENTS OR EXPECTATIONS. THE CONTENT IS PROVID-
ED “AS IS” AND ON AN “AS AVAILABLE” BASIS. YOU EXPRESSLY AGREE THAT YOUR USE OF THE 
CONTENT IS AT YOUR SOLE RISK. PYMNTS SHALL HAVE NO LIABILITY FOR ANY INTERRUPTIONS 
IN THE CONTENT THAT IS PROVIDED AND DISCLAIMS ALL WARRANTIES WITH REGARD TO THE 
CONTENT, INCLUDING THE IMPLIED WARRANTIES OF MERCHANTABILITY AND FITNESS FOR A 
PARTICULAR PURPOSE, AND NON-INFRINGEMENT AND TITLE. SOME JURISDICTIONS DO NOT 
ALLOW THE EXCLUSION OF CERTAIN WARRANTIES, AND, IN SUCH CASES, THE STATED EXCLU-
SIONS DO NOT APPLY. PYMNTS RESERVES THE RIGHT AND SHOULD NOT BE LIABLE SHOULD 
IT EXERCISE ITS RIGHT TO MODIFY, INTERRUPT, OR DISCONTINUE THE AVAILABILITY OF THE 
CONTENT OR ANY COMPONENT OF IT WITH OR WITHOUT NOTICE. 

PYMNTS Intelligence SHALL NOT BE LIABLE FOR ANY DAMAGES WHATSOEVER, AND, IN PAR-
TICULAR, SHALL NOT BE LIABLE FOR ANY SPECIAL, INDIRECT, CONSEQUENTIAL, OR INCI-
DENTAL DAMAGES, OR DAMAGES FOR LOST PROFITS, LOSS OF REVENUE, OR LOSS OF USE,  
ARISING OUT OF OR RELATED TO THE CONTENT, WHETHER SUCH DAMAGES ARISE IN  
CONTRACT, NEGLIGENCE, TORT, UNDER STATUTE, IN EQUITY, AT LAW, OR OTHERWISE, EVEN IF 
PYMNTS HAS BEEN ADVISED OF THE POSSIBILITY OF SUCH DAMAGES. 

SOME JURISDICTIONS DO NOT ALLOW FOR THE LIMITATION OR EXCLUSION OF LIABILITY 
FOR INCIDENTAL OR CONSEQUENTIAL DAMAGES, AND IN SUCH CASES SOME OF THE ABOVE 
LIMITATIONS DO NOT APPLY. THE ABOVE DISCLAIMERS AND LIMITATIONS ARE PROVIDED BY 
PYMNTS AND ITS PARENTS, AFFILIATED AND RELATED COMPANIES, CONTRACTORS, AND 
SPONSORS, AND EACH OF ITS RESPECTIVE DIRECTORS, OFFICERS, MEMBERS, EMPLOYEES, 
AGENTS, CONTENT COMPONENT PROVIDERS, LICENSORS, AND ADVISERS. 

Components of the content original to and the compilation produced by PYMNTS Intelligence 
is the property of PYMNTS and cannot be reproduced without its prior written permission. 

The Money Mobility Tracker® Series is a registered trademark of What’s Next Media & Analytics, 
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DisclaimerAbout
PYMNTS Intelligence is a leading global data and analytics platform that 
uses proprietary data and methods to provide actionable insights on 
what’s now and what’s next in payments, commerce and the digital 
economy. Its team of data scientists include leading economists, econo-
metricians, survey experts, financial analysts and marketing scientists 
with deep experience in the application of data to the issues that de-
fine the future of the digital transformation of the global economy. This 
multilingual team has conducted original data collection and analysis in 
more than three dozen global markets for some of the world’s leading 
publicly traded and privately held firms.

The PYMNTS Intelligence team that produced this Tracker:

John Gaffney
Chief Content Officer

Joe Ehrbar 
Content Editor

Alexandra Redmond
Senior Content Editor and Writer 

Augusto Félix Solari 
Senior Research Analyst

Ingo Payments empowers banks, FinTechs and enterprises to deliver 
modern financial experiences through its full-service embedded banking 
platform. Ingo’s bank-grade modern money stack, built with embedded 
compliance and risk management, enables seamless account funding, 
transfers, mobile deposits and payout solutions across a wide range 
of industries and use cases. With a vertically integrated platform, Ingo 
helps clients minimize third-party risk, reduce operational complexity 
and lower costs—all while accelerating go-to-market timelines. Head-
quartered in Alpharetta, Georgia, Ingo employs more than 240 payments 
experts and serves some of the largest brands in North America. Learn 
more at ingopayments.com.

https://www.pymnts.com
https://ingopayments.com/
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