
The future of UK  
insurance: Navigating AI, 
trust and transparency
Our latest report summarizes the five most vital trends 
for UK insurance leaders in 2026. Insights are drawn 
from Trustpilot’s proprietary review dataset of over 
446,000 consumer voices.



Trustpilot is the world’s largest open customer feedback 
platform, with over 361 million active reviews. To identify 
the most influential trends in the Insurance industry, we 
analyzed 446,000 reviews written by UK consumers in 
2025, examining topics, trends and sentiment - here are 
the key findings.

Report Methodology 
•	 Analysis of 446,000 reviews written on Trustpilot by UK 

consumers for insurance businesses in 2025.

• Research was conducted in February 2026.

•	 The sentiment model used identifies emotions behind 
customer feedback, studying reviews sentence by 
sentence rather than giving a single overall score 

•	 Analysis uses a specialized, multilingual AI model to 
categorize feedback into specific topics at a detailed level.

Key Takeaways

AI sentiment is improving but 
remains sensitive:
Sentiment for reviews mentioning 
AI improved 38% in 2025, yet the 
baseline score (-0.15) remains negative 
compared to human-led interactions.

The “human-in-the-loop” 
requirement:
Keywords like “real person”  
and “no contact” are the  
primary drivers of 1-star reviews  
in automated claims journeys.

Seasonal trust shocks are 
predictable:
December renewal and claims  
spikes result in a measurable dip in  
industry-wide sentiment.

A price-led market needs 
trust-led closing:
While price drives the initial click, 
89% of UK consumers use reviews to 
validate a provider before the  
final purchase.

Transparency is a  
retention tool:
Clearer communication regarding 
policy exclusions can prevent the 
“denial shock” that causes 70% of 
claims-related negative reviews.
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Introduction
Success in the UK insurance 
market is defined at the point 
of comparison. As UK providers 
increase AI usage to manage 
high volumes, consumer trust 
has reached a critical junction. 
Efficiency is no longer enough; 
UK insurance leaders must bridge 
the gap between fast journeys 
and trusted outcomes. This 
report is for UK insurance leaders 
navigating this transition.

of UK consumers check 
reviews before a purchase.

annual improvement in 
AI sentiment.

star penalty for
 ignoring complaints

89% 38%

-1.6

5The future of UK insurance: Navigating AI, trust and transparency



Claims-related review scores in the UK appear 
stable on the surface, but the underlying data 
reveals friction. Our analysis shows that visibility is 
the main pain point: 99% of negative claims reviews 
mention poor communication regarding next steps.

UK consumers are patient with complexity, but 
intolerant of silence. When automated systems lack 
transparency, consumers feel “pushed from pillar 
to post.” The data indicates that it isn’t the claim 
rejection itself that causes the most reputational 
damage - it’s the lack of an explanation.

The 
transparency 
gap in 
automated 
claims

www.trustpilot.com
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AI isn’t a novelty anymore, it’s a standard part 
of the UK insurance journey. While sentiment 
for AI-related reviews is still negative (-0.15), 
the 38% improvement in 2025 suggests the 
market is maturing.

Insurers that blend automation with a human 
escalation path are seeing higher sentiment 
scores. The takeaway? UK consumers 
reward AI when it provides speed, but 
penalise it when it acts as a barrier to human 
understanding and service.

The UK’s shifting 
AI sentiment
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Trust doesn’t move in a straight line. Our data shows a predictable, recurring dip in sentiment 
every December. This seasonal shock is driven by three factors: Holiday staffing shortages, a 
spike in pet insurance claims, and year-end renewals.

Firms that fail to scale their response capacity during this window face a permanent impact on 
their public profile that can take months to recover from.

Furthermore, environmental events trigger immediate trust shocks. For instance, in January 
2025, Storm Éowyn drove a 59% increase in Home Insurance reviews. Companies that lacked 
scalable response triggers during these peaks experienced  lasting reputational damage.

Seasonal 
volatility and the 
“December dip”

www.trustpilot.com
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Communication failures are the single 
largest “trust killer” in the UK market. 
When a consumer leaves a complaint and 
receives no response, the star rating for 
that specific review lifecycle drops by an 
average of 1.6 stars.

In a price-sensitive market, this silence 
penalty drives prospects toward 
competitors. Publicly acknowledging a 
failure and offering a resolution path is no 
longer a nice-to-have - it is a necessity 
for maintaining brand authority in AI-led 
search environments.

The commercial 
cost of silence
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2023
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Significant growth categories 
requiring robut trust signals.

Travel momentum levels 
off post-pandemic.
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UK Insurance Review Volume: Key Subtype Trends (2023–2025)

The UK market is not moving in unison. We are seeing 
significant volume growth in Pet and Gadget insurance, 
while Travel momentum has begun to level off following 
the post-pandemic surge.

For leaders, these shifts in review volume are a “canary in 
the coal mine” for consumer scrutiny. Growing categories 
require more robust trust signals to convert the influx of 
new, highly-engaged consumers.

Category 
momentum: 
Where attention 
is shifting

www.trustpilot.com
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MAKE CLAIMS FOLLOWABLE

Move beyond easy-to-submit. Provide real-time visibility 
into the claims journey. Avoid the reset cycle by ensuring 
data is never requested twice.

SCALE FOR THE “DECEMBER DIP”

Build surge capacity for year-end renewals and holiday 
claims. Proactive communication during peak periods can 
mitigate the risk of 1-star reviews.

BRIDGE THE PRICE-TRUST GAP

In comparison-led journeys, use product-specific 
reviews (Home, Auto, Pet) to justify your value beyond 
a monthly premium.

PRIORITISE HUMAN ESCALATION

AI should empower your team, not replace them. 
Ensure every automated decision includes a clear, 
visible path to a human representative.
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Strategic fixes for UK 
insurance companies
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Conclusion
With widespread automation comes the risk of losing the personal touch 
that customers want from their providers. Insurers that win will be those 
that master the two sides of the AI transition. 

Firstly, leaders must use AI-assisted tools to scale human connection 
– closing the feedback loop to ensure every consumer feels heard, 
without losing the empathy that only a real person can provide. 

Secondly, businesses must recognize that AI is now the primary 
gatekeeper for brand discovery. By building a foundation of transparent, 
third-party reviews, UK insurers can provide the high-authority signals 
that AI search platforms require to recommend a brand.

A steady flow of fresh, relevant reviews on Trustpilot means that when 
a consumer asks AI search who to choose, your business is part of 
the answer. Your Trustpilot reviews are the human proof that helps 
consumers move past the comparison screen and make the right choice.

Book a demo
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https://business.trustpilot.com/request-demo

