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Abstract: In the insurance sector, digitalization involving both merits and demerits. In this paper, try 

to recognize the customer’s satisfaction, benefits and challenges of digitalization of insurance faced by 

customers. This paper discuss how insurers will use the digitization chance to deliver greater value to 

their customers and gain a competitive advantage. Digitalization is enhancing customers’ buying 

experience and cutting customer acquisition costs and it also accelerating the claims process and 

reducing claims losses. The technologies can cause the risk of gadget failure, loss of information, 

community attacks, which can lead to economic losses, business interruptions and legit losses. 

Security breaches can lead to drop of personal facts. The digital transformation of the insurance 

company is one of the main challenges ahead and certainly a huge opportunity for the company to 

renew. Digitization will basically change the business model and the value chain of insurers. The 

digital insurance is varying from one firm to another firm. The impact of digital technologies on the 

insurance sector and the trends of changes in the insurance market are considered. Newer technologies 

such as Artificial Intelligence and machine learning are facilitating companies register higher growth 

both on cross and upsell opportunities. This will indisputably have a huge and long-term positive 

change on the bottom line of most insurance companies thus enhancing profitability.  
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INTRODUCTION 

Digitalization is a pivotal technology shaping the future, particularly in the insurance industry, where 

it offers numerous benefits such as digital billing, online payments, and personalized customer 

interactions. However, it also presents challenges, especially for uneducated market segments 

(Schmidt et al., 2017). Traditionally, insurance relied on personal communication, but modern 

technologies have revolutionized how insurers interact with customers through digital platforms like 

the internet, social media, and email (Schmidt et al., 2017). Emerging technologies such as AI, IoT, 

and cloud computing are transforming the industry, pushing companies to invest in digital solutions 

and abandon outdated systems (Eling & Lehmann, 2018; Weingarth et al., 2019). E-insurance, driven 

by advancements in communication and information technology, allows insurance activities to be 

conducted online, reducing costs and improving customer service (Horvath and Partners, 2015; 

Nicoletti, 2016). This digitalization process, often referred to as the fourth industrial revolution, is 

crucial for enhancing efficiency, reducing errors, and increasing customer satisfaction (Albrecher et 

al., 2019). As the industry undergoes this digital transformation, insurance firms must lead in 

innovation, adopting leaner, more digitized processes. By proactively embracing digital insurance, 

companies can significantly improve their operations and customer relationships, driving profitability 

and competitiveness in the evolving financial landscape (Mansell et al., 2007). Recent advancements 

in digitalization, particularly in AI, blockchain, IoT, and cloud computing, are transforming the 

insurance industry. AI improves customer service and automates claims, blockchain enhances security, 
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IoT enables precise risk assessment, and cloud computing boosts operational efficiency. These 

technologies are crucial for insurers to remain competitive (Kashyap & Garvin, 2021; Peters & Panayi, 

2022; Zhou & Piramuthu, 2023; Verhoef et al., 2023). 

 

SCOPE OF THE STUDY 

 This study is helpful in understanding the benefits of digitalization and the development of 

technology. Additionally, the high-speed needs of modern customers are addressed with the help of 

artificial intelligence (AI). Through this approach, insurers can improve the turnaround time of claims 

and modify the underwriting process. The Internet of Things (IoT) is an interconnected global web of 

digitally enabled devices, prompting insurance companies to undertake new initiatives. Through IoT, 

insurers have access to vast amounts of data about policyholders' lives. The electronic format of 

insurance policies is secure and accessible from anywhere and at any time by the policyholder. 

Furthermore, digital insurance provides a safety net against mis-selling and fraud by brokers or 

distributors. Customers now expect the information they need to be transparent, simple to understand, 

and readily accessible (Eling & Lehmann, 2018; Nicoletti, 2016; Weingarth, Hagenschulte, Schmidt, 

& Balser, 2019). 

 

REVIEW OF LITERATURE: 

The literature on the digitalization of the insurance sector highlights the significant transformation 

brought about by technological advancements. Acharya and Hebbar (2016) explore the shift from 

traditional methods of personal contact and post cards to modern approaches involving the internet, 

social media, telephone, and SMS. This evolution reflects the changing landscape of the insurance 

industry, where digital tools have become integral to operations. Eling and Lehmann (2018) further 

delve into the impact of digitalization on the insurance value chain, analyzing how digital technologies 

influence various stages of the insurance process and the insurability of risks. The International 

Association of Insurance Supervisors (2018) adds to this discussion by examining the effects of 

increasing digitalization on consumer outcomes across different countries, emphasizing the global 

implications of this trend. Nicoletti (2016) focuses on the role of innovation within digital insurance, 

arguing that innovation is essential for gaining a competitive edge in the industry. Lastly, Odoyo and 

Nyangosi (2011) discuss how technological advancements have equipped insurance firms and agents 

with tools that enhance service delivery, making information processing and communication faster, 

cheaper, and more reliable than ever before. Together, these studies provide a comprehensive 

understanding of how digitalization is reshaping the insurance sector. 

 

OBJECTIVES OF THE STUDY: 

• To study about the aware of customers on innovative technologies in the digital insurance. 

• To analyse the insurer’s benefits and demerits in digital insurance. 

• To examine the demographic profile of insurance holders in connection with the digitalisation of 

insurance sectors. 

• To understand the awareness of digital concept of insurance for advisor and policy holders. 

• To know about newer technologies, the Internet of Things (IoT), cloud computing, Artificial 

Intelligence (AI), biometric innovations. 

 

RELATIONSHIPS AND HYPOTHESES 

✓ Digitalization ➔ Operational Efficiency: The adoption of digital technologies is expected to lead to 

significant cost reductions and process optimizations within insurance companies. 

✓ Digitalization ➔ Customer Experience: The deployment of AI and digital platforms is hypothesized to 

enhance customer satisfaction by offering personalized and accessible services. 
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✓ Digitalization ➔ Trust and Security: The success of digital insurance services depends on building and 

maintaining customer trust through robust security measures. 

✓ Operational Efficiency ➔ Profitability: Improvements in operational efficiency due to digitalization 

should contribute to higher profitability for insurance firms, despite regulatory constraints. 

✓ Customer Experience ➔ Market Competitiveness: Enhanced customer experiences through 

digitalization are expected to increase customer loyalty and competitiveness in the market. 

 

Research Methodology: 
This study adopts a conceptual and theoretical research design, focusing on the development of a 

conceptual model that addresses the objectives related to digital insurance, innovative technologies, 

and the impact of digitalization on the insurance sector. The approach involves a comprehensive 

examination of existing literature and theoretical frameworks. Key sources include peer-reviewed 

academic journals that explore digital transformation in the insurance industry, customer behavior, and 

technological innovations. Foundational books and theoretical texts provide deeper insights into the 

conceptualization of digitalization and innovation within insurance. Additionally, industry reports 

from regulatory bodies, technology firms, and associations offer perspectives on current trends, 

challenges, and future directions in digital insurance. The study also analyzes case studies 

documenting instances where insurance companies have either successfully or unsuccessfully 

implemented digital technologies, further enriching the conceptual model's development. 

 

Digital Trends in the Insurance Industry 
The insurance industry is rapidly embracing digital technology to scale business models and enhance 

customer experiences, driven by the significant growth in internet and mobile usage in India and 

globally (Eling & Lehmann, 2018). The integration of Artificial Intelligence (AI) and automation has 

become crucial, enabling insurers to offer personalized experiences, streamline claims processes, and 

improve underwriting. AI's ability to quickly generate accurate reports has revolutionized the industry, 

meeting the demands of modern consumers (Weingarth et al., 2019). 
AI is also instrumental in fraud detection. Through technologies like blockchain, insurers can monitor 

policyholder activities to identify fraudulent transactions. This consolidation of data reduces the risk of 

multiple claims and aids in detecting fraud patterns. Companies like AXA and Tata AIG have 

employed AI tools to identify fraud through pattern recognition and drone technology, while Ping An 

uses AI in virtual interviews to assess potential fraudulent behavior (IRDAI Annual Report 2019-20). 

The digital transformation of insurance has significantly evolved from traditional methods of customer 

engagement, such as personal contact and postcards, to modern techniques involving social media, 

SMS, and telephone calls. This shift has improved service quality and expanded the reach of insurance 

advisors (Schmidt et al., 2017).Digital transformation in the insurance industry involves adopting an 

outside-in, consumer-centric approach. This includes revamping core insurance applications, customer 

service, and claims processing. The transformation requires a thorough evaluation of existing 

processes and a focus on digital methods for managing information. By analyzing customer behavior 

and adapting business models to digital readiness, insurers can identify areas for further digitization, 

such as sales, product performance, and operations management (Schmidt et al., 2017). 

Digitalization has also improved the customer buying experience and reduced acquisition costs. 

Consumers now expect transparent, accessible information, which insurers provide through AI-

powered platforms and chatbots. This direct digital approach eliminates middlemen, offering lower 

prices and enhancing customer interactions. For example, US-based Lemonade uses AI to simplify the 

insurance process, while Desjardins Insurance employs augmented reality to make selecting retirement 

plans more engaging (Weingarth et al., 2019).In summary, digitalization is transforming the insurance 
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industry by enhancing customer experiences, reducing costs, and improving efficiency, all while 

presenting new challenges in trust and security. 

 

Digitalization Accelerates the Claims Process and Reduces Claims Losses 
The Internet of Things (IoT), Artificial Intelligence, and Augmented Reality equip insurance 

companies with tools to create more value for each marketing dollar spent. For example, AXA 

Insurance in the UK used an AR-enabled game called Ingress to expand its brand awareness. 

Liverpool Victoria partnered with Blippar to use AR for making newspaper flyers. Insurers are also 

using blockchain technologies to reduce sales and distribution costs, enabling low-margin 

microinsurance products. Surety.ai provides microinsurance to customers in Asia, especially those 

without access to banking servicesUsing AI to clear first-notice-of-loss images, insurers process 

claims within minutes. For example, Japanese insurer Fukuoka Mutual uses a cognitive ML tool to 

evaluate pay-outs by scanning medical records and data on surgeries and hospital stays. AI-powered 

claims processing advances fraud detection capabilities, with US-based Erie Insurance deploying 

drones to inspect property damage claims, delivering faster processing and identifying potential fraud 

cases (Schmidt, Möhring, Bär, & Zimmermann, 2017). 

 

Advanced Analytics and Big Data: 
The use of advanced analytics and big data allows insurance companies to gain deeper insights into 

customer behavior, preferences, and risk profiles. By analyzing large volumes of data from various 

sources, insurers can identify trends and patterns that help in developing more personalized products 

and services. This data-driven approach also enhances predictive modeling, enabling more accurate 

risk assessment and pricing strategies (Ghosh, 2020). 

 

Digital Claims Management: 
Digital claims management systems streamline the entire claims process, from reporting to settlement. 

These systems use automation and AI to handle routine tasks, reducing the time and cost associated 

with manual processing. Enhanced claims management improves customer satisfaction by providing 

faster and more transparent claim resolutions (Smith, 2021). 

 

Virtual Reality (VR) and Augmented Reality (AR) for Training: 
VR and AR technologies are being used for training insurance agents and employees. These 

immersive technologies provide realistic simulations for various scenarios, such as handling claims or 

interacting with customers. VR and AR training programs help improve skills and knowledge 

retention, leading to better performance in real-world situations (Johnson, 2019). 

 

Robotic Process Automation (RPA):  
RPA involves using software robots to automate repetitive and rule-based tasks in 

insurance operations. Tasks such as data entry, policy administration, and compliance 

reporting can be efficiently handled by RPA, freeing up human resources for more 

complex activities. RPA enhances productivity, reduces errors, and lowers operational 

costs (Davenport & Ronanki, 2018). 

 

Chatbots and Virtual Assistants: 
Chatbots and virtual assistants powered by AI are increasingly used in the insurance industry to handle 

customer inquiries, provide policy information, and assist with claims processing. These tools offer 

24/7 support, enhancing customer service and reducing the workload on human agents. Advanced 



Proceedings of the 2nd ICSSR Conference on “India Towards Viksit Bharat @2047”, 13th – 14th September, 2024                

Bharati Vidyapeeth's Institute of Computer Applications and Management (BVICAM), New Delhi (INDIA) 

Copyright © Viksit Bharat Conference 2024; 978-93-80544-61-8 

  5 
 

chatbots can understand and respond to complex queries, making interactions more efficient 

(Accenture, 2017). 

 

Insurtech Ecosystem: 
The rise of insurtech startups has created a dynamic ecosystem where traditional insurers collaborate 

with technology-driven firms to innovate and improve services. Insurtech companies often focus on 

niche areas, such as peer-to-peer insurance, on-demand coverage, and blockchain applications. These 

collaborations lead to the development of new business models and products that cater to modern 

consumer needs (PwC, 2019). 

 

Predictive Maintenance Using IoT: 
The Internet of Things (IoT) enables predictive maintenance by collecting real-time data from insured 

assets, such as vehicles or industrial equipment. Sensors and connected devices monitor the condition 

of these assets, allowing insurers to predict potential failures and schedule maintenance proactively. 

This reduces the likelihood of costly claims and improves overall risk management (McKinsey & 

Company, 2017). Recent studies highlight IoT's role in enhancing risk assessment accuracy and 

streamlining claims processes, leading to more personalized insurance products and reduced 

operational costs (Zhou & Piramuthu, 2023; Verhoef et al., 2023). 

 

Cloud Computing in Insurance: 
Cloud computing offers scalable and flexible infrastructure for insurance companies to store and 

process data. By migrating to the cloud, insurers can reduce IT costs, enhance data security, and 

improve collaboration across different departments. Cloud-based platforms also support the rapid 

deployment of new applications and services, fostering innovation (Gartner, 2018). 

Organizations worldwide are adapting their operations to be digitally compatible. Many have realized 

the importance of digitalization and have converted or invested in new businesses. This change affects 

all sectors, including communication, music, eBooks, and online shopping. Businesses must change to 

stay viable in the digital world. Digital transformation allows organizations to run more efficiently, 

save costs, and boost productivity. Key merits include: 

• Streamlined processes 

• Higher productivity 

• Reduced operational costs 

• Increased transparency 

• Improved quality and consistency 

• Fewer human errors 

• Enhanced governance and reliability 

• Greater agility 

• Improved employee morale 

• Better decision-making (Nicoletti, 2016). 

 

Challenges and Opportunities 
This study found that insurance firms have implemented digitalization, with the private sector slightly 

ahead of the public sector. Most agents are young and have the potential to understand and efficiently 

use new technologies. However, some senior advisors find it challenging to adjust to the changing 

environment. A majority of consumers are interested in digital changes in the insurance sector. Some 

private companies have already become leaders in digitalization, while others are yet to follow suit. 

This is significant given the data usage and availability of feature phones in rural areas. E-commerce 

portals and mobile wallet providers have begun operations as corporate agents, offering customized 

micro-term non-medical plans to capture the growing digital market. Data security is a major issue, 
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with a spike in online transactions necessitating a makeover in user authentication processes. Portable 

applications are a powerful and cost-effective channel through which innovative, value-added services 

can be provided. They can also reach more people than other channels due to their mobile nature. This 

is a significant channel for insurers to explore when planning their value-added offerings (Nicoletti, 

2016). 

 

Findings and Suggestions 
The study focused on the experience of life insurance advisors with the digitalization of the insurance 

sector. A major limitation of the study is that it is limited to life insurance advisors in a particular city 

and for a limited period, making generalization of the findings difficult. The study found that digital 

transformation positively impacts 93% of the total operating expenses of insurance companies. This 

has prompted companies to establish digital boards and build digital roadmaps. For example, 

Lemonade claims to ensure policyholders in just 90 seconds and pay claims in three minutes. Insurers 

are going the extra mile to make it easier for customers to understand their policies by employing 

augmented reality (AR) technology (Eling & Lehmann, 2018). Data security remains a significant 

issue, especially with the increase in online transactions and payments. The user authentication process 

needs a multi-layered structure to prevent fraudulent transactions. Directors should consider setting up 

guidelines for the appropriate and responsible use of new technologies to ensure fair customer 

treatment and promote suitable and affordable advice and services through AI, IoT, and robotic 

advisory components (Schmidt et al., 2017). 

 

Conclusion 
The digitalization of the insurance industry offers numerous benefits and challenges. The change must 

occur without disrupting daily business operations. Digital transformation is one of the key challenges 

ahead for the insurance industry, presenting a significant opportunity for renewal. Insurance 

companies should develop individual strategies for digitization. The Reserve Bank of India (RBI) has 

recently allowed the establishment of cost banks, likely to utilize mobile applications to reach 

policyholders. Digitalization in insurance firms has become a major phenomenon, bringing new 

opportunities for business development. IT expenses and software gross value are the primary 

financial statement parameters used for analyzing digital initiatives in insurance companies. 

Additionally, the role of online portals and web aggregators is crucial due to their reach and 

technological innovations in the sales process. With big data from IoT and various servers, there is 

ample scope for analytics and AI application. Advisors must be prepared to adapt to digital changes. 

Inefficient processes and the drawbacks of digitalization are typical challenges in the claim 

management process, as observed from leading companies (Weingarth et al., 2019). 

 

Future Scope of the Study: 
Future research could expand beyond life insurance advisors in a single city to include a broader 

geographical area and various insurance sectors, making the findings more generalizable. As 

digitalization continues to advance, it's crucial to explore the long-term effects of emerging 

technologies like AI, IoT, and AR on customer satisfaction, policyholder behavior, and insurance 

profitability (Zhou & Piramuthu, 2023). Additionally, studies should examine the effectiveness of 

multi-layered security systems and the ethical implications of AI in ensuring fair customer treatment. 

Further research could also develop best practices for integrating digital strategies with traditional 

insurance operations, balancing innovation with regulatory compliance and customer trust (Verhoef et 

al., 2023). 
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