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Abstract: Digital transformation is revolutionizing every Industry and insurance is not indifferent 

to it. From following an agent driven model, the insurance companies today are going through 

digital alteration in order to optimize the end-to-end customer experience. In terms of technology, 

there is a forward movement in the insurance sector, and customers are delighted that insurance 

companies are leaping onto the digital age. For insurers, digitalization aids in expanding their 

footprint and leveraging low-cost digital distribution channels for sales and service, which has 

eventually deepen their market penetration. The insurance industry requires digitalization in a very 

indispensable manner as it is required from where one has to make claims for the damage and loss 

that is caused by natural calamities to ever-changing consumer behavior in the insurance industry. 

The insurance industry is one of the most competitive industries and faces multiple challenges on 

daily basis. Without adapting digitalization it is very difficult to face these challenges smoothly. So, 

the insurance industry is presently standing at a transformative stage, and now from the public 

buying insurance to making a claim, all methods have improved. The present paper is focused upon 

studying the transformation of insurance industry from manual to a digitalized industry along with 

the benefits of digitalization to both customer and insurance companies.   
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Introduction: In today’s scenario every industry is going through digitalization, it has made 

business easy & convenient for both, companies as well consumers, globalization is possible just 

because of digitalization only. All the companies in India too are enduring the process of 

digitalization. Following the recent advancement the insurance companies today are also going 

through the digital transformation in order to optimize the end-to-end customer experience. In 

terms of technology, there’s a forward movement in the insurance sector, and customers are 

delighted that insurance companies are hopping onto the digital age. Digitization is also helping 

insurance companies in expanding their business and reach, helping in obtaining low-cost digital 

distribution channels, market penetration & increment of their profits. Digitalization has affected 

each and every stage of insurance, from product design to selling & after sale services. Digitalisation 

is expanding its footprint in every sector within India and across the globe. Of late, the insurance 

industry is getting intensely impacted by the penetration of digitalisation. This began in 2005 when 

people started searching for insurance policies online and also did policy comparisons. A decade 

after, insurers are selling policies online quite successfully. The Insurance Regulatory and 

Development Authority (IRDA), which had proposed digitilisation of insurance policies in 2013, 
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have now made it mandatory. With this initiative, the insurance industry is now all set to reach a 

new milestone. 

 

Evolution of Indian Insurance Industry & Digitalization Development: The insurance 

industry has come a long way since its inception with major developments and transformation over 

the passage of time from 1956 where it is nationalized to 2018 to the age of digitalization where all 

the transactions from buying and selling of insurance policies to settlement of claims are 

undertaken by customer and companies online. 

 

 
 

Source: IRDA 

Fig. 1: Evolution and Growth of Insurance Industry in India 

 

Review of Literature: 

1. Jagendra Kumar (2016), quoting industry research and analyses of BCG, highlights that in 2-3 

years, three out of every four insurance purchase decisions will be influenced by digital channels 

of sales and marketing which is an astonishing number. It simply proves the power of digital 

media and its growing role in the insurance sector in India. 

2. Pahuja and Chitkara (2016), analysed the data related to the study on perception towards E-

insurance and awareness, collected through structured questionnaire whereby they concluded 

that age and gender does not have any relationship with use of E-insurance. 

 

Major Digital Technologies Used by insurance Industry: The insurance industries in India are 

opting in various digital techniques to meet the needs and requirements of the customer and to 

face competition in the market. Following are the various techniques used by the insurance 

companies in India: 
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Fig. 2: Digital Technologies Used By Insurance Industry 

 

1. Infrastructure and Productivity: A modern IT architecture is critical for digital innovation. 

Many insurers consider the cloud as the best option for processing, computation and storage. 

They can also use productivity tools such as co-authoring and video calling, and they can 

connect with their customers through a seamless, Omni-channel approach. 

2. Online Sales Technologies: Insurers can use cutting-edge techniques for targeting customers, 

identifying user groups and analyzing consumption patterns. 

3. Advanced Analytics (AA): With AA, insurers can gain extensive insights into customer needs 

and preferences. Insurers can also draw on it to help fight fraud. 

4. Machine Learning: With machine learning, insurers’ information systems can quickly adapt to 

new data, without the need for re-programming. Insurers can use machine learning to shape 

underwriting, price products and manage claims. 

5. The Internet of Things: Networked devices in cars and buildings can protect people and 

property and facilitate proactive, preventive maintenance, thus reducing accidents and claims. 

6. Distributed Ledger Technology: By arranging and documenting claims on distributed ledgers, 

insurers can greatly reduce processing time.  

7. Virtual Reality (VR): This technology has the potential to transform the way information for 

underwriting is gathered, as well as the way claims are settled. 

 

Major Companies Using Digital Technologies in India: The above mentioned techniques are 

basically utilized by various Insurance Companies in India. Following are the insurance companies 

opting for digital techniques:  
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Fig. 3: Major Insurance Companies Using Digital Technologies in India 

 

Impact of Digitalization: Digitalization has made things easy & convenient both for the 

companies as well as for consumers. Thus it has a great impact both on consumers and Insurance 

companies which are as follows: 

§ Impact of Digitalization on Consumer: Following are the advantages which have resulted 

from digitalization in insurance industry to the consumers. 

1. Self-Service Any Time Anywhere: With the advent digitalization it has become possible to 

purchase anything online from anywhere, now consumer does not need to go to physical 

market,In the same way they want to do the same  with their insurance, managing everything 

from finding the right policy and making a claim, to tracking the same digitally only. 

2. Easier & Faster Claims Process: Before digitalization claiming against policy was a difficult 

process but now due to digitalization it has become easy and much faster than ever. 

3. More Options & Comparison: Another big revolution of digitalization is that it has given more 

options & opportunity of comparison among complicated policy & selecting of best and suitable 

policy according to their needs & requirements by clicking a button. Websites like paisa 

bazaar.com are providing the customers same services. 

4. More Convenient & Delighted Experience: The excruciating experience of explaining our 

accident to one service agent, and then getting transferred to another agent, only to tell the 

same story all over again has been eliminated as the insurance companies are making better use 

of technology to store customer history and data so all agents whether contacted by text or 

phone will have access to the same information. Thus making it convenient for the customers to 

get their claim settlements done.  

§ Impact of Digitalization on Insurance Companies: Following are the advantages which have 

resulted from digitalization in insurance industry to Insurance Companies: 

1. Target Marketing & Reach to Potential Customer: Digitalization made it possible to 

improve marketing, sales and distribution. It helps in increasing their ability to reach customers 
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by giving various digital technologies & software like telematics, AI and Big Data. With the help 

of the strategies like target marketing & market segmentation companies are using different 

customize approach for different set of potential customers. 

2. Low Marketing Cost & Fewer Intermediaries: Digitalization is helping in reducing marketing 

costs of the insurer and also cutting the intermediary between consumer & company, resulting 

in savings which may be passed on to the customer.  

3. Systematic & Larger Database: Digitalization has made systematic data collection in large 

quantity possible, now companies can find out the details of consumers & potential customers 

in just one click by maintaining E-KYC. This also leads to “customer delight” like now a days 

companies send auto birth day messages to the consumers by maintaining their records 

systematically. 

4. Less Manpower & Selling Efforts: It is not necessary for an insurance company to have a 

salesman for selling a policy due to digitalization, a consumer can purchase an insurance policy 

at midnight 3 am by just a click. Thus reducing the cost of maintaining huge manpower. 

 

Growth of Insurance Business after Digitalization: The insurance industry in India has 

recorded significant growth after digitalization. The Indian insurance industry is expected to grow 

to US$ 280 billion by FY 2020. It is clear that insurance companies are increasing their reach 

through digitalization even in underdeveloped cities.  

 

 
 

Source-IRDA 

Fig. 4: Gross Premium Written in India (in US$ billion) 

 

The above Fig. clearly shows growth in gross premium written in India during past 7 years.  Gross 

premium written in India reached from US $ 49 billion in FY 2012 to US $ 94.48 billion in FY 2018, 

with US $ 71.1 billion from life insurance and US $ 23.38 billion from non-life insurance. This growth 

in insurance industry is the result of many factors but digitalization is the major factor behind this 

growth. 

 

Conclusion: Digitalization has direct impact on the growth & outreach of insurance. Presently 

many companies are adapting & under-going digitalization but still there is need of advance 
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technologies & fast digital transformation. India is a potential country for insurance market & all 

circumstances are positive for the industry. Today coverage of insurance industry has increased 

with huge user-friendly approaches at lower cost which is possible all due to digitalization.  
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