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Abstract:

In recent years, the global insurance industry has seen increasing pressure to adjust to swift
technological advancements and heightened consumer expectations. Traditionally perceived as slow in
innovation, insurance companies are now adopting digital transformation as an essential strategy.
Technologies such as robotic process automation RPA, artificial intelligence Al, blockchain, and the
Internet of Things loT are being incorporated into operational workflows to augment efficiency, decrease
expenses, and elevate consumer engagement. This study investigates the transformative impact of
digital transformation on operations and processes in the insurance sector, with a focus on how
emerging technologies shape organisational efficiency, customer engagement, and overall
competitiveness. Employing a qualitative research approach, data were gathered from 10 professionals
and specialists through in-depth interviews, which were analysed using thematic analysis to uncover
patterns and insights. The findings reveal that digital tools such as RPA, online platforms, Al, blockchain,
and electronic verification systems have revolutionised core processes, including claims management,
customer interactions, and administrative workflows. These technologies not only streamline operations
and reduce manual interventions but also enhance customer experiences through real-time services,
personalised interactions, and autonomous systems. Moreover, the study highlights the growing reliance
on big data and loT in risk assessment and product customisation, which have fundamentally changed
how insurers manage data and develop offerings. However, significant challenges persist, including the
high costs of technology adoption, cybersecurity risks, and the complexity of integrating new systems
with legacy infrastructure. The research contributes to the growing body of literature on digital
transformation, providing insights into the opportunities and barriers in the insurance sector. This study
also lays a foundation for further academic inquiry into the long-term implications of digitalisation for

organisational performance and workforce dynamics in the insurance industry.
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Introduction and Background

To achieve digital transformation, firms need to transform their business processes, operations, and the
formulation of digital strategies in order to survive and exploit opportunities offered by the new
technologies (Bharadwaj, Savy, Paviou and Venkatraman, 2013). The insurance industry is traditionally
known to be slow in adopting technology compared to other financial services sector counterparts, such
as banking which has been a fast mover (Singh and Akhilesh, 2020). Moreover, Catlin and Lorenz (2017)
emphasise the same view, noting that unlike the banking sector that has been fast in adopting digital
transformation, the insurance sector is lagging behind as it has been relatively slow in implementing
digitalisation. However, the insurance sector is now undergoing a radical digital shake-up as customers
are beginning to embrace digital technologies and demand digital and efficient service (Dias, 2017). Due
to the rapid digital changes, the insurance sector has embarked on a digital transformation journey to
capitalise on the opportunities offered by digital transformation (Persson, Grundstrom and Vayrynen,
2018). The traditional way of doing business in the insurance sector has been challenged in recent years
by the new digital technologies such as Robo advisors, big data, blockchain, data analytics, mobile

distribution, and new entrances in the market like InsurTechs (Zimnoch, 2017).

Digital transformation has become inescapable, and insurance firms are looking for digital strategies
that are more efficient to remain competitive (Zimnoch, 2017). The emergence of InsurTech has also
affected the insurance value chain system as a whole, which includes the processing, selling of products,
risk assessment and customer experience (Cappiello, 2018). Insurance firms are traditionally slow
adopters of technology, but consumers’ expectations, such as the millennials who are digital natives
who prefer speed in service, flexibility, and specificity, have created the need for insurers to change.
Moreover, the increasing number of competitors like InsurTech is putting pressure on incumbent insurers
to embrace digital transformation to remain relevant in the market (Ayuso, Guillen, and Nielsen, 2019);
(Cappiello, 2018).

Like the rest of the world, the insurance firms in South Africa are working towards acquiring digital
capabilities such as the IoT, large-scale data analytics, Al, wearable devices, and machine learning
(Bose and Bastid, 2018; Malherbe and Dixon, 2017). Nonetheless, the cost of investing in these digital
capabilities and the current speed of change caused by technology is overwhelming the insurance firms.
They have only been implementing changes incrementally without making a substantial impact. A study
by Molloy and Ronnie (2019) found that the insurance firms in South Africa have been slow in responding
to digital disruptions, and it was suggested that slow response is a deliberate strategy by management
to ensure a careful approach is taken. In addition, some of the reasons cited as the cause for a slow
response to technological change is the inability of insurance firms to respond timely to the opportunities

and challenges they encounter in the changing environment.
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Recent studies show the operational benefits achieved through digitalisation in the insurance industry.
Gama et al. (2025) provide a model for digitisation that illustrates how insurance businesses can improve
their operations and provide value through innovative methodologies.
Zhang et al. (2023) examine the crucial importance of IT investments and top management support in
facilitating digital transformation plans in enterprises. Their findings demonstrate that a strategic
integration of IT resources significantly improves the efficacy of digital transformation programs,
highlighting the critical role of leadership in overseeing these changes (Zhang et al., 2023). Conventional
insurance companies frequently struggle to implement these strategies but encounter increasing
pressure to evolve because to competitors such as InsurTechs, which emphasise rapid, digital-first
solutions to address changing consumer needs (Odindo et al., 2024).
The rise of InsurTech businesses profoundly impacts the digital transformation of traditional insurance
firms. Conventional insurance companies often exhibit a sluggish response to the difficulties presented
by these newcomers, indicative of a complicated interaction between competitive dynamics and internal
decision-making processes (Odindo et al., 2024). Molloy and Ronnie (2019) categorise this delayed
response as a strategic decision, reflecting a prudent management strategy to ensure sustained reforms
(Bashir, 2024). The research question of the study is, what is the impact of digital technologies on the
operational efficiency and customer engagement processes within the insurance industry? The aim of
this study is to explore the impact of digital technology adoption on operational processes and customer
engagement in the insurance sector, using a South African case study to evaluate the benefits,

challenges, and strategic implications of digital transformation in the industry.
Theoretical Framework

Diffusion of innovation theory Diffusion of innovation is a theory that researchers have largely accepted
to help understand technology adoption (Roger, 1995). As Rogers (1995) suggested, technological
factors that include compatibility, relative advantage, and complexity can influence technology adoption.
Nevertheless, diffusion of innovation is not sufficient to determine the firm’s decision to either adopt
information technology innovations or not by evaluating technological factors alone (Chong and Olesen,
2017). In addition, several researchers have also used diffusion of innovation because of its
characteristics. These include observability, compatibility, complexity, and trialability, which may
encourage or weaken technology adoption (Fichman, 2004). Many researchers widely recognise
diffusion of innovation as a theory that can help establish characteristics of technology that are likely to
influence its adoption (Hoti, 2015). Under diffusion of innovation theory, top management, including the
board, are essential to ensure the diffusion of new technology in a firm (Steiber, Aldange, Ghosh and
Goncalves, 2020). The past culture of top management, competence and commitment, their inertia to

the innovation and the firm’s existing or new development path are crucial as they can either increase
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or limit the internal inertia and resistance to change (Steiber et al., 2020). In addition, the external
environment represents such factors as the industry’s characteristic competitive pressure due to the
speed of technological development (Steiber et al., 2020). Under diffusion of innovation theory, at the
organisational level, innovativeness is linked to independent variables such as management
characteristics, internal firm structural features, and external characteristics of the firm (Rogers, 1995).
In this study, the characteristics of diffusion of innovation apply as follows: the adoption of digital
transformation as indicated in the literature benefits the organisation in various ways, including achieving
a competitive advantage, efficiency, reduced costs, and eliminating human error. Therefore, this
suggests that digital transformation is likely to be accepted as its adoption supersedes the obsolete

legacy system.
Literature Review

Impact of Digital Transformation on Operations

There are four impact areas of the digital transformation process identified by Pousttchi et al. (2019) that
are intentional or unintentional. First is the process alignment, which is the alignment of new changes
such as new processes aligning with legal requirements and linking supplier processes with the internal
ones. The second digital impact is on the employees; digital transformation is changing the way
employees are recruited to address the skills shortage. The third impact relates to new opportunities
created by the exploitation of big data. Lastly, the fourth impact relates to the networking of companies,
which enable collaborations, interactions, and transactions with other market participants. The authors
further argue that other impact areas are linked to the value proposition model. Digital transformation is
enabled by digital technologies such as 10T, AL, blockchain, Big data and InsurTechs. The adoption of
these technologies has a high impact on the operations and processes of the insurers as they cause

considerable changes in the way business is done.

In the first stage of digital transformation firms tend to focus more on profitability and efficiency, which is
achieved through the integration of digital technologies, machines and devices, enhanced productivity,
digital tools and digital business models (Bolte, Dehmer and Nieman, 2018). In the second stage, firms
quickly learn new ways of operation and realise that it is essential to change the culture rather than just
the technology (Bolte et at., 2018). Studies also indicate that insurance digitalisation helps enhance the
efficiency of the insurance processes by removing redundancies in the sector known for lacking agility
in the past (Albrecher, Brommier, Filipovic, Koch-Medina and Schmeiser, 2019). These new changes
are likely to cause insurance firms to reassess the skills of their employees and lead to the
reconfiguration of insurance firms (Albrecher et al., 2019).
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In their study, Eling and Lehmann (2018) identified three broad classifications of change in insurance
that were prompted by digitalisation, they are as follows: (a) new technologies are changing the
interaction between insurers and customers, including these: chatbots, social media and robo-advisers.
(b) new technologies can be used for standardisation, automation, and the efficiency and effectiveness
of business processes, such as digital claims settlement and online sales. (c) new technologies create
opportunities for the modification of existing products, for example, telematics, and they can also be
used to develop new products such as cyber insurance. A study by Cappiello (2020) in Italy supports

the broad classifications identified above as it reached similar conclusions.

The disruptive technology improves the products and services in ways the market did not expect by
catering for different market segments in new markets and lowering prices for existing markets
(Sharmelly and Ray, 2021). Customers now have high expectations from insurers as they want to be
engaged via channels such as chat, voice assistants, websites text, and mobile devices, and clients
also want new and innovative products with new features, which puts pressure on insurance companies
to meet these expectations in an economic, effective and efficient way (Pisoni, 2020). The claims
management is one of the areas of insurance operations that have been impacted by digital

transformation, and it is an aspect of high engagement between customers and insurers.

The transformation of claims function helps insurers to be digitally enabled and more customer-centric
and improves three fundamental areas of claims such as efficiency, effectiveness, and customer
experience, it enables insurers to capture the value of digital transformation and also helps insurers
attain great efficiency from a fully automated back-office process (Balasubramanian, 2018). While
McKinsey and Company Consulting identifies the benefits of digitalisation in the insurance sector from
the practitioner’s perspective, more research is needed to verify these claims from the academic
perspective as well. Insurance firms need to be proactive and tap into new business opportunities by
luring a young generation of customers through new digital technologies (Zainudin, Mahdzan and Leong,
2018).

Artificial Intelligence and Machine Learning

Although Al is still new in the insurance industry, however, some insurers have already started using this
technology. Insurers can use Al to provide customised services for customers by using data from various
sources such as digital and social media from connected devices (Kumar, Srivastava and Bisht, 2019).
The customisation of services is likely to increase profit by five to ten percent for insurance firms (Kumar
et al., 2019). Insurance firms can also learn from the retail industry how to benefit from machine learning
algorithms and build sophisticated models to increase product recommendation and cross-selling

opportunities and maximise lifetime value (Kumar et al., 2019).
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To address the issue of the slow process, particularly in casualty and property, insurance firms have
invested in Al to enhance operational efficiency. Thus, they have automated claims processing and
customer servicing through Chatbots (Kumar et al., 2019). Digital transformation has, therefore,
technologically enabled every stage of the value chain for insurance firms, and some of the affected
areas consist of product design, marketing and distribution, underwriting, pricing, post-sales services

and contract governance and claim management (EIOPA 2017a).

Ahmad et al. (2024) argue that insurance firms can now leverage advanced analytics and Al to better
assess claims, evaluate risks and determine appropriate premiums. Automation has brought significant
changes in insurance, and among other changes includes automation of business processes (e.g.
processing of contracts, reporting of claims) and decisions (e.g. underwriting, a claim settlement, product
offerings) (Eling et al., 2022). It is believed that automation in the reporting and settlement of claims
increases business processes, which results in customer satisfaction (Eling et al., 2022). Transaction-
intensive sectors such as health insurance are already using background processing, and the use of big
data and artificial intelligence will encourage a further wave of automation. Eling et al. (2018) suggest
that potential savings are the greatest benefit of automation for insurance companies. Furthermore,
higher accuracy for administrative repetitive tasks can be achieved by eliminating human errors, and

skilled employees will have more time to concentrate on tasks that can add value.

Artificial intelligence is being used to process and analyse large quantities of data generated by social
networks, telematic devices, or other internet sources such as videos, pictures and customer feedback
in the underwriting process, customers will have to answer fewer questions, which increase their
satisfaction (Eling et al., 2022). Insurers have also been empowered by Al to develop strong connections
with their customers, which result in increased loyalty, satisfaction and, ultimately, business success
(Adeoye et al., 2024). Insurance firms are using machine learning algorithms to analyse large amounts
of data and identify trends, correlations and patterns that may not be apparent through traditional
analysis methods (Bharadiya, 2023). Machine learning algorithms also play a significant role as they
can make accurate predictions and recommendations based on historical data, allowing insurance firms
to personalise their products and services as per individual customer needs (Aljohani, 2023). Insurance
firms have begun to adopt predictive analytics to anticipate customer behaviour, assess risks and
identify opportunities to personalise their offerings. Insurers are also proactively tailoring their products
and services to mitigate risks and maximise customer satisfaction by predicting potential losses, claims,
losses, or changes in customer preferences (Adeoye t al., 2023). Moreover, Al driven personalisation
allows insurance companies to tailor their products and services to specific customer needs,

preferences, and individual risk profiles (Ali Albasheir, 2023).

Wohllebe & Ross Publishing, Germany — The Open Access Publisher.

More information and current publishing opportunities at wr-publishing.org


https://doi.org/10.51137/wrp.ijarbm.2025.mmti.45818
https://www.wr-publishing.org/

International Journal of Applied Research in Business and Management (ISSN: 2700-8983)
an Open Access journal by Wohllebe & Ross Publishing, Germany.

Volume: 06 Issue: 01 Year: 2025

https://doi.org/10.51137/wrp.ijarbm.2025.mmti.45818

Research shows that if an organisation embarks on a digital transformation process, it begins to yield
rewards such as reduction in selling costs, increased customer satisfaction, and customisation of
services (Nwankpa and Roumani, 2016). Nwankpa and Roumani (2016) also point out that business
processes that are digitally enabled to improve performance benefits through information systems
capabilities can potentially reduce production costs. In addition, it was revealed that firms that have
adopted digital transformation and developed new business processes and operations are more

innovative (Nwankpa and Roumani, 2016).
Impact of the IoT on Insurance Firms

Marano and Noussia (2020) suggest that for insurance companies to access the technology, they can
either acquire a technology company itself or purchase the technology. The loT is undoubtedly one of
the technologies that has fundamentally changed the insurance sector. The loT is a vast and growing
source of useful data for insurers from customer’s mobile phones as they increasingly have direct access
to customers and to sale their products directly using various channels (Spender, Bullen, Altmann-
Richer, Cripps, Duffy, Falkous, Farrell, Horn, Wigzell and Yeap, 2019). In addition, the loT has also made
it possible for customers to communicate directly with insurers using advanced tools such as chat boxes
via smartphones or websites and social media applications and traditional electronic communication like
emails (Christofilou and Chatzara, 2020). This further helps facilitate dialogue between insurers and
customers and enable customers to get more information on products policies offered and provide
insurers with data that is essential to use for future product development and pricing (Matek, 2020). The
loT is also playing a fundamental role in the internal operations of insurance firms. Insurance executives
consider it as an innovative way to reduce costs, as it creates customised insurance products, premium
pricing, effective risk assessment, claims prevention and claims management, enhancing customer
experience and improving the effectiveness of risk acceptance into insurance coverage (Njegomir and
Bojani¢, 2021).

Methodology

This study adopted qualitative research as it sought to gain insight, comprehend the context, and gain
deep understanding from rich data collected through in-depth interviews. In this study, qualitative
research helped the researcher to understand how digital transformation influences the insurance firm’s
operations and processes at the company under study. The underlying reason for choosing the
qualitative approach is that this study aimed to understand why this problem is happening and not to
generalise the results. Qualitative researchers usually collect data in the environment where participants
experience the phenomenon (Creswell, 2014). The gathering of data in the environment where the issue

under study takes place directly from the participants and examining the context and behaviour is a
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fundamental characteristic of qualitative research (Creswell, 2014). In qualitative research, the
researcher plays an instrumental role in collecting data themselves through interviews, examining
documents, and observing behaviour (Creswell, 2018). Qualitative research also enables the researcher
to use multiple sources of data, including audio and video recordings, documents, and interviews
(Creswell, 2018).

Sampling

This study adopted a purposive sampling strategy which enables researchers to make their own
judgment in identifying the sample that is more appropriate and relevant to answer the research
question. The underlying reason for selecting purposive sampling is to allow the researcher to focus on
candidates with specific characteristics, and those who can provide relevant information for the study
(Etikan, Musa and Alkassim, 2016). The selected participants are in the middle and top management of
the organisation, and they play a critical role in making decisions related to the adoption of digital

transformation and its implementation.
Data Collection

Wagner et al. (2012) explain that telephone interviews allow researchers to collect large quantities of
data in a short amount of time compared with face-to-face interviews. In addition, telephone interviews
allow researchers to probe participants to get more data similar to face-to-face interviews. Data was
collected through semi-structured interviews via telephone which minimised costs of travelling. This
method allowed participants the flexibility to share their perceptions and experiences and conversational
manner. The method also allowed the researcher to probe deeper into specific areas of interest and
clarify responses when necessary. Each interview lasted approximately 45 minutes, providing sufficient
data. The use of telephone interviews was particularly advantageous in accommodating participants'
schedules and maintaining data collection during constraints such as geographical distance or time
limitations. The interview guide included open-ended questions focusing on the participants’
experiences with digital technologies, the challenges encountered, and the perceived impacts on

operational efficiency and customer engagement.
Data Analysis

As Braun and Clarke (2006) recommended, the researcher read through the entire data set prior to the
coding, which helped identify patterns and ideas from the data and provide a better understanding. In
line with the suggestion of Braun and Clarke (2006), the researcher immersed himself to familiarise
himself with the breadth and depth of data despite having collected it himself. Thematic analysis is
concerned with the coding of data by the researcher to identify patterns and themes for further analysis

(Saunders et al., 2016). Thematic analysis can be adopted to analyse large amounts of qualitative data,

Wohllebe & Ross Publishing, Germany — The Open Access Publisher.

More information and current publishing opportunities at wr-publishing.org


https://doi.org/10.51137/wrp.ijarbm.2025.mmti.45818
https://www.wr-publishing.org/

International Journal of Applied Research in Business and Management (ISSN: 2700-8983)
an Open Access journal by Wohllebe & Ross Publishing, Germany.

Volume: 06 Issue: 01 Year: 2025

https://doi.org/10.51137/wrp.ijarbm.2025.mmti.45818

but it can also be used for small amounts of data as well which leads to rich descriptions or explanations
(Saunders et al.,, 2016). The iterative nature of thematic analysis ensured that the findings were
grounded in the participants’ experiences and accurately reflected the data. Initial codes were generated
based on recurring ideas and patterns observed in the data. These codes were then grouped into
themes that represented broader insights into the impact of digital transformation on insurance

operations and processes.
Findings

The participants were asked how digital technologies have impacted insurance operations and
processes. The question sought to understand the extent of change in the operations due to the
digitalisation of the company. Participants pointed out several changes which they attributed to the
digitalisation of the company. The specific areas that have been impacted by digital transformation as
indicated by participants include, claims processing, administration, sales and marketing, payments,

contract, online customer service, and interaction with customers.
Theme 1: Enhancement of Operational Efficiency Through Digital Technologies

The following are the views expressed by participant FHUG#:

So, on the claims side, we have electronic links with the banks to check the account details with the
Identity Numbers so that we do electronic checks to verify the details via the system. And we also, have
a system linked to the department of Home Affairs, they can check the status of the client, so that is an
automatic process. And we are looking at potentially introducing a robotic process automation to process

basic claims without manual intervention, so that it just goes through if everything is in order.

The digital transformation of the insurance sector, particularly in claims processing, is increasingly reliant
on advanced technologies such as Robotic Process Automation RPA and digital identity verification
systems. This reflects a growing trend in the industry where automation and electronic verification are
being integrated to enhance operational efficiency and accuracy in claims management. Robotic
Process Automation has emerged as a significant driver of efficiency in various sectors, including
insurance. Syed et al. (2020) argue that the contemporary challenges associated with RPA emphasise
its ability to automate repetitive tasks, reduce the need for manual intervention and increase processing
speed. This aligns with the statement of the participant who mentioned about the potential introduction
of RPA to process basic claims automatically, which can streamline operations and minimise human
errors. Moreover, the research by Madakam et al. (2019) highlight the broad applications of RPA across
various business processes, including claims processing in the insurance industry. They emphasise that
RPA can remarkably enhance operational efficiency by automating tasks such as data entry, verification,

and processing, which are traditionally labour-intensive. The potential for RPA to reduce operational
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costs and improve efficiency is well-documented. Huang's (2024) case study on RPA in healthcare
illustrates how automation can lead to significant cost savings and efficiency improvements, which can
be extrapolated to the insurance sector. The ability of RPA to execute tasks quickly and accurately can
greatly enhance the claims process, ensuring that claims are processed without unnecessary delays.
The integration of RPA and electronic verification systems in the insurance sector represents a
significant advancement in claims processing. The literature supports the findings indicating that these
technologies not only improve efficiency but also enhance the accuracy and reliability of claims

management processes.

The following are the views shared by participant CA3# regarding how digital transformation is

implemented and the introduction of new systems in the organisation.

So, what we have done also is that we have created an online platform where our representatives and
marketers can actually market some of the applications online, meaning everything is in real-time, we
do not have to wait to receive stuff, and it does not get lost in transit, everything is online it is channelled

through the new business department.

The digital transformation of the insurance sector, particularly in the context of creating online platforms
for real-time marketing and application processing, is a significant trend that enhances operational
efficiency and customer engagement. The statement from the participant reflects these advancements,
stressing the importance of real-time data access and streamlined processes. The integration of online
platforms in the insurance industry facilitates immediate access to information and reduces the risk of
data loss during transit. This corresponds with the findings of Nepochatenko et al. (2023), who discuss
how digital technologies are transforming the insurance market by improving the quality of service
delivery and enhancing operational efficiency. Their research highlights that the implementation of digital
platforms allows for better management of customer interactions and claims processing, which is crucial
for maintaining competitiveness in the insurance sector. Moreover, the emergence of InsurTech has
revolutionised how insurance products are marketed and sold. As indicated in a study by Desikan and
Devi (2021), the shift towards digital transactions has significantly impacted online insurance policy
sales, as customers are increasingly drawn to the convenience and efficiency of digital platforms. This
supports the view that creating an online platform for representatives and marketers not only streamlines
operations but also enhances the customer experience by providing immediate access to services and

information.

The following are the views of participant BY2#, indicating how the system is affected by the adoption

of the digital transformation process.

With regards to the implementation process, for example, in claims, we have implemented an electronic

claims system where the client can go and claim online. Of course, it costs us a lot of money because
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it also has to link processes digitally as we have to make sure that documents that they do electronically
are authenticated. So that cost us money; we have to check with the Home Affairs departments if their

documents are legitimate.

The implementation of electronic claims systems in the insurance sector is a critical aspect of digital
transformation, enabling clients to submit claims online while ensuring the authenticity of documents
through automated verification processes. The statement from the participant highlights the complexities
and costs associated with integrating such systems, particularly in terms of linking with external
verification sources like government departments. Recent literature supports the view that digital claims
processing systems significantly enhance operational efficiency and customer experience. For instance,
Nepochatenko et al. (2023) describe how digital technologies contribute to the transformation of the
insurance market by improving service quality and operational efficiency. The work of Wang (2023) on
blockchain-enhanced smart contracts illustrates how these technologies can streamline claims
processing, reduce costs, and mitigate fraudulent claims (Wang, 2023). By automating the claims
submission and verification processes, insurance companies can lower operational costs while ensuring
that claims are processed efficiently and securely. This aligns with the participant's observation
regarding the financial investment required to authenticate documents and link processes digitally.
Moreover, the integration of external verification systems, such as those linked to government
databases, is crucial for ensuring the legitimacy of claims. The use of responsible artificial intelligence
in claims processing, as discussed by Alam (2024), highlights the potential for Al to enhance the
accuracy and efficiency of verifying claims through automated checks against various data sources.
Literature provides substantial support for the findings of the study regarding the implementation of
electronic claims systems in the insurance sector. These systems not only enhance operational
efficiency and customer satisfaction but also necessitate careful consideration of the associated costs

and verification processes.
Theme 2: Transformation of Customer Engagement and Experience

Below are the views of Participant AP1#, who is a digital transformation expert in the marketing

department:

It should be a fast process because customers are impatient, and once customers experience quicker
service and more efficient service from other companies, once they know that this can be done quicker
and if you come in with your forms, you know, a Bible of 100 pages wanting them to fill in, they will tell
you that you are wasting their time. So, from a perspective of my experience from the different
companies and where | am now, insurance companies are increasingly bringing in experts to assist

them in implementing digital transformation.
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The digital transformation of the insurance industry is increasingly acknowledged as a crucial component
in enhancing operational efficiency and customer experience. As suggested by Lacombe and Jarboui
(2022), digital transformation initiatives in the financial sector, including insurance, have been driven by
the need for enhanced customer experience and orientation, which is vital in a competitive market in
which customers expect rapid and efficient service delivery. The urgency for faster service is highlighted
by the fact that customers are increasingly becoming impatient and discerning, and usually expressing
discontent when they encounter cumbersome processes, such as lengthy forms (Lacombe & Jarboui,
2022). Moreover, Eckert and Osterrieder (2020) indicate that digitalisation significantly changes the core
products and services offered by insurance firms, enabling them to leverage big data analytics to
innovate their service offerings and improve customer-centric strategies. The study by Sahu et al. (2018)
highlights that digital transformation equips firms with capabilities that fundamentally improve product
features and enhance customer engagement, consequently resulting in a better customer experience.
This aligns with the findings of Cappiello (2020), who argues that technological innovations in the
insurance sector create new opportunities to meet customer expectations, thereby increasing
satisfaction through more accessible and efficient service delivery. The shift towards digital platforms
enables customers to independently and conveniently manage their insurance needs, which is

continuously becoming a standard expectation (Cappiello, 2020).

In support of participant AP1#, the following are the views of Participant BY2# with vast experience in

most of the insurance departments:

So, we are currently in a space where we have evolved, especially from the marketing side. You will see
our organisation is everywhere, meaning we are on all platforms; if you open your PC or mobile phone,
you will see our App and adverts. We can also reach you on your Cell phone even through an SMS URL
link from our organisation trying to get leads. So, I think with digitalisation in the marketing department,
we are really up there at the same level as the other competitors using both social media and embracing

new digital technologies.

The digital transformation of the insurance sector has become increasingly crucial as firms strive to
enhance their marketing strategies and customer engagement. The statement that organisations are
leveraging multiple digital platforms, including mobile applications and SMS marketing, aligns with
recent literature that highlights the importance of digital marketing in the insurance industry. For
instance, Stankovi¢ and Tomi¢ (2022) emphasise that the integration of IT solutions, such as Customer
Relationship Management CRM systems, enables insurance firms to enhance their direct sales
channels and improve customer interactions through personalised digital experiences. This reflects the
participant's observation of their organisation being omnipresent across various platforms, which is

crucial for capturing leads and engaging customers effectively. Moreover, the study by Darmawansyah
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(2023) indicates that digital marketing strategies significantly influence purchase decisions, particularly
among millennials, who are increasingly reliant on digital channels for accessing information and making
purchases. This trend highlights the necessity for insurance firms to adopt comprehensive digital
marketing strategies to remain competitive and meet the expectations of a tech-savvy customer base.
The ability to reach customers through various channels, as mentioned by the participant, is supported
by the findings of Kajwang (2022) who notes that digital marketing practices have substantially improved

the performance of insurance firms by enhancing customer accessibility and engagement.
The views below were expressed by participant BY2#:

From my experience, | can tell you that there has been a lot of innovation in terms of systems and

processes enhancement, utilising new workflow processes, and incorporating electronic methods.

The views of the participant on innovation in systems and processes, particularly through the use of new
workflow processes and electronic methods, are well-supported by recent literature on digital
transformation in the insurance industry. Digital transformation is reshaping how insurance companies
operate in a significant way, improving their customer engagement and efficiency. Lacombe and Jarboui
(2022) indicate that digital transformation in the insurance industry involves fundamental improvements
in both processes and systems, which are crucial for improving operational efficiency and customer
experience. provide empirical evidence that the digital transformation of insurance sales has led to the
adoption of innovative systems that enhance operational efficiencies. The authors highlight that firms
are increasingly integrating digital technologies into their workflows, enhancing their ability to respond
to market changes and customer demands. This supports the participant's claim about the incorporation
of electronic methods in their operations. The study by Odinokova and Dvoryadkina (2022) stresses the
creation of digital ecosystems in the insurance sector, which facilitates the integration of various
business functions and improves operational processes. This ecosystem approach enables the
seamless incorporation of new technologies into existing workflows, as a result improving adaptability
and efficiency. The study by (Zhuravka (2023) further supports the view that digitalisation is reshaping
the insurance market by enabling the development of innovative products and services, which are
essential for meeting modern customer expectations. The literature supports the participant's views
regarding the ongoing innovations in the insurance sector’s systems and processes. The integration of
digital technologies and the adoption of new workflow processes are vital for improving customer

engagement and operational efficiency in an increasingly competitive business environment.

Participant DHA4# brings in a different perspective of his experience from the human resource training
and reskilling and how it has been affected by the digitalisation process. He is responsible for E-leaning

of employees for new digital skills as the E-learning specialist. The following are his views:
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| work in the human resources; my focus point is around the transformation of the old ways of training
and learning to the new ways of learning. And basically, the traditional ways which are old ways like the
physical face to face contact with staff members is the concept of being physically next to the person
and teaching them how to learn a new course or a new system or new products in the company. And

so, what | do is that | take that principle and try to bring in a digital environment

The transformation of traditional training and learning methods to digital environments is particularly
relevant in the context of the insurance sector, which is undergoing significant digitalisation. The shift
from face-to-face interactions to digital platforms has been accelerated by the COVID-19 pandemic,
which forced many organisations to adapt quickly to remote learning and virtual training environments.
Neuwirth et al. (2020) note that the unanticipated transition to distance learning necessitated not only
faculty training but also student adaptation to new online learning behaviours, stressing the need for
structured approaches to facilitate this transition (Neuwirth et al., 2020). This reflects the broader trend
within the insurance industry, where organisations are increasingly leveraging digital technologies to
enhance training and operational efficiency. Digital transformation in the insurance sector involves a
comprehensive integration of digital technologies into all aspects of business operations, including
training and development. Veldhoven and Vanthienen (2021) describe digitalisation as a sociotechnical
phenomenon that transforms existing products and services into digital variants, as a result enhancing
the interaction between businesses and their stakeholders. This transformation is not merely about
adopting new technologies but also about rethinking business processes and training methodologies to
improve overall service delivery and customer experience. Moreover, the role of digital platforms in
facilitating training and learning in the insurance sector is highlighted by the development of digital
ecosystems. The shift from traditional face-to-face training to digital learning environments in the
insurance sector is supported by vast literature that highlights the necessity of digital transformation.
This transformation not only enhances training methodologies but also improves overall business

processes, customer engagement, and operational efficiency.
Discussion

The findings of the study revealed that the new digital platform allows customers to be able to access
some of the services online without human interaction. The findings also demonstrate that the firm
understudy is in the process of actively transforming its business processes, particularly those that are
meant to serve customers. These improvements are likely to help them improve efficiency in serving
customers and customer satisfaction. In addition, this study highlighted the transformative impact of
digital technologies on the operations and processes in the insurance industry. The integration of digital
technologies such as online platforms, RPA, and electronic verification systems has fundamentally

improved operational efficiency in the insurance industry. The findings demonstrate that these new
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technologies reduce manual intervention, streamline workflows, and improve the accuracy of processes
such as claims management and document verification. The findings corroborate with the arguments of
Syed et al. (2020), who stress the potential of RPA to automate repetitive tasks, thus improving efficiency
and minimising errors. The implementation of electronic claims systems, as noted by participants, further
highlights the operational benefits of digitalisation. Linking these systems to external databases, such
as government and banking institutions, ensures the authenticity of claims while reducing processing
time. This finding aligns with the work of Wang (2023), who illustrates how blockchain and RPA
technologies enhance the security and efficiency of claims management. However, the study also
reveals challenges, such as the high financial costs associated with these implementations, which may
hinder the adoption of these technologies, particularly in resource-constrained settings. The study
indicates that digital transformation has reshaped customer engagement by introducing innovative tools
such as mobile applications, chatbots, and real-time digital platforms. These tools provide customers
with greater autonomy in managing their insurance needs, thereby enhancing convenience and
satisfaction. These findings are consistent with the work of Cappiello (2020), who highlights the role of
digital platforms in enabling customers to access services independently and efficiently. Participants
emphasised the importance of meeting evolving customer expectations for speed, flexibility, and
personalised services. The integration of real-time communication channels and personalised digital
interactions aligns with studies by Nwankpa and Roumani (2016), who argue that digital transformation
fosters customer-centric strategies and improves engagement. In addition, the transition to digital
training platforms, as noted in this study, reflects broader trends in organisational learning, supporting
the views of Neuwirth et al. (2020) on the necessity of adapting training methodologies to digital
environments. These findings have broader implications for the insurance sector and beyond. First, they
emphasise the need for organisations to adopt a strategic approach to digital transformation, balancing
technological investments with considerations of cost and scalability. Second, the study highlights the
importance of encouraging a culture of innovation and adaptability, as the successful implementation of
digital technologies requires not only technical expertise but also a shift in organisational mindsets.
Moreover, the findings highlight the potential for digital transformation to address long-standing
inefficiencies in the insurance sector, such as cumbersome manual processes and delayed customer
interactions. By leveraging technologies like RPA and real-time platforms, insurers can achieve greater
agility and responsiveness, as a result enhancing their competitive advantage in a rapidly evolving
market. While the study provides valuable insights, it is not without limitations. The focus on a single
case study, as well as the qualitative research methodology, limits the generalisability of the findings,
necessitating further research across diverse organisational contexts and geographical regions. The
study primarily examines the benefits of digital transformation without fully exploring the challenges and

risks associated with these changes, such as data privacy concerns and technological obsolescence.
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Future research should investigate the long-term impact of digital transformation on organisational
performance, as well as its implications for workforce dynamics, including job displacement and skills
development. Comparative studies across industries could also provide a deeper understanding of the
unique challenges and opportunities faced by the insurance sector in adopting digital technologies.
These findings contribute to the growing body of literature on digital transformation and provide practical

insights for industry practitioners seeking to navigate the complexities of technological change.
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