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CrossMark

Today, managers of both traditional and startup businesses strive to reduce
their organization's additional costs and provide better services to customers
by adopting an appropriate approach and utilizing modern technologies such
as pervasive connectivity, supply chain management, cloud computing, and big
data. They also structure their organization based on the utilization of digital
technologies and use them to create a new business model. This study aims to
identify the factors affecting the improvement of the insurance business and
focuses on the role of intra-organizational and extra-organizational factors in
achieving digital insurance. The results from qualitative and quantitative
analyses on data collected from insurance professionals and experts, using
thematic analysis, exploratory factor analysis, confirmatory factor analysis,
and structural equation modeling, led to the identification of factors and sub-
scales. According to the findings of this research, insurance companies should
consider the share and role of each intra-organizational and extra-
organizational factor in achieving the approach of digital business development
and improvement. Furthermore, according to the quantitative section of the
research, the efforts of insurance companies in this path will only yield ideal
results if the government creates the necessary digital capabilities for
improving business in the insurance industry. This includes the formulation
and revision of upstream laws, the establishment of national databases and
communication infrastructures required by the country's insurance industry,
and the development of necessary standards to provide a suitable environment

for creating a digital ecosystem.
Keywords: Digital Insurance, Digital Governance, Business Development.
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Introduction

The rapid advancement of communication technologies has significantly impacted various sectors,
including the economic, cultural, and social dimensions of business. One of the most notable
transformations is the emergence and growth of the digital economy, which leverages information
technology to conduct economic and social activities on a global scale (Kelley, 2021). This digital shift is
particularly evident in the insurance industry, a sector poised for extensive transformation through
digitalization by 2030. Digital insurance, also known as Insurtech, integrates modern technologies such
as pervasive connectivity, cloud computing, and big data to create new business models and improve
service delivery.

Despite the evident benefits, the insurance industry has traditionally been slow to adopt digital
innovations due to its conservative nature and the complexities involved in changing longstanding
processes and regulations (Niraula, 2019). This study aims to identify the intra-organizational and extra-
organizational factors that influence the enhancement of the insurance business through digital insurance.
By focusing on both internal and external influences, this research seeks to provide a comprehensive
model that can guide insurance companies in their digital transformation journey.

Methods and Materials

The research employs a mixed-methods approach, combining qualitative and quantitative analyses
to explore the factors affecting digital insurance. The qualitative phase involved thematic analysis of semi-
structured interviews with experts and practitioners in the insurance industry. These interviews were
conducted to gather in-depth insights into the challenges and opportunities associated with digital
transformation in insurance.

The qualitative data collection began with a literature review to identify key themes and variables
relevant to digital insurance. Subsequently, semi-structured interviews were conducted with 169
participants, including academic experts and industry practitioners. The interviews, lasting approximately
30 minutes each, were recorded and transcribed for analysis. The thematic analysis followed Braun and
Clarke's (2006) six-step framework, encompassing familiarization with data, generating initial codes,
searching for themes, reviewing themes, defining and naming themes, and producing the final report.

For the quantitative phase, a researcher-developed questionnaire based on the qualitative findings
was used to collect data from insurance industry professionals. The questionnaire, comprising 21 items
rated on a Likert scale, aimed to validate and prioritize the identified factors. The data were analyzed using
descriptive statistics, exploratory factor analysis (EFA), confirmatory factor analysis (CFA), and structural
equation modeling (SEM) with the help of SPSS and Amos software.

Findings and Results

The qualitative analysis revealed three main themes: factors related to developing a digital
insurance model, implementing the model, and extra-organizational factors. These themes encompass
various sub-factors such as digital capabilities, process reengineering, leadership capabilities, human
resource transformation, national digital infrastructure, and digital governance.
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1. Developing the Digital Insurance Model:

o Digital Capabilities: This includes the adoption of cutting-edge technologies such as Al,
loT, cloud computing, and big data analytics.

o Process Reengineering: Modifying traditional insurance processes to align with digital
practices, ensuring efficiency and better customer experience.

2. Implementing the Digital Insurance Model:

o Leadership Capabilities: Effective leadership is crucial for driving digital transformation
within organizations. Leaders must be equipped with the necessary skills and vision to
guide their companies through the digital shift.

o Human Resource Transformation: The workforce needs to be upskilled to handle new
technologies and processes. Continuous training and development programs are essential.

3. Extra-organizational Factors:

o National Digital Infrastructure: The availability of robust national digital infrastructure,
including high-speed internet and comprehensive data systems, is vital for the success of
digital insurance.

o Digital Governance: Regulatory frameworks must evolve to support digital insurance
initiatives. This includes developing and enforcing standards for data security, privacy, and
electronic transactions.

The quantitative analysis confirmed the reliability and validity of these factors. The exploratory
factor analysis identified four primary factors with eigenvalues greater than one, explaining 69.292% of
the total variance. The confirmatory factor analysis demonstrated strong factor loadings (>0.5) and
satisfactory model fit indices (RMSEA =0.073, CFI = 0.92, TL1=0.91).

The structural equation modeling results indicated significant relationships among the identified
factors. The analysis showed that national digital infrastructure and digital governance positively influence
the leadership approach towards digital insurance (f =0.76, p<0.01 and = 0.68, p < 0.01, respectively).

Conclusion

The study provides a comprehensive model highlighting the critical factors influencing the digital
transformation of the insurance industry. The findings emphasize the importance of both intra-
organizational and extra-organizational factors in achieving successful digital insurance implementation.
Insurance companies need to focus on enhancing their digital capabilities and reengineering their
processes while ensuring effective leadership and continuous workforce development. Additionally, the
role of the government in establishing a supportive digital infrastructure and regulatory framework is
paramount.

The study's implications suggest that insurance companies, in collaboration with regulatory bodies,
must work towards creating an ecosystem conducive to digital insurance. This involves not only adopting
new technologies but also fostering a culture of innovation and adaptability within the industry. Future
research should explore the dynamic interactions between these factors and their long-term impact on the
insurance sector's competitiveness and sustainability.

In conclusion, the digital transformation of the insurance industry is inevitable and essential for its
survival and growth in the digital age. By addressing both internal and external factors, the proposed
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model provides a roadmap for insurance companies to navigate the complexities of digitalization and
achieve sustainable business improvement.
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