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Abstract

Changing economic conditions and technological challenges are shaping the future of the
insurance industry. Traditionally associated with a conservative approach to risk, the
industry is faced with the need to make bold decisions that will allow it not only to manage
new risks, but also to take advantage of the opportunities presented by the digitalisation of
processes. Thus, the insurance market needs to adapt quickly to technological change and
changing consumer expectations.

The aim of this article is to analyse the areas and tools related to the digital transformation
of the insurance sector. The research question posed is: how does digital transformation
affect the development of the insurance market globally? The research presented in the
article can contribute to the theoretical knowledge of digital transformation in the insurance
sector. The research is based on data available in international reports published by Swiss
Re, GlobalData, among others.
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1. Introduction and literature review

The digitalisation of the insurance industry accelerated significantly during the COVID-19
pandemic. In fact, prior to the pandemic, the insurance sector did not adopt digital
technologies as quickly as the banking sector [13]. The pandemic has accelerated the need
for digital transformation [16], highlighting the urgency for insurers to adopt digital
technologies to serve customers more effectively and remain competitive.

When conducting their literature analysis, the authors considered publications found in
the Scopus database that were published between 2017 and 2025. There is not much
literature relating to digitisation in the insurance sector. In the Scopus database, only 15
publications from the studied period include words such as 'insurance’ and 'digitisation’ in
the title. However, using the above words as keywords increases the number of
publications to 25. Due to the scope of the study, only a sample of these publications were
included.

The literature on the digital transformation of the insurance industry points mainly to
new digital business models (InsurTechs, insurers as part of ecosystems, peer-to-peer, etc.)
[18], comparison websites and direct online distribution. In addition, it points out the
possibilities of the use of comparison and chat applications, robo-advisors and the direct
access of customers to data in customer portals or, for that matter, the regulatory aspects
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in force in the individual countries. The research also includes publications relating to
digitisation processes in the insurance sector in the context of the Covid 19 pandemic [13].
Existing literature in this area analyses changes in the insurance industry using descriptive
statistical and structural indicators and economic data, and points to the urgent need for
digital transformation in various areas of the insurance market [3], [15]. In contrast, there
is a noticeable lack of research on the impact of digitalisation on the activities of traditional
insurance intermediaries such as agents and brokers [6], [11].

Digital transformation in the insurance sector is leading to the automation and
standardisation of business processes, which increases productivity and efficiency, thereby
reducing operational costs in the insurance sector [8]. In the case of insurance distribution,
digitalisation is helping to increase sales productivity, reduce errors and combine face-to-
face components with useful digital components. Ultimately, it gives the insurance
intermediary more time to spend with the customer, which helps to build customer
confidence [3], [4]. Hyttinen et al. [9] indicated that the most important digital enablers for
businesses, including insurance, are business process automation, online services and data
analytics. In light of the above, the following research question was posed: how does digital
transformation affect the development of the insurance market globally? In turn, the aim
of the article is to analyse the areas and tools related to the digital transformation of the
insurance sector.

2. Research methods

In order to achieve the stated objective and validate the research question, a critical analysis
of primary literature, an analysis of trends and solutions related to digital challenges in the
insurance sector and an analysis of secondary data were conducted. The study is based on
data available in international reports published by Swiss Re, GlobalData and others [8],
[14], [15]. These research findings were selected due to the importance of the subject of
these studies and their prevalence in the literature (for example, see references [14] and
[16]). The study covered the period 2010-2023. The respondents were insurers and
insurance market participants worldwide. However, the research material was verified in
the period January-March 2025.

3. Results and research

To better quantify the impact of digitisation and its future potential for the insurance
sector, Swiss Re [15] has developed the Insurance Digitisation Index. It is based on
digitisation variables in individual countries. The leading European countries are Sweden,
Finland and the Netherlands. These countries score particularly well in categories such as
R&D spending and digital connectivity. Emerging markets are catching up with more
digitally advanced economies. The benefits of digitisation can be realised in many areas of
insurance market performance, both at the meso, macro and micro levels. This is made
possible by the variety of digital solutions currently available. In addition, the authors of
the study suggest that insurers in all countries could do more to benefit from digitalisation
[15].
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Fig. 1. Average Insurance Digitalisation Index scores over time, advanced vs emerging markets.
* for more information on the criteria used to create the Insurance Digitalisation Index, see [15], where the
factors taken into account are listed: 1) access (fixed broadband subscriptions per 100 inhabitants; mobile
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broadband subscriptions per 100 inhabitants); 2) use (share of Internet users who have purchased online in the
last 12 months; Internet users as a share of individuals); 3) innovation (business R&D expenditure in
information industries as a percentage of GDP); 4) market openness (Share of digitally-deliverable services in
commercial services trade).

Source: Own study based on [14].

According to GlobalData's Cybersecurity in Insurance report, the size of the insurance
sector's cybersecurity market will reach US$10.6 billion by 2025 (up from US$6 billion in
2019), meaning that spending in the insurance sector will grow at an average annual rate
of more than 10% between 2020 and 2025. As the authors of the study point out, spending
will also increase in the coming vyears, linked to the accelerating technological
transformation of the sector [8]. Traditional insurers face significant challenges and
opportunities. On the one hand, they have to deal with competition from digital players
such as insurtech, the technology companies involved in insurance distribution. This
engagement can take place in two ways: 1) by embedding insurance in their offerings, and
2) through insurance marketplaces. Insurance embedding involves the sale of insurance
products provided by insurers. The insurance products offered are closely linked to non-
insurance products or services offered by large technology companies. Insurance
marketplace distribution involves the creation of a one-stop insurance shopping destination
embedded in a large technology company's online platform. This form of distribution may
involve partnering with multiple insurers to offer a wide range of products. While
embedded insurance is directly linked to existing services provided by large technology
companies, insurance marketplaces serve as an additional offering that expands the
distribution offering of large technology companies [11].

In addressing the research question, it is worth highlighting that the digital
transformation has resulted in global, non-insurance giants taking over the distribution of
insurance. As shown in Table 1, large technology companies are active in both embedded
insurance and market-based models. The ability to purchase insurance not only directly
through insurance channels, but also on non-financial company websites, has a significant
positive impact in that it is easier to purchase; however, it also has a significant negative
impact in that insurance is a specific financial service and should not be sold without proper
substance and form [7].

Meanwhile, the most significant opportunity arising from the digital transformation of
the insurance market is the industry's use of artificial intelligence (Al), including generative
Al, to improve risk assessment, provide more personalised products, streamline claims
processing and improve insurance fraud detection.

Table 1. Big techs’ embedded insurance and Big techs’ insurance marketplace — cases.

Big Tech Market Insurance product Distribution
channel*

UK, EU, Product insurance (AppleCare+) for accidental damage and/or theft
usS and loss of Apple devices (underwritten by AIG)
Amazon UK, EU | Product insurance (Amazon Protect) for goods purchased on Amazon EM

Apple EM

— Return shipping, property and liability insurance for purchases on
its shopping platform (Taobao/Tmall etc);
— Return shipping insurance for purchases on its shipping and
logistics platform (Cainiao);

Alibaba China — Travel insurance offered through its trip booking platform M
(Fliggy);

— Food safety insurance offered through its food delivery platform
(Elema);

— Account security insurance for Alipay account (Alipay).

Amazon Insurance Store: Standardised Amazon home insurance
Amazon UK . IM
from Ageas, Co-op, LV= and Policy Expert.

Alibaba China Ant Insurance: All types, including health, non-life, life insurance M

and annuity, 400+ products from 50+ insurers.

Mercado

Libre Mexico Mercado Pago: Life insurance from Prudential only currently. M
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*Embedding (EM); By insurance marketplace (IM).
Source: Own study based on [12].

Based on the research presented, the authors identified the most important possible digital
trends for the development of the insurance market, such as the development of predictive
analytics, artificial intelligence, 10T in the insurance sector, customised digital products,
the growth of customer self-service, the development of low-code/no-code platforms,
embedded insurance, the development and standardisation of APIs, hybrid cloud, the
development of pay-per-use insurance, the development of insurance telematics, the
remote working model and the change in working culture.

The use of digital solutions will depend on the activity of insurance market participants
and their willingness and ability to adopt the digital trends identified.

4. Conclusion

As we and other studies have indicated [1], the benefits of digital transformation in the
insurance sector are significant and multifaceted. Digital transformation encompasses
more than just IT improvements; it also increases insurers' productivity, enables the
creation of new products, enhances customer satisfaction, and leads to sustainable
improvements in the sector.

Braun and Jia [2] also highlight the broader benefits of digitalisation in insurance. They
point out that technologies such as advanced analytics, artificial intelligence (Al), the
Internet of Things (1oT), cloud computing and blockchain can significantly improve
efficiency in insurance. These efficiencies are mainly achieved through automation, while
simultaneously revolutionising processes such as risk assessment and claims management.

The digital future of insurance therefore lies in systemic solutions that integrate sales
and service processes, which will be a key factor in determining competitiveness in the
market. Technological advances are also having a positive impact on the work of agents,
claims adjusters, actuaries and so on.

The adoption of digital technologies remains a challenge for the global insurance
market.

Insurers that embrace digital transformation will gain a competitive advantage by
meeting growing customer demands with innovative products and services. This includes
the use of artificial intelligence-based tools and blockchain-based solutions to ensure data
security.

At a fundamental level, the insurance sector will need to innovate and develop its
business models. Technology adoption should take into account the changing social and
economic needs of customers. In addition, the digital, data-rich economy allows insurers
to share and collaborate in the industry in new ways, creating new value propositions for
customers. Digitalisation therefore opens the way for greater collaboration in the insurance
market, creating synergies for its participants.
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