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‘Insurance’ is an age-old concept that protects individuals and organizations for anticipated losses, 
financial security, promotes risk control activity and acts as an investment tool and also helps in reducing social 
burden. The purpose of insurance has remained the same over the years but new innovations in technology and 
processes are transforming the industry. Innovation through new technologies is a key driver of change in the 
insurance sector. In India insurance sector has a lot of growth potential as it is underpenetrated and still dominated
by legacy practices. However, the industry is grad
customers’ lives easier and better with technology. In this context, present research aims to explore the present
insurtech landscape in India and to study the attitude related to the potential accep
research was conducted through both secondary research and primary research. For the secondary research, 
exhaustive literature review was done in both global and Indian insurance industry contexts. For the primary
research, small-scale survey of insurtech product users was conducted with focus on the youth. The research 
findings will be helpful to both the academia and to the industry practitioners in terms of new knowledge creation in 
this still emerging field. 
Keywords-Insurtech, insurance, technology, microinsurance, telematics, peer
 
 
Introduction 
Traditionally, insurance is not exciting a 
product as a smartphone or burger. Hence, 
many customers have not found it appealing 
and also resulting image issue especially f
the younger customers. However
digitally connected world, an emerging 
technological movement named 
(Insurance Technology), which is a sub
domain of Fintech (Financial T
has disrupted the market. According to 
World InsurTech Report by Capgemini 
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customers’ lives easier and better with technology. In this context, present research aims to explore the present
insurtech landscape in India and to study the attitude related to the potential acceptance of this technology. The
research was conducted through both secondary research and primary research. For the secondary research, 
exhaustive literature review was done in both global and Indian insurance industry contexts. For the primary

scale survey of insurtech product users was conducted with focus on the youth. The research 
findings will be helpful to both the academia and to the industry practitioners in terms of new knowledge creation in 
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Traditionally, insurance is not exciting a 
product as a smartphone or burger. Hence, 
many customers have not found it appealing 
and also resulting image issue especially for 
the younger customers. However, in a 

an emerging 
technological movement named Insurtech 

echnology), which is a sub-
Technology) 

According to 
by Capgemini  

 
(2018), InsurTech entering its second wave 
by Deloitte (2018) and Global Insurtech 
Report by PwC (2017) 
flourishing due to better transparency, 
security and efficiency and has great grow 
potential. The insurtech ecosystem is made 
of the insurance companies, startups, 
technology companies, and venture 
capitalists working together with a goal to 
radically alter the conventional insurance 
business model which is plagued with 
inefficiencies and cost layers in the 
processes due to past legacies. 
has been growing at a very rapid pace and 
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old concept that protects individuals and organizations for anticipated losses, provides 
financial security, promotes risk control activity and acts as an investment tool and also helps in reducing social 
burden. The purpose of insurance has remained the same over the years but new innovations in technology and 

ing the industry. Innovation through new technologies is a key driver of change in the 
insurance sector. In India insurance sector has a lot of growth potential as it is underpenetrated and still dominated 

ually moving toward being more experience-led and making 
customers’ lives easier and better with technology. In this context, present research aims to explore the present 

tance of this technology. The 
research was conducted through both secondary research and primary research. For the secondary research, 
exhaustive literature review was done in both global and Indian insurance industry contexts. For the primary 

scale survey of insurtech product users was conducted with focus on the youth. The research 
findings will be helpful to both the academia and to the industry practitioners in terms of new knowledge creation in 
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has become a global phenomenon and 
facilitating ‘digital evolution’ of traditional 
insurance players. The focus on technology 
has improved the insurance value chain by 
addressing issues like superior connectivity, 
process automation, innovative product 
launch, customer segmentation, customer-
centric (rather than product-centric) 
insurance solutions, data-driven decision 
making and customer insights, solving 
customer pain points, superior customer 
service and customer engagement through 
“phygital” customer experience in the 
insurance sector. Few of current applications 
of insurtech are: automated claims 
processing, online customized policy buying 
and premium payment, smartphone apps and 
wearables - supported by back end 
technologies: Big data, Artificial 
Intelligence (AI) and Internet of Things 
(IoT), and blockchain. 
Investment in insurtech of incumbents 
makes sense from both offense growth 
strategy (improving margin and market 
share) and defense (improving cost 
structure) growth strategies. – allowing 
customers to self-serve through cloud-based 
technology cheaper and flexible for 
insurance value chain. Also, use of same 
data in different contexts of customer 
journey has optimized return on investment 
on insurtech technology. E.g. data gathered 
through telematics can be used for 
underwriting, for claims management and 
for service delivery. As a result, many 
insurance companies have started their own 
venture capital arms, investing or partnering 
with insurtech startups. Because of lower 

entry barriers due to reliance on ubiquitous 
technology, many technology startups have 
entered this domain in recent years. Due to 
this, the traditional mindset of insurance is 
‘protection’ is now transformed into 
insurance is protection, prevention and 
assistance (PPA). Armed with insurtech, 
traditional insurance players are viewing 
marketing and customer service through a 
new lens to maximize customer experience 
during the customer journey as it drives 
customer loyalty. Based on present and 
future demographics companies are creating 
customer lifetime values to cater to or 
anticipate various types of customer’s 
insurance needs over the lifetime. 
According to FinTech Global report, the US 
leads global innovation and global venture 
capital funding and in terms of the number 
of startups followed by the UK and 
Germany, though Insurtech has now become 
a global phenomenon. Presently, Asia-
pacific region, that includes India, 
contributes approximately 14 per cent of the 
insurtech sector and is considered as the 
fastest growing region in the future. 
Although Indian insurance sector is 
dominated by state-owned Life Insurance 
Corporation of India, after deregulation of 
the insurance sector in 1999 many private 
players, including foreign players, entered 
this sector due to huge growth opportunity 
to insurance under-penetration.  
Below are the indicative lists of significant 
global (refer table 1) and Indian players 
(refer table 2) in the Insurtech sector.  
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Technologies Behind Insurtech 
 
Various technologies that were not previous 
adopted by traditional players are being used 
extensively insurtech companies to address 
real life business problems. These 
technologies are: big data/machine learning, 
usage-based insurance, Internet of Things 
(IoT), gamificaiton, robo-advisory, peer-to-
peer (P2P), blockchain and micro-insurance. 
 
Machine learning 
Machine learning refers to making data-
driven predictions and learning based on 
data and learned experiences. It is used to 
find patterns or trend in large amount of 
unstructured dataset by using complex 
algorithms in the event of similar 
occurrence. Presently, the challenges related 
to machine learning  include: initial 
investment cost to build the IT backbone, 
resistance to adopt the new technology, 
security threat and regulatory issues. 
 
Artificial Intelligence  
Artificial Intelligence (AI) refers machines 
imitating human cognitive thinking patterns 
– learning, perceiving, problem solving and 
reasoning. According to consultancy firm 
McKinsey, through use of AI,  insurance 
will shift from “detect and repair” to 
“predict and prevent” by enhancing decision 
making and productivity, lower costs and 
superior customer experience. According to 
the report, four AI-related trends that 
significantly insurance are: explosion of data 
from connected devices (smartphones, smart 
watches, fitness trackers, car sensors), 

increasing presence of robotics in daily life, 
sharing of data across industries and 
advances in cognitive technologies. AI has 
significantly impacted insurance distribution  
by creating faster risk profiles to reduce 
cycle time of buying insurance, generating 
instant quotes. 
 
Blockchain 
Blockchain is a digital ledger, originally 
developed in 2008 for cryptocurrency 
transfers. However, application potential of 
blockchain surpasses virtual money transfer 
and this technology can be used in other 
domains including insurance. According to 
PwC’s Global Insurtech Report (2017), 
widespread adoption of blockchain 
technology is expected in the insurance 
industry for automated claims processing, 
streamlining data collection and payments 
and the aggregation and allocation of 
catastrophe risks or losses which would 
allow for better monitoring, understanding, 
and transparency of exposure and claims 
processing.  
 
Internet of Things 
According to consultancy firm EY report 
titled ‘The Internet of Things in Insurance’, 
Internet of Things (IoT) refers to “…the 
network or system of interrelated computing 
devices, sensors, living creatures or other 
objects that have unique identifiers and can 
communicate with other devices on the 
network.” Examples of this include: 
wearable technology, sensors on objects 
(vehicles, shipping containers), location-
based sensors (thermostats, alarms, cameras) 
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and geographic information systems 
(geophysical, topographical, climatological 
and hydrological data through satellites). 
The convergence of multiple data sources 
has led to more precise risk assessment, 
efficient pricing policies and claims 
management. 
 
Gamification 
Insurers use gamification as a strategy for 
insurance products for customer 
engagement, customer experience, retention. 
Few examples of games used by the 
insurance companies are: tracking good 
driving behavior (through telematics), 
tracking health and fitness levels (through 
wearables and comparisons), leveraging a 
game called ‘Farmville to promote virtual 
crop insurance, using simulation game like 
iAMFAM in Facebook which where users 
can customize their avatars and handle 
insurance-related life activities (buying a 
home, planning a career).  
 
Insurtech Applications 
 
Smart Contracts  
‘Smart contracts’ refer to self-executing 
contracts using blockchain as technology in 
the backend. These are “small programs 
stored in the blockchain and programmed to 
autonomously behave in a given manner 
when some conditions are met.” Smart 
contracts along with blockchain can be used 
to facilitate speedy claim processing at a 
lower cost and mistakes. In case of crop 
insurance, weather data are periodically 
checked stored in the blockchain. A smart 

contract will read this data and release 
payment in case of continuance of bad 
weather. Same logic can be used in travel 
insurance and passengers will get automatic 
refund in case flight/train gets delayed. 
Smart contracts can also be clubbed IoT 
devices for home insurance. E.g. sensors at 
home roof can directly send message of 
damage to smart contract and initiate claim 
processing. 
 
Telematics 
Telematics or ‘black box insurance’ is a type 
of vehicle insurance where the car is fitted 
with a device. The device consist of GPS 
system (provides details of where, when and 
how of driving), motion sensor, SIM card 
(which sends data to company database) and 
a computer software (for analysis of 
information). Any car with a telematics 
device if gets into an accident, insurers can 
find out in real-time where the accident 
happened, extent of damage, probability of 
fatality etc. Another application of 
telematics is usage-based insurance which 
assesses the risk of the driver (based on 
braking, acceleration, speeding) and finds 
out the right price of the auto insurance.  
In India, at present, though telematics is in 
vehicle insurance awaiting approval from 
the Insurance Regulatory and Development 
Authority of India (IRDAI), startups and big 
insurers are already using this tool to collect 
detailed data from customers. Startups like 
Toffee Insurance, Digit and Bajaj Allianz 
General Insurance Co. Ltd have plans to 
introduce telematics-based insurance in the 
near future. However, apart from absence of 
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IRDA’s present fixed pricing rules other 
hurdles to implement variable premium 
pricing or “pay-as-you-go” are high cost of 
tracking devices and opaque data-protection 
guidelines.   
In India, Bharti Axa General Insurance  has 
leveraged technology for better control on 
claims management. In order to ensure 
convenience and speedier vehicle insurance 
claims settlement, the company has 
launched a mobile application with live 
streaming facility which enables customers 
and partner garages to upload instant vehicle 
insurance claims and the company can do 
real-time virtual video inspection of the 
damaged vehicles. Bharti Axa Life has also 
started ‘WhatsApp’ messenger for claim 
intimation and to deliver policies and 
renewal premium receipts. 
  
Wearables 
IRDAI has formed a working group to 
assess whether wearable devices could be 
used to track personal fitness of motivating 
the insured individual for health and life 
insurance. In the U.S., John Hancock one of 
the oldest and largest insurance announced 
that all its insurance plans will be 
“interactive” through Fitbit or Apple Watch 
and customer with healthier lives will get 
discounts on premiums.  
In February 2018, Max Bupa Health 
Insurance of India partnered with a fitness 
technology firm GOQii and healthcare 
companies Practor and 1mg to launch a 
health insurance plan names “Max Bupa 
GoActive” targeted to consumers who are 
mobile and also use wearables. However, 

privacy concerns linked to unauthorized use 
of data by the insurer to target specific 
customers, data hacking and data theft still 
dominate many consumers’ mind. 
 
Drones 
Unmanned Aerial Vehicles (UAVs), 
popularly known as drones have gained 
popularity among insurance players for 
various reasons. In the U.S., drones are 
regularly used in the insurance industry. In 
2017,after damaged done by Hurricane 
Harvey, Allstate a property insurer in Texas, 
used its drone fleet for one thousand surveys 
of the damaged areas for process claims.  
Other insurers AIG, State Farm and USAA 
also regularly use drones for speedy claim 
processing.  
In India, the general insurance companies 
are focusing on drone technologies to 
improve the speed of risk assessment, 
monitoring, damage assessment and claim 
settlement. Drones can be used to reach a 
risky or remote area and after natural 
disasters. ICICI Lombard General Insurance 
has already used drones in the crop 
insurance domain in Gujarat to assess the 
volume of cultivable land and actual yield. 
Insurers use drone technology extensively 
during the underwriting process, in weather 
insurance for crop management and risk 
assessment of solar and wind firms and 
during claims settlement process. Tata AIG 
General Insurance used drones in 2016 after 
Cyclone Vardha hit south-east coast for 
primary assessment of infrastructural 
damage. Using its drones the company 
covered 70 acres in four hours and 
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processed it in a day which would have 
taken 10-12 days if done manually.  
 
Micro-insurance 
Acko General Insurance Co. Ltd, Mumbai-
based digital insurance startup offers 
microinsurance products which include rider 
insurance, mobile and appliance protection 
and ticket cancellation. For this product, the 
company has tied up with companies like 
Ola, Amazon, redBus, Zomato and 
UrbanClap. In 2019, Acko was awarded 
'Golden Peacock Innovative Product Award' 
for its innovative microinsurance product 
“Ola Ride Insurance”. The in-trip insurance 
program was launched by Acko for the 
customers of the Indian cab-hailing app Ola 
in April, 2018. The Ola Re.1 ride insurance 
was a microinsurance solution was meant to 
protect the user against any unfortunate 
mishaps while commuting, providing 
benefits in cases of loss of baggage/laptops, 
missed flights, accidental medical expense 
and ambulance transportation cover (refer 
exhibit 1). On February 2019, Ola 
announced it had sold over two crore in-trip 
micro-insurance policies since launch.  
Indian startup Toffee offers “bite-sized” 
micro-insurance products through its 
mobile-enabled, fully digital platform to 
millennial customers. Its product offers 
cover a backpacking policy (to cover 
accidents during a backpacking trip), 
policies for rent, a health insurance policy, a 
daily commuting policy for travelers, a 
policy for international travel and a policy 
for Dengue fever treatment.  
 

Peer-to-peer insurance 
Peer-to-peer (P2P) is an insurance concept 
started in 2010 by Friendsurance in 
Germany where it used social media to link 
friends together to buy collective non-life 
insurance from established insurance 
companies. According to the cofounder Tim 
Kunde we “…realised that despite the way 
social networks have changed our lives, the 
benefits of the existing social infrastructure 
had not entered the insurance market at all. 
However, at its core insurance should be 
(and hundreds of years ago, was) a very 
social product where families and village 
communities used to help each other out in 
times of need. So our goal was to recreate 
this system of mutual support with modern 
technology and make insurance social, fair 
and reasonable again.” The P2P movement 
has since gained momentum with the 
addition of other players - Guevara (UK), 
PeerCover (New Zealand), Riovic (South 
Africa), insPeer (France) and TongJuBao 
(China), Teambrella (Russia) and Lemonade 
(US). 
 
Research Methodology 
 
The study is based on primary data collected 
from 53 business-school students from 
Mumbai in the age group of 22-26 years. An 
online questionnaire, through a web link, 
with both open-ended and close-ended 
questions were sent to gather responses 
related to a micro-insurance product, Re 1 
“bite-sized insurance” from Indian mobile-
application based cab-hailing service 
provider Ola. The questions were designed 
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to find the usage pattern, attitude and 
intention and recommendations of the 
respondents. Data were collected during the 
period March-April 2019.  
 
Responses from respondents of this study 
who were aware of the product but did not 
use revealed that though the company had 
launched the product a year back it had not 
penetrated in the millennials who were 
heavy users of this on-demand cab service. 
This attitude was reflected by statements 
like: “I did not feel it was necessary”, “I 
don’t feel the need to insure my life”, “very 
rare use”, “don’t find the product authentic” 
and “don’t feel the need take insurance for 
travelling within the city, considering I use it 
for local travel only”. From these 
statements, it was evident that respondents 
who were aware but not keen to buy this 
product, one reason was probably because a 
young individual found it difficult to grasp 
the importance of an insurance product and 
that too for short ride and also lack of trust 
toward this product. To overcome this 
barrier, the company should design an 
emotional advertising campaign on how one 
should, particularly in the youth segment, 
should use this type of insurance. Also, 
since a respondent also pointed out “don’t 
know how to use” the company might also 
develop a step-by-step guide for this 
product.  
On the other hand, respondents who were 
aware and also bought clearly highlighted 
the unique selling proposition of this 
insurtech product which were expressed as: 
“provides cheapest health coverage”, “just 

for security and “I found it very much useful 
by giving Re 1 extra to cover any damage or 
loss which may occur during the journey in 
cab, especially in Mumbai where anything 
can happen”.  
In order to gauge overall satisfaction and 
loyalty toward the product through Net 
Promoter Score (NPS), respondents were 
asked the likelihood of recommending Ola’s 
“bite-sized insurance” to their friends and 
family on a scale of 0-10. It was found that 
46 per cent were ‘detractors ( rating: 0-6), 
31 per cent were ‘passives’ (rating:7-8) and 
23 per cent were ‘promoters’ (9-10). The 
NPS (difference between per cent of 
promoters and per cent of detractors), in this 
case, was found to be negative.  
Lastly,  
 
Challenges  
In the past few years, insurtech has 
introduced technological innovations to the 
insurance sector and revolutionized it. 
However, such innovation has also 
introduced unique challenges – especially 
related to regulatory frameworks. Since 
insurance industry is highly regulated, one 
of the regulatory risk- how to maintain data 
security and privacy of customer’s personal 
data while working with several partners in 
the insurance supply chain. Keeping this in 
mind, Solvency II is an insurance regulatory 
framework launched in 2016 for members of 
the European Union for improved 
governance, risk management and customer 
protection.  
In India, Insurance Regulatory and 
Development Authority of India (IRDAI), in 
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September 2018, has expressed that it was 
planning to create a regulatory sandbox for 
innovations in the insurance sector. The 
regulator was of the opinion that due to the 
data-intensive nature of the industry players 
should pay special attention to prevent any 
potential discrimination against specific 
customer segments and breach of customer 
privacy. IRDAI proposed a “regulatory 
sandbox approach” meant to create a safe 
and conducive ecosystems for insurtech 
innovations and with special focus on 
insurance e-commerce, e-insurance policies 
guidelines, e-innovations in product design. 
Other challenges for the industry are to 
attract and retain the ‘digital natives’ as 
employees to integrate insurtech in its 
business model who will decode big data for 
competitive advantage. Also, since 
regulation of the new business model is still 
unclear, the existing risk-averse culture of 
insurance industry could play a spoilsport 
for the agile and disruptive startups.  
 
Path ahead 
 
In an agriculture-based economy like India 
insurtech shows lot of potential be it settling 
crop claims by integrating farmers to the 
larger agriculture ecosystem, for rural 
healthcare purpose especially to implement 
government sponsored schemes or launching 
“bite-sized” insurance for the millennials for 
niche purposes. In the survey conducted for 
this study it was highlighted by the 
respondents that such micro insurance 
products might be useful for laptops, food, 
trekking, amusement parks as well. 

However, it remains to be seen how the 
partnering of big insurance companies with 
startups in the same or complementary space 
to exploit synergistic effect unfolds 
especially in the present unclear regulatory 
framework.  
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Table 1: List of global Insurtech startups 
 
Sr. 
No.  

Company Founded Operations Domain 

1 +Simple 2015 France Robo-broker 
2 Waggel 2017 UK Pet insurance 
3 Laka 2016 UK P2P insurance for bikes and gear 
4 Boundlss   Provides AI-based virtual health coach 
5 By Miles 2016 UK Pay-as-you-drive car insurance policy 
6 LeaseLock 2013 US Replaced security deposits with Insurance for 
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renters 
7 Kin 2016 US Online home insurance 
8 Moonshopt 2017 Europe Operates in a B2B2C model 
9 Riskgenious 2017 US, UK, Australia Analyses, issues policies within seconds 
10 Slice 2015 US, UK, Canada on-demand, pay-as you-go insurance cloud 

platform 
11 Insurify 2013 US Online car insurance 
12 Digital 

Fineprint   
2016 UK Insurance intelligence for commercial insurers 

 
 

Table 2: List of Indian Insurtech startups 
 

Sr. 
No.  

Company Founded Domain 

1 Policybazaar 2008 Insurance comparison 
2 PolicyX 2013 Online insurance comparison portal 
3 Toffee 2017 Customized insurance (dengue insurance) 
4 Paytm 2018 Life, general insurance 
5 Digit Insurance 2016 General insurance startup 
6 Coverfox 2013 Online insurance brokerage 
7 Acko 2016 Microinsurance for cab-based rides, on-demand 

travel insurance  
8 GramCover 2016 Insurance marketplace for rural India 
9 Easy Policy  Online insurance comparison tool 
10 TurtleMint 2016 Online insurance platform 
11 Renew Buy 2015 Motor insurance aggregator  
12 Insure First 2016 Insurance products distribution  

 
 
 
Discussion of Results 
 
Table 1: Gender-wise break up of respondents  
 

Gender Number Per cent 
Male 31 58 
Female 22 42 
Total 53 100 
 
 
Table 2: Awareness level of “bite-sized insurance” among respondents 
 

Level of awareness  Number  Per cent 
Aware and used it 11 21 
Aware but not used it 28 53 
Not aware 14 26 
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Total 53 100 
Exhibit 1: Microinsurance in India 

 
 
 


