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In the era of rapid technological development, the insurance industry is being
transformed by innovative digital technologies, which opens up endless
opportunities and creates new realities in the provision of insurance services.
Modern trends in the development of digital technologies in insurance not only
change approaches to risk management and data processing, but also transform the
way insurers and their customers interact. The way the insurance market operates is
changing with the introduction of electronic platforms, artificial intelligence, data
analytics, and other innovations that are becoming catalysts for industry
transformation.

Countries and companies are deciding to actively implement digital technologies
to optimize production processes, improve customer service and increase
competitiveness in the global market, as evidenced by the steady growth in
investment in the development of the InsurTech industry around the world (Figure
1).

As we can see from the Figure 1, over the past 10 years, the InsurTech sector has
seen impressive growth in the number of deals and investment volume. Over the
years, the number of deals has increased by 12.3 times, and the volume of
investments — by 45.4 times. This indicates that digitalization of the insurance sector
is becoming an important and relevant direction of development. Investors recognize
the potential of digital technologies in improving business processes, providing new
insurance products and more efficient customer service.

For Ukraine, which is progressively integrating into global economic processes,
the development of the digital insurance market is strategically important in the
context of global trends.

Key digital technologies currently used in Ukrainian insurance include the
following:
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Fig. 1 — The volume of global investment and transactions in the InsurTech
sector [1]

- artificial intelligence (Al) and machine learning (ML): used to analyze large
volumes of data to improve decisions in risk assessment, policy issuance and loss
management;

- Internet of Things (loT): installation of sensors on insurance objects (for
example, cars, houses) to collect real-time data. This allows insurance companies to
more accurately assess risks and support improved pricing.

- use of blockchain technology to create secure and transparent transactions. This
can help reduce fraud and increase trust.

- digital communication channels and mobile applications for convenient
interaction of customers with insurers, including online policy registration, loss
status notifications and other services.

- big data analytics (Big Data): the use of large volumes of data to analyze market
trends, customer preferences and predict events.

- individualized and personalized insurance: using customer data to develop
individualized and personalized insurance products and tariffs.

- introduction of virtual assistants and chatbots to automate customer service and
answer guestions.

One of the first aspects of the digitalization of the insurance market of Ukraine
was the creation of official websites of insurance companies, which are a key tool
for creating a first impression and forming an idea about the services provided. It
acts as a kind of virtual storefront where potential customers get information and
interact with the company. The content of the website plays an important role in
determining the impression of the brand and deciding whether to choose this
particular company for insurance needs. Today, 100% of insurance companies have
an official website, but only half of them are of high-quality and are complete. Some
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of them have insurance calculators for a quick and affordable calculation of the cost
of an insurance contract online.

It is also becoming more popular to have an online account on the company's
website. It allows customers to quickly review their existing insurance contracts,
track paid premiums, and set the dates of the next payments. In addition, online
payments can be made through the account and claims or notifications can be
submitted. This provides customers with convenience and accessibility in interacting
with their insurance services.

Some insurance companies also offer online stores that allow customers to obtain
the coverage they need, compare different policies, and make payments online,
making the process of obtaining insurance coverage more accessible and convenient.
An additional step in this direction is the updated Law of Ukraine "On Insurance",
which provides for the possibility of concluding insurance contracts in the form of
electronic documents, which significantly expands the possibilities of using digital
technologies in the insurance process. Such companies as ASKA, ARX, INGO, PZU
Ukraine, TAS, UNIQA, and others already offer to conclude an agreement via the
Internet.

The following insurers currently have mobile applications: UNIQA, Universalna
Insurance Company, European Insurance Alliance, UPSK, Providna Insurance
Company, Persha Insurance Company, and others.

To better understand the penetration of digitalization in the domestic insurance
market, we analyzed the presence of the above elements in the TOP-10 largest risk
insurers by premiums for 9 months of 2023 (Table 1).

Table 1 — Analysis of the presence of digital elements in the TOP-10 insurance
companies by premiums [2]

Name of the | Official | Online Mobile app | Chat | Online Online
company website | calculator bot | account | shop
ARX + + MyARX + - +
TAS SG + + My TAC - + +
UNIQA + + myUNIQA | - + +
USG + + USGHealth | - + +
VUSO + + VUSO + + +
Insuarance
INGO + + - + + +
Arsenal + - Arsenal IC - - -
Insuarance
KNYAZHA + + - - - n
Universalna + - Universalna | - + -
Online
PZU + + - + + +
UKRAINE

29



VIl MixxuapoaHa HaykoBO-TIpakTH4Ha KoH(pepeHmis «IIpobaemu Ta HepCIeKTUBH PO3BHTKY
(hiHaHCOBO-KpeUTHOI cucteMu Ykpainu», Cymu, 4 — 5 rpyans 2023 p.

From the table, we can conclude that most of the leading companies are actively
implementing various tools to facilitate customer interaction and optimize their
processes. However, only 1 insurance company out of 10 has all the proposed
elements — VUSO Insurance Company. An online calculator and an online store are
available in 80% of the companies surveyed, an online account and mobile
applications in 70%. Only 40% of the listed companies have a chatbot, such as IC
ARX, IC VUSO, IC INGO, and IC PZU UKRAINE. The other 60% offer their
customers communication through hotlines or chats with company consultants.

This indicates that the Ukrainian insurance market is currently at the stage of
adapting to new technologies, but most companies still understand the importance
of implementing digital solutions to improve the quality of customer service,
optimize their operations, and ensure competitiveness.

Based on the following, it can be stated that digitalization of the insurance market
in Ukraine is necessary for improving the industry, increasing the level of service,
and ensuring competitiveness on the international market. Insurance companies are
now actively implementing digital technologies to optimize production processes,
improve customer service, and increase competitiveness in the global market. This
includes the use of artificial intelligence, blockchain technologies, telematics, big
data analytics, chatbots, and other digital tools.

References
1. Willis Towers Watsons (January 2022) Quarterly InsurTech Briefing Q4 2022.
Survey Report. URL: https://www.ajg.com/gallagherre/-

/media/files/gallagher/gallagherre/gallagher-re-insurtech-report-q4-2022.pdf
2.  Official website of the Ministry of Finance (2023). URL:
https://minfin.com.ua/ua/insurance/all/

30


https://www.ajg.com/gallagherre/-/media/files/gallagher/gallagherre/gallagher-re-insurtech-report-q4-2022.pdf
https://www.ajg.com/gallagherre/-/media/files/gallagher/gallagherre/gallagher-re-insurtech-report-q4-2022.pdf
https://minfin.com.ua/ua/insurance/all/

