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[bookmark: _Toc218167512]Chapter 1: Introduction	
Digitalization is emerging as a transformative force in the financial sector across the world, including the insurance sector (Dhakal and Acharya, 2025). The integration process includes introducing online payment platforms, mobile applications, data analytics and automated systems that are able to provide insurance services to the customers. In Nepal, due to communication limitations and difficulty in infrastructure construction, the insurance sector relied on manual paper-based processes, leading to customer service delays (Shah et al. 2025). Considering the worldwide trend, Nepal's insurance sector is focusing on digitalization. Despite initiatives, digitalization remains uneven in the insurance sector. Infrastructure limitation, digital literacy and cybersecurity are some of the common challenges. In this situation, to guide further digitalization in the insurance sector, it becomes essential to understand the effect of digitalization on customers and operational efficiency (Khanal, 2024). Understanding the effect can help the insurance sector to determine the path or strategies it can follow for digitalization. Due to this reason, the research investigates the effect of digitalization on customers and operational efficiency. Additionally, the research also focuses on identifying key strategies that can be used for further digitalization. 
[bookmark: _gif54p89rq0u][bookmark: _Toc218167513]1.1 Hypothesis 
Digital transformation influences the customer experience and operational efficiency of the insurance sector. 
[bookmark: _o350mlka542g][bookmark: _Toc218167514]1.2 Aim
The research aims to understand the effect of the Nepal insurance sector on customers' experience and operational efficiency of the companies. Different types of digital technologies are available in the market, which have their own features, advantages and limitations. The key goal of the insurance sector is to increase customers' experience and operational efficiency. This research helps to understand the degree of customer satisfaction and intellectual efficiency current digital technology brings, so that better technologies can be chosen in future. 
[bookmark: _3ha0zdh915d6][bookmark: _Toc218167515]1.3 Research Objective
1. To examine the influence of digitalization on customer experience in the insurance sector.
2. To assess the impact of digital technologies on operational efficiency within insurance companies
3. To recommend strategies that can be used for improving the digitalization initiative within the  insurance sector
[bookmark: _3si65hr64l2][bookmark: _Toc218167516]1.4 Problem statement
Digitalization has a considerable amount of potential in providing better quality service to the customer while increasing the operational efficiency of the insurance business. However, in Nepal, digitalization remains a challenge due to limited infrastructure (Sthapit and Vaidya, 2025).  There is also a lack of studies that focus on understanding the effect of digital technologies on the customers and operational efficiency of the insurance sector in Nepal. Without a proper understanding of the efficiency of digitalization, it becomes difficult to increase digital technology penetration within the sector. Proper knowledge acts as a guide while determining aspects of the operation where digital technologies should be integrated with priority. The research tries to solve this problem by investigating the insurance sector of Nepal. 
[bookmark: _zd1qdfimo9cw][bookmark: _Toc218167517]1.5 Research Questions
· What is the influence of digitalization on customer experience in the insurance sector?
· What is the impact of digital technologies on operational efficiency within insurance companies?
· What strategies can be used for improving the digitalization initiative within the insurance sector?
[bookmark: _kd2t3fzcr2zj]

[bookmark: _Toc218167518]Chapter 2:  Literature review
[bookmark: _Toc218167519]2.1 Concept of digitalization, operational efficiency and customer experience
The principal idea that underlies digitalization in the insurance sector is viewed as the assimilation of digital technologies (mobile platform, automation, big data analytics, or AI) to core business processes in order to boost value creation. According to Eckert et al. (2022), digitalization is not always positive, and its effects are predetermined by the organisational preparedness and situational considerations. Regarding operational efficiency, Skaf et al. (2024) show that automation and data-based decision-making are potentially capable of minimising processing time, error rates and administrative costs. Nevertheless, Gama et al. (2025) point out that the benefits of increased efficiency are distributed unequally, especially in less developed economies where gaps in the infrastructure and skills impair usage of the systems. The customer experience is also becoming a multidimensional phenomenon that involves the dimensions of convenience, trust, responsiveness, and perceived service quality. Although it is observed that accessibility and speed are enhanced through digital channels, Eckert et al. (2022) indicate that platforms with low design quality and cybersecurity threats motivate customers to lose their trust and satisfaction. Additionally, the digitalization can inevitably side-line digitally vulnerable customers and undermine the assumption of all-encompassing service enhancement.
[bookmark: _Toc218167520]2.2 Influence of digitalization on customer experience in the insurance sector
The latest studies consider digitalization as a source of customer experience in the insurance industry, mainly their enhanced accessibility, faster speeds and the ability to tailor their service. Digital platforms like mobile apps, catboats and online claim portals are the ones that are claimed to help ease customer effort and perceived convenience (Patil et al., 2025). Nonetheless, empirical research continues to suggest the assumption that digitalization does not enhance customer experience by default. As the review of Iliyas et al. (2024) indicates, the digital interface that is standardised can undermine human interaction, which is vital in such a service as insurance, based on trust. Additionally, the results of customer experience are very much dependent on the level of digital literacy and the stability of the system. Studies about the emerging markets have shown that low digital literacy and frequent system outages create frustration and lower satisfaction, even though digital services are available (Monkiewicz and Monkiewicz, 2023). Cybersecurity issues also weaken trust because customers are unwilling to share their personal information over the Internet. In other terms, recent scholarship posits that it is only user-centric platforms, which are secure and match local capabilities, that lead to a greater customer experience due to digitalization.
[bookmark: _Toc218167521]2.3 Impact of digital technologies on operational efficiency within insurance companies
According to recent research, the digital technologies that can improve operational efficiency in insurance companies include process automation, artificial intelligence and data analytics, which lead to the reduction of transaction costs, processing time and human error (Inyang et al., 2024). These are automations in underwriting systems and digital claims management systems that are mostly linked with shorter turnaround times and enhanced resource utilisation. Nevertheless, the literature which is coming up now disputes the universality of these efficiency gains. Gama et al. (2025) argue that the concept of digitalization can lead to the emergence of new complexities of operation, such as the cost of integrating systems and the reliance on technological infrastructure, among others. Unreliable digital infrastructure and the capacity of employees in developing economies also further limit the improvement of efficiency, which can counteract productivity gains through automation. In addition, Johri (2025) observes that compliance with regulatory requirements and cybersecurity demands are extra operational responsibilities, which incur costs in the short term instead of reducing them. Therefore, it is highlighted in recent studies that digital technologies can only improve operational efficiency in the presence of organisational restructuring, workforce upskilling, and strong governance systems.
[bookmark: _Toc218167522]2.4 Issues faced in implementing digitalization initiative within the insurance sector
Current literature identifies that, on the one hand, digitalization is being advocated as a strategic requirement in the insurance industry, but in practice, it is being challenged at the organisational and structural level. The primary problem that has been identified is the lack of digital infrastructure, especially in emerging economies, where poor internet access and outdated IT infrastructure limit the successful application of modern digital tools (Ranawat, 2024). Moreover, Braun and Jia (2025) claim that the lack of digital skills among human resources is a major obstacle to the adoption of the systems since opposition to change and low competence levels in terms of technical skills intensify inefficiency in working. The issues of cybersecurity and data privacy are also additional problematic factors of digitalization. Pillay and Njenga (2021) observe that the more digital touchpoints an insurer has, the greater the cyber risks, and adherence to changing regulatory requirements increases the cost and complexity of operations. In addition, Inyang et al. (2024) critique the increasing propensity of insurers to focus on the acquisition of technology, instead of process reengineering, leading to disjointed systems and being poorly able to provide strategic value. As a customer, trust could be lowered through poorly designed digital platforms, and digitally vulnerable users do not have access to the services, which is hard to manage in terms of service inclusivity.
[bookmark: _Toc218167523]2.5 Possible pathways for effective handling of the digitalization initiative within the insurance sector
The recent literature seems to be arguing that digitalization in the insurance sector should be a capability-based strategic approach and not an isolated adoption of technology. Pauch and Bera (2022) point out that to achieve sustainable value, insurers need to establish connections between digital efforts and organisational processes and long-term business goals. The development of workforce capability is listed among the critical pathways over and over again due to the continuous training boosting the technology acceptance and performance at work. In the absence of qualified workers, digital investments tend to go to waste, especially in the emerging markets. The other major direction is to become customer-centred in digital design. Yaneva (2021) indicates that platforms that are built based on user feedback enhance trust, satisfaction and service adoption. Nonetheless, Diekmann et al. (2025) warn that customer-centricity should be disseminated with well-developed cybersecurity systems because the instances of data breaches are causing trust in online insurance services to depreciate to a point of no recovery. Furthermore, gradual digital transformation with the help of cooperation with technology companies can minimise financial and operational risks. Skaf et al. (2024) also support the idea of constant monitoring of the performance and alignment of the regulations to ensure flexibility in changing digital environments fast. In general, the modern literature considers the successful digitalization as the process of gradual transformation that demands institutional preparedness, governance and responsiveness to context, which are quite important in the case of the insurance sector.
[bookmark: _Toc218167524]2.6 Theoretical Framework
The theoretical framework of this study is based on Technology Acceptance Theory (TAM), Resource-Based View (RBV) and Service-Dominant Logic (SDL), which, when combined, creates an extensive perspective of studying the digitalization in the insurance industry. According to TAM, the perceived usefulness and ease of use determine the adoption of digital insurance platforms by both employees and customers, which directly affect the customer experience and service usage (Thulasi Priya and Bhavadharani, 2025). This holds especially in developing regions where the notion of digital literacy has a huge influence on technology acceptance. The Resource-Based View contributes to the analysis of operational efficiency as it conceptualises digital technologies, skills of employees and data analytics possibilities as strategic assets that produce sustainable competitive advantage in case of their successful integration (Musaigwa and Mutula, 2022). RBV points at the futility of investing in digital tools and expecting them to increase efficiency unless organisational processes and capabilities are matched. Lastly, the Service-Dominant Logic approaches the concept of insurance as a service co-production, whereby value is created during the interactions between the firms and their customers (Anning-Dorson, 2025). Thus, digital platforms are facilitators of co-creation of value by enhancing responsiveness, transparency and personalization.
[bookmark: _Toc218167525]2.7 Conceptual Framework
Limited digital infrastructure and low digital literacy in emerging markets
Enhanced operational efficiency via automation, error reduction, and better resource utilization
Lack of organizational preparedness and alignment with processes
Improved service accessibility, speed, and customer satisfaction
Digitalization in the insurance sector

[bookmark: _Toc218167552]Figure 2.1: Conceptual Framework
(Source: Self-Created)
[bookmark: _Toc218167526]2.8 Literature Gap
Current literature comprehensively covers digitalization in the insurance industries of the developed economies, and to a great extent, the technological results are discussed instead of the limitations posed by the context. The gap in the literature remains significant since the current research has not been conducted to examine the simultaneous impact of digitalization on customer experience and operational performance in the developing insurance markets like Nepal. Additionally, previous literature does not sufficiently represent employee views and managerial views in low-infrastructure settings to provide useful evidence on the prioritization of digital initiatives. This research fills this gap by giving context-specific, primary data in the insurance sector of Nepal.

[bookmark: _hvbhu1wpzls4][bookmark: _Toc218167527]Chapter 3: Methodology
[bookmark: _btxnai61kire][bookmark: _Toc218167528]3.1 Research philosophy
Pragmatist philosophy refers to the thought process that highlights that reality is not constant, and it can be analyzed in various ways depending on the subject matter. The philosophy allows for the collection of different types of information as per requirements and analyzing them. In the case of this research, it focuses on understanding customers' experience and operational efficiency of the insurance sector (Pateland Patel, 2019). Both these aspects are different from each other. For example, customer experience reflects a firm's interaction with the market. Operational efficiency, on the other hand, is an internal factor. Pragmatist philosophy allows us to analyses various types of information that are required to understand internal and external aspects of the insurance sector. Due to this research, the research follows the pragmatist philosophy. 
[bookmark: _egg6tdk5dj1k][bookmark: _Toc218167529]3.2 Research approach
Adductive research approach focuses on understanding the market based on the information’s that is available in different types of sources. It focuses on flexibility over rigid data analysis processes and allows the application of different types of data analysis methods (Vebrianto et al. 2020). In the case of this research, the influence of digitalization on customers and operational efficiency can be expressed in various ways, including numerical values and non-numerical values such as individual opinions. Due to this reason, the research followed an adductive research approach. 
[bookmark: _qtjfzvur85wo][bookmark: _Toc218167530]3.3 Methodological choice 
Methodological choice refers to the types of information that are searched and collected for analysis. There are two types of information: qualitative and quantitative. Information expressed in terms of numerical values is considered quantitative in nature. On the other hand, information expressed without using numerical values is considered qualitative. For example, personal opinion, description of particular situations are considered as qualitative. The influence of digitalization on customers and operational efficiency can be expressed in terms of both qualitative and quantitative manner (Peel, 2020). For example, influence on digitalization on customers can be expensed as emotion, which is qualitative. On the other hand, it can be expressed as a satisfaction level, which is also quantitative in nature. Due to this reason, the research follows a mixed methodological approach that allows for the collection of both qualitative and quantitative information. 
[bookmark: _ou52wuvz9ab3][bookmark: _Toc218167531]3.4 Time horizon 
A cross-sectional time horizon allows research to investigate information at a particular time. This research focuses on understanding the current effect of digitalization on customers' behavior and the operational efficiency of the insurance sector. It does not need to investigate changes happening over time in customer behavior and operational efficiency due to digitalization. Considering this, the research follows a cross-sectoral time horizon. In this process, the researcher collects all the information together. 
[bookmark: _48xx8t54ikm5][bookmark: _Toc218167532]3.5 Data collection 
[bookmark: _4p5sx4q9f18z]While following a mixed method, the research collects both quantitative and qualitative information. Research focuses on understanding the effect of digitalization specificity on customer behavior and operational efficiency (Dzwigol, 2022). Direct data collection allows us to understand customers and operational efficiency with clarity. There is also a lack of secondary information available that investigates Nepal's insurance sector. Due to this research, the researcher collects primary data. The research collects quantitative information with the help of a survey process and qualitative information with the help of interviews.
Employees working in the insurance sector interact with customers and understand their opinions. They also engage with business operations. Due to this research, a survey was conducted on the employees (Ghanad, 2023). The research approaches employees under convenience sampling and takes 50 survey responses. The research had limited resources and a time limit. Due to this research, 50 sample sizes have been selected. The survey was conducted with the help of "Google Form". The main feature of this digital platform was that it allowed to share same question with all the participants. Link to the Google form was sent to individual participants through email, text messaging, and with the help of online massaging applications. Participants had to open the link and provide answers according to their understanding. In the survey process, every question was mandatory in nature. Hence, participants who refused to provide an answer to any question had their participation cancelled. This helped to ensure symmetry throughout the sample. Here, I should mention that before distributing the survey link, individuals were provided with a brief about the research topic and their rights. Participants who gave consent were included in the survey.
On the other hand, the research collects qualitative information by surveying the managers. Managers also communicate with customers and control the operation process (Adley et al. 2024). However, the number of managers available compared to normal employees is limited. Due to this reason, an interview with 5 managers has been conducted. An interview helps to have in-depth information about the effect of digitization on operations and customer experience. A telephonic and video conference interview was conducted to save time and resources required for arranging the interview location.  Similar to a survey, before the interview, the individual participant was provided brief about the research topic and their basic rights. Individuals who consented were considered interview participants. 
[bookmark: _Toc218167533]3.6 Data Analysis 
The research analyses the quantitative information with statistical tests. The information collected through the survey process was uploaded to the SPSS software for running the statistical test. Correlation analysis has been used to understand the influence strength among different variables (Rahman and Muktadir, 2021). Additionally, the research also uses a histogram for analyzing the information. Coulm graphs was also used to investigate opinion of the participants.  Using different test methods as per the requirement helps to increase overall research quality. 
The qualitative information collected through the interview process has been analyzed with the help of the thematic analysis process. The thematic analysis process has been conducted in multiple stages (Kang and Hwang, 2021). At first, the opinion of the participants was transcribed. In the second stage, the transcript was reviewed multiple times to become familiar with the individual participant's opinion. In the third stage, relevant information was labelled. The second and third stages were performed multiple times to ensure that every relevant information had been labelled. In the fourth stage, labelled information was arranged together to build themes. 
[bookmark: _64su9wuttxbq][bookmark: _Toc218167534]3.7 Ethical consideration 
The research involves human participants, due to which special focus was provided on the ethical aspect. Data security was one of the key concerns while collecting personal information of the participants (Guest et al. 2020). Due to this research, the researchers took minimal personal information such as participants' names, contact numbers and kept them within a secure cloud drive. Access to the data storage was not shared with any other person. After completion of the interview and survey, personal information was deleted. Under ethical consideration, the research also did not force any person to participate in the interview and survey. Individuals' consent was taken before recording their opinions. Individuals were allowed to exit the data collection process at any moment if they felt uncomfortable. This ensured that the data collection process remains ethically sound. Additionally, my university rules have been followed throughout the research process to ensure its ethical quality. 

[bookmark: _xts1a5sbzeiu]

[bookmark: _Toc218167535]Chapter 4: Findings	
[bookmark: _Toc218167536]4.1 Chapter overview 
[bookmark: _n1y0kodnuopa]The chapter shows the findings made from the data analysis. Findings made from quantitative data analysis and qualitative data analysis have been shown under separate sections for clarity. Findings have been distributed further according to the research objectives. Graphs and tables have been used to show key information that was obtained from data analysis. Key themes have also been reflected to reflect information gathered from qualitative data analysis. 
[bookmark: _Toc218167537]4.2 Survey data analysis 
[bookmark: _9grvzqxcxppf][bookmark: _Toc218167538]4.2.1 Demographic analysis 
[image: ]
[bookmark: _Toc218167553]Figure 4.1: Gender distribution 
(Source: Survey)
The above figure shows the gender distribution of the survey participants. The total sample size was 50, of which 28 were male and 24 were female. In percentage, the male population was 52%, and the female population was 48%. The difference between the male and female populations is low. This shows that in the insurance sector, male and female participation is similar. This also indicates that the survey coverers' opinion of both male and female populations is at the same degree, increasing the overall quality of the sample. 
[image: ]
[bookmark: _Toc218167554]Figure 4.2: Work experience distribution 
(Source: Survey)
The following figure indicates the experience distribution histogram. Work distribution is not even, and the majority of the participants had work experience between 2 and 5 years (48%). Expenses between 5 and 7 years had the second largest number, which is 24%. Other levels of work experience, such as less than 2 years and experience between 7 and more than 10 years, had a presence between 8% to 12%. This shows that the survey mainly targeted people having work experience between 2 and 5 years, hence this group of people has more effect on the survey results. 
Overall, demographic analysis shows that the gender sample is well distributed. However, in the case of work experience, the sample concentrates between the values of 2 and 5 years of experience. 
[bookmark: _n308ltqhp5oj][bookmark: _Toc218167539]4.2.2 Influence of digital technology on customers' experience
Under the second objective, the research tries to understand the effect that digital technology integration has on the insurance sector customers' behavior and satisfaction level. Here, digital technology integration and operation act as the independent variable, and customer behavior is the dependent variable. For understanding the degree of influence the independent variable has on the dependent variable, a correlation test has been performed. 
	Correlations

	 
	 
	3.  What is the Level of digital accessibility provided to customers?
	4.  What is the level of online communication & support maintained through digitalization?
	5.  What is the digital service reliability level maintained in the Insurance sector?
	6.  What level of satisfaction is expressed by the customers with the digital services provided?
	7.  What level of reliability is expressed by the customers towards the digital services provided?

	3.  What is the Level of digital accessibility provided to customers?
	Pearson Correlation
	1
	.731**
	.716**
	.520**
	.639**

	 
	Sig. (2-tailed)
	 
	0.000
	0.000
	0.000
	0.000

	 
	N
	50
	50
	50
	50
	50

	4.  What is the level of online communication & support maintained through digitalization?
	Pearson Correlation
	.731**
	1
	.745**
	.677**
	.767**

	 
	Sig. (2-tailed)
	0.000
	 
	0.000
	0.000
	0.000

	 
	N
	50
	50
	50
	50
	50

	5.  What is the digital service reliability level maintained in the Insurance sector?
	Pearson Correlation
	.716**
	.745**
	1
	.636**
	.752**

	 
	Sig. (2-tailed)
	0.000
	0.000
	 
	0.000
	0.000

	 
	N
	50
	50
	50
	50
	50

	6.  What level of satisfaction is expressed by the customers with the digital services provided?
	Pearson Correlation
	.520**
	.677**
	.636**
	1
	.693**

	 
	Sig. (2-tailed)
	0.000
	0.000
	0.000
	 
	0.000

	 
	N
	50
	50
	50
	50
	50

	7.  What level of reliability is expressed by the customers towards the digital services provided?
	Pearson Correlation
	.639**
	.767**
	.752**
	.693**
	1

	 
	Sig. (2-tailed)
	0.000
	0.000
	0.000
	0.000
	 

	 
	N
	50
	50
	50
	50
	50


[bookmark: _Toc218167556]Table 4.1: Correlation analysis 
(Source: Survey data)
In the correlation test, digital technology integration level has been represented by three questions(questions 3, 4, and 5). The other questions (*6 and 6) represent customers' behavior. 
Question three reflects the digital technology accessibility available to the customers. Question six, on the other hand, reflects customers' satisfaction level. The correlation between these two variables is 0.520. A correlation value of more than 0.5 shows a moderately strong relation among variables. This indicates that digital accessibility influences satisfaction levels. Increasing accessibility can increase customer satisfaction levels. The seventh question reflects the reliability perception of the customers. The correlation between questions three and seven is 0.639. This indicates that variables have strong relations with each other. Hence, it can be deduced that digital technology accessibility influences customers' reliability perception towards the digital services. 
Question four represents online communication support provided by digital technologies. The correlation between the fourth and sixth questions is 0.677. This indicates that the communication level of digital technology has a strong relationship with the customer satisfaction level. Increasing digital technology communication ability can help increase customer satisfaction levels. On the other hand, the correlation between the fourth and seventh questions is 0.639, reflecting a strong relation among variables. This shows that the communication quality maintained by the digital technology impacts the reliability perception of the customers. 
The fifth question indicates the digital technology service reliability. Correlation between the fifth and sixth questions is 0.636. This shows that increasing the reliability of digital technology increases the satisfaction level of the customers. The correlation between the fifth and seventh questions is 0.752, which shows a very strong relation among the variables. This indicates that increasing the reliability of the digital technology improves the reliability perception of the customers. 
Overall, the correlation test shows that digital technology is influencing customers. As digital technology performance increases, customer satisfaction and reliance on the technology increase within the insurance sector. 
[bookmark: _y3iixpv5fp80][bookmark: _Toc218167540]4.2.3 Influence of digital technology on operational efficiency 
Under the second objective, research focused on understanding the effect digital technology has on the operating efficiency of the insurance sector. Hence, operation efficiency is the dependent variable, and digital technology is the independent variable. Correlation analysis has been conducted to investigate this relation. 

	 
	 
	3.  What is the Level of digital accessibility provided to customers?
	4.  What is the level of online communication & support maintained through digitalization?
	5.  What is the digital service reliability level maintained in the Insurance sector?
	8.  What is the Speed of customer service delivery maintained with the help of digital technology?
	9.  What is the overall operational efficiency maintained by the digital technologies implemented in insurance companies?

	3.  What is the Level of digital accessibility provided to customers?
	Pearson Correlation
	1
	.731**
	.716**
	.614**
	.644**

	 
	Sig. (2-tailed)
	 
	0.000
	0.000
	0.000
	0.000

	 
	N
	50
	50
	50
	50
	50

	4.  What is the level of online communication & support maintained through digitalization?
	Pearson Correlation
	.731**
	1
	.745**
	.721**
	.718**

	 
	Sig. (2-tailed)
	0.000
	 
	0.000
	0.000
	0.000

	 
	N
	50
	50
	50
	50
	50

	5.  What is the digital service reliability level maintained in the Insurance sector?
	Pearson Correlation
	.716**
	.745**
	1
	.800**
	.774**

	 
	Sig. (2-tailed)
	0.000
	0.000
	 
	0.000
	0.000

	 
	N
	50
	50
	50
	50
	50

	8.  What is the Speed of customer service delivery maintained with the help of digital technology?
	Pearson Correlation
	.614**
	.721**
	.800**
	1
	.753**

	 
	Sig. (2-tailed)
	0.000
	0.000
	0.000
	 
	0.000

	 
	N
	50
	50
	50
	50
	50

	9.  What is the overall operational efficiency maintained by the digital technologies implemented in insurance companies?
	Pearson Correlation
	.644**
	.718**
	.774**
	.753**
	1

	 
	Sig. (2-tailed)
	0.000
	0.000
	0.000
	0.000
	 

	 
	N
	50
	50
	50
	50
	50


[bookmark: _Toc218167557]Table: 4.2 Correlation 
(Source: Survey data)

In the following correlation, Questions three, four and five represent digital technology performance. Questions eight and nine represented the operating efficiency of insurance companies. 
Question eight represents the customer service speed of the insurance sector. The correlation level between questions three and eight is 0.614, which is strong. This shows that digital accessibility increases customer service speed and efficiency in the insurance sector. The correlation between the fourth question and the eighth question is 0.721, which represents a strong relation. This indicates that the communication level quality of the digital technology influences the customer service speed. Increasing digital technology communication helps improve customer service speed. The correlation between the fifth and eighth questions is 0.80, which again represents a very strong relation. Hence, it can be deduced that digital technology reliability supports providing better customer service. 
The ninth question represents the overall operational efficiency of the insurance sector. The correlation between the ninth and third questions is 0.644. The strong relation indicates that improving digital technology accessibility helps increase the overall operational efficiency of insurance companies. The correlation between the ninth and fourth questions is 0.78. The strong relation indicates that digital technology communication helps improve the overall efficiency of insurance companies. The correlation between the fifth and ninth questions is 0.774. This relation indicates that digital service reliability supports overall insurance sector efficiency. 
Overall, the following relations show that digital technology has a positive impact on the operational efficiency of the insurance business. This helps to accept the hypothesis speculated at the beginning of the research that “Digital transformation influences the customer experience and operational efficiency of the insurance sector 
[bookmark: _5k874vazobmh][bookmark: _Toc218167541]4.2.4 Strategies for improving the digitalization initiative within the insurance industry
The third objective of the research was to identify strategies that can be used for improving the digitalization in Nepal's insurance sector. Opinion was taken among the survey participants to identify the most suitable strategies. 

[image: Forms response chart. Question title: 10.  What strategies can be used for better digital technology integration within the insurance sector?. Number of responses: 50 responses.]
[bookmark: _Toc218167555]Figure 4.3: Strategies 
(Source: Survey)
The following figure shows support provided by the participants towards individual strategies. It can be observed that "improving digital platform design" received the highest vote, followed by "Continuous monitoring and upgradation" and strengthening cyber security and data protection".The percentage of support received by the other two votes falls considerably lower compared to 50% vote. Considering this, it can be deduced that improving the design of digital platforms, c. Strengthening Cybersecurity and Data Protection, and continuous monitoring and upgradation are the best strategies that insurance businesses should consider for improving digital technology integration in future. 
[bookmark: _qlbjqi7yf2mf][bookmark: _Toc218167542]4.3 Thematic Analysis
The thematic analysis has been conducted considering the information that was gathered from the interview process. Themes have been created while focusing on the research objectives. Individual themes tried to address individual objectives. Three themes created from the data analysis have been described as follows. 
[bookmark: _Toc218167543]4.3.1 Theme 1: Digitalization improves accessibility, speed, reliability, and customer satisfaction, though benefits vary due to infrastructure constraints
The digitalisation analysis has shown that customer experience in the Nepalese insurance industry has been positively changed by digitalisation through an increase in accessibility and speed of services, as well as perceived reliability. These advantages are, however, uneven and highly influenced by limitations of infrastructure. Managers indicated that online platforms have minimised the physical reliance on branch offices. Participant 1 said, "It has become possible to submit claims and pay premiums online, and this has greatly decreased the workload in the branches and made life easy”. This would be an indication of transitioning to paper-based systems into the digitally facilitated touchpoints in line with the service efficiency objectives. Another sub-theme that came out as dominant is the speed of service delivery. Participant 2 commented, "Previously, it would take weeks to process claims, but, in most instances, nowadays it has been cut to several days through digital documentation”. This was attributed to automated processes and increased internal coordination. However, the managers warned that these efficiency advantages are not even. According to Participant 3, “in urban centres, the digital services are seamless, whereas in rural territories, the speed of the entire process is slow due to the lack of proper internet connectivity”. This shows the limitation of infrastructural inequities on the realisation of the digital benefits.
Customer satisfaction and reliability were perceived to have been improved, but were deemed to be weak. Participant 4 noted, “the digital systems are now more trusted by the customers, though the failure of systems or technical faults can easily come to ruin the online trust of customers”. It means that reliability depends not only on the use of technologies, but also on the stability and support infrastructure of systems. Moreover, Participant 5 focused on customer readiness and said, “There are many customers that are ready to utilise digital services, and the lack of digital literacy decreases their confidence”. Importantly, the results indicate that digitalisation should not be deemed an answer to improved customer experience. Although technology has made services faster and more accessible, structural obstacles like poor infrastructure and digital illiteracy affect the results.
Overall, the following theme reflects that digital technology has a considerable impact on customers' behavior positively. It is increasing engagement between the insurance sector and customers. 
[bookmark: _Toc218167544]4.3.2 Theme 2: Digital technologies enhance process automation, reduce errors, improve coordination, and increase efficiency in insurance companies
The managerial interview analysis suggests that digital technologies have played a crucial role in the internal processes of the Nepalese insurance industry, including better automation, precision, and coordination between different departments. Managers would often compare the existing digital processes with the previous manual processes. According to participant 1, “automation has made us less reliant on paperwork, which previously resulted in common delays and human errors”. This indicates the effect the digitisation of workflows has had on routine processes, including the issuance of policies, tracking of premiums, and registration of claims. Exceptional operational value was maintained through the reduction of errors. Participant 2 states that, “digitally, the customer information is validated automatically, which has reduced mistakes in data entry as well as discrepancies in the policies”. It was believed that such validation mechanisms were of special use in an industry where miscalculations may cause both financial and legal issues. Nevertheless, managers also realised that automation has new risks. Participant 3 observed that “in case of wrong data being entered in the first instance, the system will handle the error much quicker, and this may increase its effect”. This points to human supervision and automation.
Another theme that was common was the improved coordination among departments. Electronic media facilitated real-time exchange of information, thereby lessening communication barriers. According to Participant 4, “the claims, underwriting, and customer service teams now operate on the same system that enhanced coordination and accountability”. This integration was associated with quicker decision-making and better role definition. However, the level of coordination advantage was disproportionate within organisations based on the differences in digital maturity. It was generally recognised but severely structured that efficiency gains would be achieved. Participant 5 stated, “digitalisation has made things more productive, but regular system upgrades and employee training interfere momentarily with operations”. This implies that there is no linear improvement in efficiency, and there should be continuous adjustment.
In summary, it can be said that digital technology has an impact on the operational efficiency of the insurance sector. Technology is impacting multiple aspects of the insurance sector operations. 
[bookmark: _Toc218167545]4.3.3 Theme 3: Improving digital literacy, platform design, cybersecurity, partnerships, and continuous system upgrades can strengthen digitalization initiatives
The analysis of management interviews points to the fact that the enhancement of digitalization in the Nepalese insurance industry needs a multidimensional approach, not investments in technology that should be made separately. The problem of digital literacy became a grounding issue. Participant 1 observed, “even the most effective systems fail when the employees and the customers do not know how to make use of them”. This implies that the development of skills is core to reaping the best out of the digital investments in a setting where exposure to digital tools is diverse. Design of the platform was also listed as a key success factor. Participant 2 elaborated, saying that “online platforms are not always user-friendly and that is particularly true of older customers”. The interface design was seen to not be poor enough to discourage adoption, as well as cause overdependence on manual support, which negated efficiency gains. This indicates that there is a necessity to develop customer-centric platforms with regard to the local user capabilities. The issue of cybersecurity was always conducted as a technical and reputational one. Participant 3 believes that “customers will only be confident in digital services when they are convinced that their information is safe”. Although managers admitted to the increased investment in cybersecurity, they also confessed that low budgets hinder advanced security procedures. This presents a conflict between the increased digital accessibility and resilience of the systems.
Collaborations with foreign technology providers and fintech companies were considered an efficient way of filling the gaps in capabilities. According to participant 4, “we can work with international partners and implement tested systems instead of creating everything on our own”.  Nonetheless, the dependency on external companions gave rise to the concerns of cost, data sovereignty and dependency in the long run. Sustainability was considered to demand constant monitoring and upgrading of the systems. As noted by Participant 5, “the process of digitalisation is not a single project; the archaism of the system is eliminated within a short time, making the company less efficient and less trusted by customers”. Most crucially, by engaging the development of human capabilities, system design, security and strategic partnerships in a long-term digital strategy, the findings suggest that successful digitalisation of the Nepal insurance sector would rely on the establishment of an adaptive long-term digital strategy.
[bookmark: _7t1niw149721][bookmark: _Toc218167546]4.4 Discussion
The results of this research are rather supportive of the existing literature but also reveal the specifics of the situation in the Nepalese insurance industry. In line with previous studies, digitalization was observed to increase service accessibility, speed, and reliability to positively affect the customer experience (Patil et al., 2025; Eckert et al., 2022). The survey and interview responses showed that the online platform, digital claim procedures, and mobile applications decreased dependence on the branch offices and reduced the delays in service provision, which corresponds to the literature, which recognises convenience and speed as the main products of digital adoption (Monkiewicz and Monkiewicz, 2023). Nevertheless, in contrast to the literature performed in the developed economies, the results disclosed that these benefits are not evenly distributed because of the limits of infrastructure, a lack of digital literacy, and regional connectivity differences, which Eckert et al. (2022) and Gama et al. (2025) proposed as possible barriers but did not empirically investigate in relation to low-income countries. Likewise, the impact of digital technologies on operational efficiency is consistent with the existing literature that indicates that automation, AI and data analytics decrease errors, processing time, and the use of resources (Inyang et al., 2024; Skaf et al., 2024). According to the thematic analysis, internal coordination and efficiency have been enhanced as a result of automated data validation, integrated departmental systems, and simplified claims processing. However, the results demonstrate an important caveat: the benefits of efficiency are not linear and rely on the constant upgrades of the system and employee training, which is contrary to the literature that tends to outline operational efficiency as a rather technical result (Johri, 2025; Gama et al., 2025). This highlights the relevance of human capital and adaptive governance in reaping the benefits of digitalisation, which is not a priority of the current research.
The findings also support the body of literature focused on the strategic paths to successful digitalization, such as the ability to workforce, platform design with the user in mind, cybersecurity, partnerships, and continuous monitoring (Pauch and Bera, 2022; Diekmann et al., 2025; Skaf et al., 2024). In managerial interviews, practical challenges that were identified included limited budgets on cybersecurity, dependency on external partners and usability concerns for older customers. These results broaden the existing literature by showing how the efficiency of suggested strategies can be mitigated by the financial and infrastructural limitations of the emerging markets. As an illustration, though Yaneva (2021) supports the idea of customer-centric platform design, research has revealed that in Nepal, low digital literacy may erode the adoption process despite the well-designed platform. Secondly, the research also proves the fact that digitalisation has a positive effect on customer experience and operational efficiency, which underlines extant theory (such as TAM, RBV, SDL). The Nepalese context, however, establishes certain constraints and mitigating conditions like infrastructure lapses, human resource preparedness and funding that render the benefits disproportionate. In contrast to the literature of developed economies, such contextual insights point out the need to integrate technology adoption and building of strategic capability, ongoing training, and system flexibility to achieve sustainable value in new insurance markets.


[bookmark: _9xjan1tb0de3]

[bookmark: _Toc218167547]Chapter 5: Conclusion 
This study looked at how digitalization has influenced customer satisfaction and operational effectiveness in the Nepalese insurance industry, as well as formulated measures to be taken to empower digital efforts. Major concepts indicated that the advantages of digitalization include increased accessibility, speed, reliability, and overall customer satisfaction, but the gains are not evenly distributed because of the limitations imposed by the infrastructure and low levels of digital literacy. The process automation, minimised number of errors, and increased coordination made operational efficiency; however, the increase would be influenced by the constant training of personnel and system upgrades. Managerial lessons learnt that to achieve successful digitalization, it is necessary to go beyond a mere adoption of technology and to strategically align workforce capability, platform design, cybersecurity, partnerships and continuous monitoring.
The goals of the research were met to a large extent. The research has successfully explored how digitalization can affect customer experience and operational efficiency, and it has also outlined the major ways of improving the adoption of digitalisation in the insurance industry of Nepal. A mixed-method approach was used as it comprised a survey of 50 employees, interviews with 5 managers and quantitative analysis by means of SPSS and thematic qualitative analysis. The major weakness of the research is the small sample size, particularly among managers, which limits the externalization of the results. Also, the cross-sectional design only captures the present situation of digitalisation but does not measure the long-term trends or the outcome after the implementation.
On the basis of the results, it is suggested that the Nepalese insurance companies could take a holistic approach to digitalization. To start with, trust and adoption of the platform can be improved through the structured training of the employees and customers on digital literacy to boost their use of the platform. Second, it will be possible to create user-friendly platforms that correspond to local abilities and interests to increase accessibility, reliability, and satisfaction. Third, it is essential to invest in strong cybersecurity to secure the confidential information and gain the trust of customers. Fourth, it could be strategic alliances with foreign technology partners that can speed up system upgrades and minimise implementation risks. Last but not least, it has to be efficient and relevant; thus, continuous monitoring and regular updates of the system are required.
To further investigate the topic, longitudinal research can be conducted to understand the long-run implications of the digitalization on the efficiency of operations and customer experiences. A larger sample comprising more managers and customers in both urban and rural regions would give more generalizable results. Moreover, it is possible to conduct comparative research in emerging and developed insurance markets to reveal context-specific approaches to adopting digital.
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[bookmark: _Toc218167550]Appendix 1: Survey questionnaire
	1. What is your Gender?

	 
	a. Male
	b. Female
	 
	 
	 

	2. How many years of work experience do you have in the Nepal insurance sector? 

	 
	a. Less than 2 years
	b. In between 2-5 years
	c. In between 5-7 years
	d. In between 7-10 years
	e. More than 10 years

	3. What is the Level of digital accessibility provided to customers? 

	 
	a. Very high
	b. High
	c. Moderate
	d. Low
	e. Very low

	4. What is the level of online communication & support maintained through digitalization?

	 
	a. Very high
	b. High
	c. Moderate
	d. Low
	e. Very low

	5. What is the digital service reliability level maintained in Insurance sector?

	 
	a. Very high
	b. High
	c. Moderate
	d. Low
	e. Very low

	6. What level of satisfaction is expressed by the customers on digital services provided?

	 
	a. Very high
	b. High
	c. Moderate
	d. Low
	e. Very low

	7. What level of reliability is expressed by the customers towards the digital services provided?

	 
	a. Very high
	b. High
	c. Moderate
	d. Low
	e. Very low

	8. What is the Speed of customer service delivery maintained with the help of digital technology?

	 
	 
	 
	 
	 
	 

	9. What is the overall operational efficiency maintained by the digital technologies implemented in insurance companies?

	 
	a. Very high
	b. High
	c. Moderate
	d. Low
	e. Very low

	10. What strategies can be used for better digital technology integration within the insurance sector?

	 
	a. Enhancing Digital Literacy and Staff Training
	b. Improving Digital Platforms design
	c. strengthening Cybersecurity and Data Protection
	d. Collaborating with foreign companies for better digital platform integration 
	e. Continues monitoring and  upgradation


[bookmark: _Toc218167551]Appendix 2: Interview transcript 
[bookmark: _qd51earxef6t]Interview transcript of participant 1
Interviewer: Thank you for attending the interview. I would like to ask you some questions regarding the Insurance sector you are working in. Please provide an answer as per your knowledge. 
Participate: I will try my best, 
Interviewer:  Please tell me how the Insurance sector digitalisation affects customers' behaviour or opinion? 
Participant 1: Digitalisation has a positive impact on the insurance sector customers. Digitalisation brings in accessibility, speed of service and better reliability perception. This allows customers to enjoy better services. It has become possible to submit claims and pay premiums online, and this has greatly decreased the workload in the branches and made life easier. However, I should say that the advantages are unevenly spread. Despite this limitation, digitalisation helped reduce customers' physical requirements in branch offices for managing their insurance contracts. This increases the satisfaction level of the customers significantly. 
Interviewer: Thank you for your response. My second question is, how is digitalisation impacting the operational efficiency of insurance companies? 
[bookmark: _8gozu3b7ou96]Participant 1: Digital technologies have been implemented within the operation process of the insurance business. Due to this reason, it affected the operation efficiency significantly. Digital technologies helped in improving automation, precision, and coordination between different departments. Automation has made us less reliant on paperwork, which previously resulted in common delays and human errors. It allows the insurance sector to function systematically. Workflow is followed, including the issuance of policies, tracking of premiums, and registration of claims. 

Interviewer: What strategies will you recommend for improving the digitalisation further in the insurance sector? 
Participant 1: Digital literacy is one of the major concerns in the insurance sector. Even the most effective systems fail when the employees and the customers do not know how to make use of them. For this reason, focus should be provided on digital literacy through training. Platforms also need to be modified so that they can be reused easily by both customers and employees. This will help move towards better digitalisation. 
[bookmark: _t8k21a603i90]Interview transcript of participant 2
Interviewer: Thank you for joining the interview. In this interview, I will ask you three questions regarding the insurance sector, which you will have to answer considering your personal experience. My first question is: how does Insurance sector digitalisation affect customers' behaviour or opinion?  
Participant 2: Digitalisation helped the insurance sector to move from paper-based systems to digital systems where individuals can access their accounts with the help of their smartphones, laptops or computers that have internet access. Previously, it would take weeks to process claims, but, in most instances, nowadays it has been cut to several days through digital documentation. Automated processes and internal coordination improvement through digitalisation helped to achieve this success. As a result of such service quality improvement, the customer satisfaction level in the insurance sector also increased. However, the progress is not distributed evenly. Due to this reason, customers around the country are not able to enjoy the advances properly.
Interviewer: Thank you for your answer. My second question is, how is digitalisation impacting the operational efficiency of insurance companies? 
Participant 2: Digital technology has a significant impact on the operation process of the banking sector.    After the integration, digitally, the customer information is validated automatically, which has reduced mistakes in data entry as well as discrepancies in the policies. Before the integration, it was believed that such a process could raise legal issues along with ethical concerns. However, the technology helped to bypass such issues, allowing insurance companies to improve their operational efficiency. 
Interviewer: What strategies will you recommend for improving the digitalisation further in the insurance sector?
Participant 2:  The current design of the digital platforms is a major problem in increasing customer attraction towards them. Online platforms are not always user-friendly, and that is particularly true of older customers. This discourages adoption and overdependence on manual customer support. 
[bookmark: _1kvt6m7e7bgt]Interview transcript of participant 3
Interviewer: Thank you for participating in this interview. I will ask you three questions in this interview. Please answer considering your work experience in the insurance sector. First question, please tell me how the Insurance sector digitalisation affects customers' behaviour or opinion? 
Participant 3: In my opinion, the effect of digitalisation on customers is mixed. The satisfaction level mainly depends on the quality of the service they are receiving. For example, in urban centres, the digital services are seamless, whereas in rural territories, the speed of the entire process is slow due to the lack of proper internet connectivity. Due to this reason, in urban areas customers have greater satisfaction, whereas in rural areas,s customers have less satisfaction. This shows the limitations of digital technology.
Interviewer: How is digitalisation impacting the operational efficiency of insurance companies? 
Participant 3: Digital technologies have a considerable impact on the operational efficiency of the insurance sector. One of the major roles of digital technologies is to ensure data integrity. Technologies are able to check information and validate it with logic. For example, in case of wrong data being entered in the first instance, the system will handle the error much quicker, and this may increase its effect. This reduces the overall error probability in the business operation. 
Interviewer: What strategies will you recommend for improving the digitalisation further in the insurance sector?
Participant 3: Even though digital technologies have less penetration in Nepal's insurance sector, people are aware of it and related threats. Data security is one of the major concerns among customers. For example, awareness about hacking and data manipulation in digital platforms is high. This acts as a barrier to technology adoption. Customers will only be confident in digital services when they are convinced that their information is safe. Despite initiatives taken for cybersecurity, the low budget hinders progress. 
[bookmark: _xtdfm0p733m8]Interview transcript of participant 4
Interviewer: Thank you for participating in the interview. Please answer three questions that I will ask, considering your personal experience in the insurance sector. The first question is, how does Insurance sector digitalisation affect customers' behaviour or opinion? 
Participant 4: Digitalisation technology helped to improve customer satisfaction. However, the satisfaction level seems weak compared to expectations. Overall, the digital systems are now more trusted by the customers, though the failure of systems or technical faults can easily ruin the online trust of customers. 
Interviewer: How is digitalisation impacting the operational efficiency of insurance companies? 
Participant 4: Communication quality is essential in the insurance sector while handling differnt types of customers with differnt types of policy contracts. Communication and coordination among differnt teams is important to distribute workload and for reducing errors while processing customers' information. Digital technology introduces a common platform where the claims, underwriting, and customer service teams now operate on the same system, which enhances coordination and accountability. The coordination helps in making quicker decisions. However, it should be mentioned that the level of coordination is not the same around the sector and depends on the digital technology handling ability of the employees. 
Interviewer: What strategies will you recommend for improving digitalisation further in the insurance sector?
Participant 4: The Nepal market itself is limited due to resource constraints. With such barriers, it becomes difficult to develop digital technologies on our own. Due to this reason, we can work with international partners and implement tested systems instead of creating everything on our own. This will help to save time and resurces while ensuring results. However, external dependency can result in higher costs and data sovereignty, which should be considered with care. 
[bookmark: _as0fnh1k7e0d]Interview transcript of participant 5
Interviewer: Thank you for participating in this interview. I will ask you three questions on the insurance sector. Please respond as per your personal observation. The first question is,  how does Insurance sector digitalisation affect customers' behaviour or opinion? 
Participant 5: Digital technologies can satisfy customers. I can say that customers themself are interested in using digital technologies. There are many customerswhot are ready to utilise digital services, and the lack of digital literacy decreases their confidence. Technology infrastructure, however, still needs to be improved. There is a gap in the spread of technology across the nation. This is preventing higher customer satisfaction. 
Interviewer: Thank you for your response. The second question I would like to ask is, how is digitalisation impacting the operational efficiency of insurance companies? 
Participant 5: Digital technology helped improve the overall productivity of the insurance sector operation. Digitalisation has made things more productive, but regular system upgrades and employee training interfere momentarily with operations. As training is organised, it reduces workforce availability. System upgrades also disrupt the regular function of the systems. As a result, othe operational efficiency of the company dropped suddenly for some time.
Interviewer: What strategies will you recommend for improving digitalisation further in the insurance sector?
Participant 5: The process of digitalisation is not a single project; the archaism of the system is eliminated within a short time, making the company less efficient and less trusted by customers. Continued progress is important to ensure that it keeps increasing customer satisfaction and meets market needs. 
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