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Introduction
Over the last 10 years, information systems (IS) have been essential in transforming various 
industries by enabling the insurance industry to enhance operations, make better decisions 
and increase productivity (Stanković, Stanković & Tomić 2022). Information systems consists 
of hardware, processes, software components and people who provide information and the 
capability to digitalise. Digitalisation across industries is transforming company structures, 
products and operations, enabling a shift from traditional to digital business models. It 
would be most appreciated when you have defined what digitalisation entails with variance 
from several authors based on context of where they apply before moving further to state 
what they involve. Digitalisation involves leveraging technology to enhance business 
performance and to streamline operations and processes (Moodley 2019; Phokwane 2022). 
Particularly driving the restructuring of culture, business processes and strategic approaches 
to meet the demands of the organisation, leading to economic growth in the business 
landscape (Horlacher & Hess 2016). 

Digitalisation has led to increased profitability, heightened sales, expanded market share and 
enhanced data integration capabilities. Digital solutions enable collaboration and foster the 

Background: Digitalisation has revolutionised business strategies and processes by 
placing technology at the core, leading to substantial benefits including operational 
efficiency, increased productivity and higher revenue. This study has been influenced 
based on facilitating the acceleration of the digitalisation process and for enhancing the 
role to deliver value through innovative solutions.

Objectives: This research investigates how digitalisation can enhance business operations 
within the South African (SA) insurance industry by using the information technology and 
contingency theory as its foundational framework. 

Method: We have conducted a systematic review search for articles in this study. Therefore, 
a total of 121 articles were included for the study based on the conducted search from 
academic articles sourced from the databases of EBSCO Host, Science Direct and Google 
Scholar using content and descriptive analysis techniques. 

Results: The analysis revealed that, firstly, most studies on this topic focus on digital 
strategies and business models. They often miss the complex connection between 
digitalisation and business processes in the SA insurance industry. Firstly, there has been 
little research on how factors such as the environment, technology and industry impact the 
digitalisation process in SA insurance. Secondly, there is a clear lack of research on 
digitalisation in the insurance sector of developing countries, especially in SA.

Conclusion: The study aims to improve the insurance industry. One benefit is the 
enhancement of operational efficiency within the South African industry because of 
digitisation procedures. Furthermore, the advantages of the digitalisation model would 
enhance operational effectiveness, transforming the insurance industry by introducing 
innovative approaches to process and technical challenges now faced. 

Contribution: The study contributes to the development of a digitalisation model 
specifically for SA and supplement existing research, offering a potential benchmark for 
similar initiatives in other emerging markets.
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development of a digital culture and learning within 
insurance industry, enabling quicker adaptation and 
innovation, improving the overall performance (Căpușneanu 
et al. 2021). Admittedly, digital innovations such as process 
automation and machine learning have enabled insurance 
companies to modernise enterprise business models, 
operational workflows and enhance operational proficiency 
(Van Dyk & Van Belle 2019). The insurance industry has 
adopted digital technologies and automation to boost 
productivity and enhance customer service standards 
(Mapingire, Smuts & Van der Merwe 2022). Generally, 
insurers have begun leveraging on automation to enable 
online applications and claims processing, accelerate 
payment procedures and deploy automated service 
consultants. The adoption has led to decreased turnaround 
times, reduced operation costs and potentially lowered 
premiums (Rutashobya et al. 2021). Improving performance 
is not the sole goal when implementing innovations. 
Today’s  insurance clientele is characterised by proficiency 
with technology, impatience and limited time availability 
(Niraula & Kautish 2019). The industry faces a global 
challenge with the affordability of insurance premiums, 
especially during tough economic times. For example, South 
Africa had an official unemployment rate of 32.1% in the 
fourth quarter of 2023 (StatsSA 2024), causing clients to 
prioritise essential expenses over insurance. The affordability 
factor, along with evolving customer expectations, is making 
it increasingly important for the South Africa (SA) insurance 
industry to embrace digitalisation.

Admittedly efforts to accelerate digitalisation in the 
insurance industry are made in South Africa for different 
companies and its subsidiaries. Aslam and Shah (2020), 
Bvuma and Marnewick (2020), Visagie and Turok (2021) 
and Severino (2023) indicate the adoption of technologies, 
particularly in developing nations such as SA, has 
been relatively slow in its adoption. On the other hand, 
it  is clear that leading nations such as Japan, Canada, 
China, Great Britain and the United States have high 
adoption rates. This is reflected in the number of 
publications, with digitalisation driving both industry 
and social infrastructures forward (Didenko & Sidelnyk 
2021). According to Sibanda (2019), prominent industries 
such as high tech, finance and telecommunications are 
investing in the digital drive. This increasing adoption of 
digitalisation highlights a growing belief in digital 
technologies such as Internet of Things (IoT), artificial 
intelligence (AI), machine learning, cognitive computing, 
blockchain and process automation, in providing added 
value to service delivery in insurance company. Within 
the insurance industry, tools are recognised for efficacy 
in enhancing insurance functions, as observed by KPMG 
(2024). A significant portion remains unexplored, 
showing that a lot of work still needs to be done.

Therefore, this study reviews comprehensive analyses of 
academic literature on digitalisation within the insurance 
industry, evaluating the current level of digitalisation within 

the industry. The objective of the study is to understand the 
digitalisation model and supporting digital technologies can 
be implemented across various contexts within the insurance 
industry in South Africa. The study also demonstrates how 
innovations are crucial in generating value within this 
industry. While addressing the research, the study aims to 
develop a model that will help in the digitalisation and 
improvements of service operations. The question comes to 
mind in this regard is ‘What model could be most appropriate 
and used to digitalise and improve service operations in 
insurance company in the context of South Africa?’

Digitalisation and operational efficiency for 
insurance industry 
The main drivers of digitalisation are improving existing 
models, leveraging modern information technologies and 
aiming to increase revenue and value (Bhardwaj 2021). In 
other words, digitalisation involves the transformation 
and reconfiguration of activities processes and products, 
leading to changed processes or products and models 
(Modiba & Kekwaletswe 2020). This view aligns with the 
notion of digitalisation serving as ‘Fourth Industrial 
Revolution’ primary driver, mainly facilitated by 
digitalisation (Nwaiwu 2018). Digitalisation has changed 
existing structures and fundamentally redefined the 
notion of customer engagement and transformed 
interpersonal interactions (Behar 2016).

Digitalisation converts the existing services or products 
into automated digital formats, thereby offering 
competitive advantage (Henriette, Feki & Boughzala 
2016) and increased market share (Busschau 2021). It has 
been identified as a pivotal force reshaping both business 
and societal processes immediately. Achieving this goal 
requires implementing changes in processes. In essence, 
while modern technologies are crucial in driving 
transformation but are not solely responsible for business 
evolution (Tihinen et al. 2016). In the realm of insurance, 
effective digitalisation holds the potential to drive 
significant enhancements in business operations and 
bring about substantial changes (Mhlungu, Chen & 
Alkema 2019). Nevertheless, the value derived from 
technology for a business does not come solely from its 
adoption; rather, it comes from the redefined approaches 
to conducting business made possible by technology 
(Wiesböck & Hess 2020).

Benefits of digital technologies 
In the insurance industry, it has been demonstrated that 
employing Big Data analytics (BDA) techniques can 
significantly enhance the ability to detect fraud, risk 
assessment, operational efficiency and customer experiences. 
The BDA is used to analyse and collect and both 
unstructured and structured data from diverse sources, 
thereby facilitating precise evaluation and services 
(Berthelé 2018). Machine learning applications in insurance 
enable insurers to review large amounts of data in ‘real-
time’, identifying correlations and patterns traditional risk 
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assessment methods might overlook. This capability 
translates to quicker and more accurate assessment and 
management (Rawat et  al. 2021). The insurance industry 
encounters several prominent challenges, including fraud, 
slow claims processing and payments, and concerns 
regarding data security. However, through the ongoing 
evolution of digitalisation, the industry can make 
substantial strides in addressing processing and safety-
related issues while adding considerable value. For 
example, IoT technologies provide a robust communication 
framework has bolstered the operational safety. 
Additionally, adoption of blockchain yielded positive 
effects within insurance Deloitte Tech Trends (2019). 
Furthermore, cybersecurity has empowered the insurance 
to fulfil customer demands by ensuring technological 
controls safeguarding the information (Mbatha 2020).

Moyo, Watyoka and Chari (2022) indicate that the 
current  perception is digital technologies are extremely 
costly and complex, but adopting digital technologies 
in the insurance could decrease operating costs and increase 
profits. In the insurance industry, the impact of digitalisation 
is evident across all activities in the value chain. The most 
notable changes include enhanced interactions between 
insurers and stakeholders, particularly prospective and 
current policyholders, improved business process efficiency 
and a broader array of advanced insurance products 
(Stanković et al. 2022). Technology advancements in within 
the insurance industry could potentially result in job cuts, 
raising concerns about job security and whether individuals’ 
well-being will be prioritised (Nkomo & Kalisz 2023), yet 
automation and intelligent technologies offer added value 
by reducing errors, enhancing work quality and boosting 
productivity (Căpușneanu et  al. 2021). Moreover, digital 
solutions not only provide benefits to businesses but also to 
clients and society. 

The role of management in the insurance 
industry 
Holten and Brenner (2015) indicated that sufficient evidence 
for the significant role played by the organisational 
leadership style and communication strategies exists, as 
well as culture and employee involvement in either 
facilitating or hindering digitalisation efforts (Ismail, 
Khater & Zaki 2017). Exclusion of operational staff from the 
adoption process and insufficient communication frequently 
emerge as significant barriers. Artemenko (2020) advocates 
for adaptable leadership styles from management, while 
Holten and Brenner (2015) further emphasise that optimal 
benefits from digital technology utilisation are achieved 
when leadership instils trust, fosters innovation, promotes 
transparency and prioritises employee needs to enhance 
operational efficiency. Successful digitalisation demands 
management commitment to communicating the potential 
advantages of digital technologies.

For instance, Rafferty, Jimmieson and Armenakis (2013) 
highlighted that there is a critical need for management 

to evaluate and prepare employees for embracing 
digitalisation while also providing necessary support 
during the transition. In addition, it is essential for 
companies to invest in the education and training (Kiel 
et  al. 2017) of the workforce, particularly those directly 
involved with the technology, to facilitate a smoother 
transition process, as highlighted. Barthel and Hess 
(2019) suggest that by increased collaboration among 
stakeholders, enhancing employee participation and 
engagement and gaining management support while 
cultivating a culture of acceptance, successful transition 
to digitalisation can be achieved.

Impact on clients and markets 
Niraula and Kautish (2019) discovered the present-day 
insurance clientele demonstrates proficiency with 
technology, a sense of urgency and limited time availability. 
Therefore, digital empowerment influences customer 
behaviour. To embrace modern technologies effectively, it 
becomes important for companies within the insurance 
industry to provide efficient online services, encompassing 
swift payment and claims processing, accessible online 
services and potentially reduced premiums. Therefore, the 
industry needs to assess and address customers’ needs 
and expectations. While developing strategies focused 
on  tackling end-users’ concerns, effective customer 
interaction, including pricing, privacy, cybersecurity, 
privacy control and data security, is recommended (Bokolo 
2023).

Wiesböck et  al. (2017) found that in emerging 
markets,  there is a tendency to selectively digitise 
certain  activities of the value chain, primarily because 
of  financial limitations and the expected complexities 
involved. Insurers encounter various challenges when 
implementing Institutional Theory (IT) solutions, such as 
insufficient investment in hardware and software, 
unsatisfactory legal structures, limited adaptability of 
policies and regulations to innovative technologies and 
cybersecurity concerns (Stanković et  al. 2022). The 
hurdles have a lesser impact on developed economies, 
largely owing to more established models.

Barriers to digitalisation 
Several barriers and challenges will be encountered in 
the drive for digitalisation (Vial 2019), including 
organisational culture, strategy and adoption acceptance, 
among others. Figure 1 highlights the potential obstacles 
faced during different phases of the digitalisation 
process, providing the research with a more practical 
understanding of barriers.

Digitalisation trends 
Blockchain technology has firmly entered the adoption 
phase and moved from being overly hyped and criticised. 
Global expenditure on this technology is projected to reach 
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$11.7 billion in 2022, with 41% of technology company 
leaders anticipating the adoption the technology to rise 
over  the next 3 years within insurance industry (KMPG 
2024). Artificial intelligence-driven fraud detection systems 
are emerging as critical components in ensuring the safety 
and integrity of the insurance industry. The systems detect 
patterns and irregularities signal fraudulent behaviour, 
enabling insurance industry to protect assets and minimise 
risk (Dhieb et  al. 2020). Artificial intelligence for fraud 
detection and security is a topic requiring more extensive 
research for a number of reasons such as coping with the 
ever-changing fraud threats, creating advanced mitigation 
tools, integration with other technologies, cost efficiency, 
advancements in technology and regulatory compliance 
(Ryman-Tubb, Krause & Garn 2018).

Numerous industries, including finance, IS, human 
resources, sales and marketing, are experiencing a 
reduction of processes because of generative AI 
applications (Chui, Roberts & Yee 2022). For example, 
chatbots can complete customer service tasks, assist 
marketing in producing concepts or ideas and handle 
accounting and human resource duties (Siau & Wang 
2020). Generative AI not only offers numerous benefits but 
also carries potential dangers. It can result in biased 
human automation because of the habitual acceptance of 
its recommendations and can produce inappropriate or 
harmful content (Ntoutsi et al. 2020) and affect problem-
solving skills, creativity and critical thinking (Iskender 
2023). Generative AI models, like those ChatGPT, are listed 
as the most innovative technological advancements 
(Dwivedi et  al. 2023). Artificial intelligence models are 
considered the next milestone in achieving artificial 
general intelligence (Luo et al. 2023).

Summary of theoretical framework 
This study intends to offer theoretical insights into 
digitalisation, which can be derived from theories on 
innovation, business management and IS. The use of IT 
has  been used to examine how regulatory frameworks 
and  institutions influence organisational behaviour. In 
the  insurance industry, digitalisation is affected by 
digital  transactions, cybersecurity and regulatory policies 
concerning data privacy. Therefore, IT allows insurers 
to  navigate this complex regulatory landscape to ensure 
compliance while advancing digital innovation. As a result, it 
brings balance between priorities, which are crucial  for 
establishing a secure and trustworthy digital insurance 
environment. This theory is an important area of  study in 
sociology and organisational studies. Contingency theory is 
focusing on how insurance industry can adapt to institutional 
pressures as stated by  Stechemesser, Endrikat, Grasshoff and 
Guenther (2015). Meyer (1970, 1980) expanded on this by 
exploring how institutions shape organisational behaviour, 
while Scott (1995) further developed the theory by categorising 
insurance industry into regulatory, cognitive and normative 
types to analyse how institutional pressures influence quest 
for legitimacy and support. Overall, IT offers valuable insights 
into how regulatory impacts of digitalisation and compliance 
affect both industry-wide and organisational-level dynamics. 
Behavioural issues in the insurance industry were measured 
according to Selznick institutional analysis whereby legal 
environment and many other institutions such as the insurance 
require a wider transformation. This will result into managing 
the organisational behaviour and its adaptation as an output.

Research methods and design
The study has applied the systematic literature review as 
the methodology. According to Drahota and Dewey 

Source: Republished from Gupta, S., 2018, ‘Degree project in industrial management, second cycle, 15 credits Stockholm, Sweden’, Indek trita-itm-ex 2018:359 KTH, Master of Science Thesis, 
Industrial Engineering and Management Industrial Management.
IT, information technology; HR, human resource.

FIGURE 1: Challenges and barriers related to organisational change because of digitalisation.

Initiation stage Transition stage Governance stage

Time

• Transformation not aligned with company’s 
existing culture

• Lack of empowering and supportive leaders
• Bad succession decisions at management level
• Stricter deadlines causing resistance and stress
• Employees not rewarded enough
• Learning and development not in-built
• HR fails to adopt a supportive role in the entire 

transformation journey

• Middle management lack right expertise; play 
role of change agents 

• Lack of leadership capability to communicate, 
lead and govern 

• Lack of sponsorship and support from top 
management 

• Middle management lack effective
communication skills 

• Change agents unable to understand employee 
perspective; unable to motivate employees 

• Lack of organisational ambidexterity; silo 
organisations 

• Waterfall ways of working 
• Big gaps exist between employees and managers 
• Business and IT mis-aligned 
• Non-collaborative environment 
• Big gaps between management and employees 
• HR fails to help build new skills 
• Homogenous project teams 

• Lack of top level impetus
• Lack of digital leadership and oversight
• Change message not clearly communicated
• Lack of articulated and purpose driven vision
• Not identifying the key people and the change 

agents early in the process
• Not understanding employee mindsets and 

attitudes
• Unable to diagnose underlying culture
• Failing to realise the underlying values, beliefs

and assumptions
• Strong learning culture missing
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(2008), systematic literature review helps researchers to 
identify select and critically appraise research material to 
answer the research questions. Systematic literature 
review uses secondary data and Johnston (2014) suggests 
secondary data are still empirical and can be used for 
main data collection. 

Selection of primary studies 
The relevant primary studies for this research were selected 
based on keywords, titles and abstracts from the databases. 
The researcher examined the specified keywords, titles and 
abstracts based on each platform (Ruparel et al. 2023). The 
researcher indicated keywords were preferred for efficient 
and precise searching. This review used a structured 
methodology to compile research on digital technologies in 
insurance, focusing on the SA landscape. It analysed the 
impact of digital technology on the value chain of this 
industry, covering the period from January 2010 to April 
2023. Following this, the subsequent section will outline the 
sources of information, search terms, as well as the exclusion 
and inclusion criteria.

The selected publications were distributed from 2010 to 
2023, illustrating quantity of publications focused on 
digitalisation in the insurance industry (e.g. motor, 
business, house, etc.), and other insurance receiving 
increased focus over the years. It has been observed that 
the amount publications has fluctuated throughout the 
years, with a clear upward curve in the last 9 years. Of the 
121 articles published over 13 years (including both local 
and international sources), 65 articles (54%) were published 
between 2016 and 2023. This trend reflects the accelerated 
pace of digitisation within the insurance industry.

Database and search items 
Articles and journals sourced from established databases 
such as Science Direct, EBSCO Host and Google Scholar 
were accessed for this review. The databases offer a 
surplus of academic material, which is accessible to the 
academic community at large (Soykan & Uzunboylu 
2015). Consequently, this review used a combination of 
databases to identify relevant publications, using 
predetermined search terms across titles, keywords and 
abstracts. It examines the present state of digitalisation in 
insurance; thus, keywords such as digital technology, 
digitisation, operational efficiencies and insurance were 
initially applied to filter relevant references. Upon 
identifying articles, both key terms and content were 
scrutinised to uncover additional related keywords and 
terms present in the literature. 

The search query employed for articles within the 
databases included combinations such as ‘insurance 
AND digital* OR technology* OR digitisation * OR 
“information system” AND business OR operational’ 
whether the search term appeared in the title or 
efficiencies. As an example, the advanced search feature 

of Google Scholar, offered various search options. 
The  options included the ability to search for articles 
using combinations such as all words, exact phrases, at 
least one word from a given set, or excluding specific 
words, with the flexibility to specify anywhere within the 
article. In addition, the standard search by author feature 
was utilised during the search process.

Article inclusion and exclusion criteria 
Careful consideration was given to date ranges during the 
process of filtering articles to ensure less outdated content 
was considered. However, this was not the only criterion 
utilised. The inclusion and exclusion criteria are discussed 
next. The database filtering and searching was restricted 
in this manner: (1) articles and reviews; (2) articles within 
the business areas of business, management, insurance, 
IS; and (3) other articles published. The exclusion criteria 
applied was the following: Journals categorised as low 
relevance articles failing to emphasise digitalisation in the 
insurance industry were deemed as not suitable.

Results
Using the selected search terms and inclusion criteria, 35 200 
articles peer reviewed were identified for the international 
insurance industry, and 19 200 peer-reviewed articles were 
retrieved for SA insurance. A series of filtering steps were 
then undertaken to ensure alignment with the research 
objectives. Initially, publications were sorted based on 
relevance and citation metrics, leading to the exclusion of 
lower-ranked journals. Furthermore, publications not 
relevant to the research were eliminated after a thorough 
review of titles and abstracts. The publications were reviewed 
to further refine the selection, removing research not meeting 
the criteria. In the final stages, 121 articles were retained for 
analysis (Figure 2).

The study’s findings suggest focus on emerging technologies 
such as AI and blockchain has increased. Despite widespread 
examination of digitalisation in the financial services and 
other service industries, a scarcity remains of studies focused 
on its impact within the insurance industry of developing 
nations, particularly SA. In addition, the existing literature 
predominantly investigates digital strategies and business 
models, overlooking the intricate relationship between 
digitalisation and business processes, as well as how 
technological, environmental and organisational factors 
shape the digitalisation journey of the insurance industry. It 
primarily concentrates on early adopters such as the 
manufacturing and retail industries, which are also 
experiencing disruption and adopting digital innovations. 
According to Mapingire et  al. (2022), all industries shift 
towards a service-oriented perspective during digitalisation. 
However, classification methods can be discussed when 
analysing various sources exists. The collective viewpoint 
across the research articles referenced herein suggests a 
pressing need for further exploration and advancement on 
digitalisation.
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Figure 2 illustrates the selected search terms and inclusion 
criteria. Initially, 35 200 peer-reviewed articles were identified 
for the international insurance industry, while 19 200 peer-
reviewed articles were retrieved for the SA insurance 
industry. A series of filtering steps were then implemented to 
align with the research objectives. Publications were first 
sorted based on relevance and citation metrics, resulting in 
the exclusion of lower-ranked journals. Furthermore, 
publications not relevant to the research were eliminated 
after a thorough review of titles and abstracts. The 
publications were reviewed to further refine the selection, 
and research not meeting the criteria was removed. In the 
final stages, 121 articles were retained for analysis.

Table 1 presents the categorisation of publishing journals. 
The study found that 121 articles were analysed, IS led with 
the highest count of 37 publications, followed by the 
International Conference on System Sciences (25) and lastly 
Computer Science (17). Surprisingly, only one article out of 
the 121 was published in the field of Management and five 
in Business. Although these articles are significant, they do 
not discuss the importance of digitalisation within specific 
journals focused on insurance. Considering digitalisation’s 
impact on the business chain, it is advisable for relevant 
journals to encourage more robust findings and guidelines, 
which facilitate digitalisation in insurance. 

Discussion
Numerous research areas requiring further insight and 
investigation exist. Granted research is ongoing and 
findings are developed, but more research and thorough 
knowledge is required on system integration and risk 

management, cyber securities, the effects of regulatory 
changes on digitalisation and factors affecting the adoption. 
Furthermore, the external and internal factors influence 
digitalisation, such as the impact of insufficient management 
support and poor communication (Ismail et  al. 2017), and 
the perceptions digitalisation is overly complex and costly 
(Pauch & Bera 2022) require in-depth analysis. The process 
of filling in gaps is critical to understanding digitalisation 
and how it affects theory and practice.

The study will examine digitalisation’s long-term impact on 
the competitiveness and performance of insurance firms, 
identify best practices and lessons learned, compare 
digitalisation strategies and outcomes across different 
markets and regulatory environments and explore new 
business models enabled by digitalisation. The benefits of 
digitalisation were explored through the presentation of 
inclusive summary of the literature in this study to assist 
the  industry professionals, and studies in identifying the 
technologies have generated the greatest benefits in the 

FIGURE 2: Flow diagram of the article search and selection process.

Data identified through Google Scholar database searches
(TITLE-ABS-KEY (insurance Or finance) AND TITLE-ABS-KEY (digital* OR technology* Or information system* Or digitization* Or south Africa*))
AND TITLE-ABS-KEY (business OR operational efficiency)) 
PUBYEAR AFT 2008 LANGUAGE(English)DOCTYPE(ar Or re)SRCTYPE(j)SUBIAREA(BUSI OR COMP OR ORG OR ECON) 
(Search term *insurance*OR*finance* AND*digital*OR*digitalization*OR*digitalisation*OR*digitalising*OR*digitalizing*OR*digital technologies **OR*
technological* OR*information systems*AND*business*OR*innovation*) 
(Publication year range: From 2009 to 2023) 
(Document type: Articles and Review) 
(Subject Area: Business-Computer science-economics) 
(Language of data: English) (n = 54 400)

Id
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Data screened by ranking on
google scholar (n = 800)

Data excluded
(sort by relevance) (n = 400)

Primary inclusion
and exclusion criteria

Data screened by title and
abstract (n = 400)

Full text paper included in
analysis (n = 100)

Data excluded (Irrelevant to the
research objective) (n = 100)

Secondary inclusion and
exclusion criteria

Full text papers excluded (Irrelevant
to the research objective) (n = 179)

Full text papers evaluated
(n = 300)

TABLE 1: Number of selected publications.
Journal Number of publications

Economics 3
International Conference on System Sciences 25
Computer Science 17
Business 5
Management 2
Information Systems 37
Small Business and Entrepreneurship 1
International Conference on System Sciences 7
International Journal of Research in Business and Social Science 8
Journal of Industrial Policy and Technology Management 10
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insurance industry. Furthermore, this analysis empowers 
practitioners with an understanding to deal with the impact 
of digitalisation in insurance. This study provides a 
consolidated overview and synthesis of the publications 
used in this literature review, highlighting key findings, 
methodologies, theories, trends and literature gaps. The 
process of synthesis involves selecting various assigned 
readings or sources from databases, organising and 
integrating facts to generating an original narrative (Baviskar 
et al. 2021).

In the past, research on the topic of digitalisation has been 
periodic, but because of the accelerated wave of industry 
transformation, a clear rise in the number of digitalisation 
journals and research material has been realised, reflecting 
a growing interest among researchers over the past decade. 
Stanković et al. (2021) stated that colleagues have reported 
a similar trend although with some differences concerning 
case study research. The reliance on empirical approaches 
suggested a lack of theoretical frameworks in the field 
might not validate the study. However, we support for the 
use of case studies and qualitative exploratory research 
methods in investigating digitalisation, considering it as 
an emerging and complex topic. Several researchers, such 
as Van Dyk and Van Belle (2019); Horlacher and Hess 
(2016), have expressed a preference for the case study 
approach, while others have favoured more exploratory 
methods. Nevertheless, it remains to be seen how academic 
findings on digitalisation will be applied in the future by 
practitioners in real-world scenarios.

The study has addressed the objectives for key digital 
technologies, which are used in the South African 
industry to enhance its operational processes. It has 
found that the insurance industry is divided into the 
following categories: life, health and non-life. Therefore, 
life insurance has the highest concentration (54%) of the 
articles. Non-life insurance has the smallest (4.0%) (four 
articles). Typically, a blend of technologies enhances the 
value chain within the insurance industry. Furthermore, 
although concepts such as IoT, BDA, Chatbots and 
robotics sometimes overlap, each study primarily focused 
on a specific aspect during coding. Notably, many 
publications detail more than one technology in analyses. 
Most publications tended to group interconnected 
technologies, which emerge as a repeated themes in 
discussions. The technologies gaining the most attention 
was AI, blockchain and robotics, as indicated by the 
rankings. It is noteworthy that virtual reality and social 
media received comparatively little attention. The IoT 
technology, BDA and AI have caught attention of 
researchers, with blockchain technologies arising at an 
unprecedented pace (KPMG 2024). Although benefits 
and minimal costs of using social networking exists, 
collaboration technologies and on-demand marketplace 
platforms, the research focus has been limited. 

The research’s focus in the reviewed articles in recent 
years emphasises the distribution of technologies. Studies 
concerning machine learning, AI, BDA and IoT showed 
significant growth since 2018 (Thayyib et al. 2023). The 
findings of this study indicate that technologies addressed 
key digital technologies used by the SA insurance industry 
to enhance operational processes. This research’s findings 
discovered that blockchain and IoT only garnered attention 
from researchers recently, particularly since 2019. As 
stated in KPMG’s 2019 Technology Industry Innovation 
Survey, ‘The IoT was identified as the primary driver of 
digitalisation over the next few years’.

Purpose of digitalisation 
To understand the potential impending shifts for the 
insurance industry with the integration of digital 
technologies, a classification system was created. This 
system is created on the operational transformation 
advantages produces. This purpose for digitalisation 
addressed the need to enhance business operations and 
increase productivity in the SA insurance industry. Among 
the clusters, the reduction of operational costs emerges as 
the most significant digital transformation advantage 
discussed. Of the 121 reviewed studies, the reduction of 
operational costs was the primary contributor for 
digitalisation and business enhancements and data 
security stand as the second and third most frequently. 
The reduction of capital expenses is the least addressed 
among the operational benefitted, respectively.

The rankings of the benefits associated with each digital 
technology are as follows: increasing production and 
profitability, reducing operational costs, improving business 
efficiencies, new business insights from incremental data, 
business process automation and increasing the market share. 
Enhanced business efficiency emerges as the predominant 
benefit across almost all digital technologies. In addition, 
increased profitability ranks as the second most significant 
benefit for technologies such as robotics, virtual reality, on-
demand market platforms, cloud computing, blockchain and 
IoT, while cost reduction is ranked third. Lastly, beyond mere 
savings, advantages such as increased market share and 
automated business processes assume pivotal roles.

The insurance industry value chain includes primary and 
supporting activities, which encompass a series of actions 
aimed at delivering products or services. The primary 
activities include the following: claims assessment, customer 
service, underwriting, marketing, contract administration, 
sales and product development. The objective of this study 
is to influence digitalisation for operational efficiency in the 
SA insurance industry. On the other hand, the supporting 
value chain comprises the following: public relations, legal, 
human resources, IT and management. Further analysis was 
conducted for each activity to determine the segment of the 
value chain that received the highest attention. The 
researchers classified the insurance industry value chain 
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into three categories: (1) Application: This involves gathering 
basic information such as biographical details and health-
related inquiries. (2) Underwriting: This stage involves 
assessing applications, conducting further inquiries, 
finalising appointments and evaluating outcomes. (3) Terms 
Offered: This is where decisions regarding applications are 
made, and the claims process may be addressed later in the 
process. Within the insurance industry value chain, the 
underwriting process emerges as the main process for 
potential digital technology applications.

Notably, a shortage of literature exploring technologies 
application exists. This gap in research highlights the 
ongoing justification for further research on digitalisation 
across various processes within the insurance industry. 
Within the insurance industry, IoT, BDA and AI stand out as 
the most extensively debated topics, with impacts covering 
all components of the insurance value chain. An increase in 
social media articles published comes as no surprise, given 
the significant role social media plays, particularly in the 
application stage. However, it is worth noting that there are 
other digital technologies whose potential contributions 
have not received thorough investigation. For example, 
while numerous studies have explored robotic technologies, 
virtual reality and the benefits of blockchain (KPMG 2024), 
the extent of contributions to the insurance industry remains 
relatively limited but is progressively gaining attention. 
A  significant rise in research examining digitalisation’s 
effects on insurance has been observed.

Implications of the study
This research has ramifications for both theoretical and 
practical applications. This research contributes to the 
existing body of knowledge by elucidating the influence of 
institutions, such as the insurance industry, which relies on 
social structures characterised by a significant degree of 
resilience. In this study we have conducted the systematic 
literature review from the different database such as Scopus, 
Science Direct and Google Scholar. This waws to bring about 
an opportunity to discover the gap in the body of knowledge 
regarding the digitalisation model for operational efficiency 
of operations in the insurance industry in using technologies.

Firstly, further research can aid in fully understanding 
how insurance companies can integrate digital technologies 
with current legacy systems. Secondly, cybersecurity and 
data privacy concerns raised by the rise in cybercrimes 
and variations, as well as reliance on digital platforms. 
Therefore, it will take more investigation to find practical 
approaches to controlling risks. Thirdly, more research is 
necessary to determine how regulatory changes have 
affected digital innovation in the insurance industry. 
Fourthly, it is important that future research should focus 
on how consumer trust in insurance services is impacted 
by digitalisation. Fifthly, further research is needed on 
digitalisation and the adoption factors of specific digital 
technologies, such as blockchain and AI, across different 
divisions of the insurance industry. 

Future research for recommended areas
The insurance industry serves as a crucial safety net by 
providing financial protection against potential risks and 
losses, shielding individuals and businesses from unforeseen 
circumstances. While digital technologies offer immense 
potential for the insurance industry, its adoption of digitalisation 
has been comparatively slower than of other industries such as 
manufacturing and retail. Our analysis encompassed studies 
examining the application of digitalisation and its impact in 
insurance. As a result, the study will focus on the theoretical 
frameworks and the implementation of the digitalisation in the 
insurance industry. This will be performed through leveraging 
digital technologies that can enhance production, profitability 
and operational efficiency within the insurance chain. 

Conclusion 
It has emerged in this study that the synthesis of the is 
increasing the use of online platforms, such as surveys and 
interviews, as possible research tools. However, this rise could 
be attributed to changes in search strategies and the 
interpretation of terms rather than a genuine increase in usage. 
Firstly, only 54% of the articles concentrated on the life 
insurance industry excluding health insurance, with minimal 
representation from non-life insurance, this displays a further 
need for literature. Secondly, reduction of operational expenses 
was the primary objective discussed regarding digitalisation.

Through the analysis of highly regarded articles, valuable 
insights were obtained regarding the use of digitalisation within 
insurance, particularly focusing on SA. This analysis delved 
into trends and patterns in the adoption resulting in a thorough 
understanding of the digitalisation of the current state. This 
study highlights the transformation journey within the industry. 
In addition, this article outlines six key research areas 
stakeholders, researchers, industries and policymakers should 
prioritise in the future. The areas are crucial for facilitating the 
acceleration of the digitalisation process and enhancing its role 
to deliver value through innovative solutions. 

Acknowledging that all investigations inherently possess 
methodological limitations, it is important to recognise 
potential weaknesses within the literature review. Firstly, to 
ensure the inclusion of only highly regarded journals, a 
filtering process was implemented. However, this approach 
may have led to the inadvertent exclusion of pertinent, high-
quality articles published in other journals. Furthermore, it is 
acknowledged that significant contributions to the insurance 
industry that often originates from blogs, seminars and 
publications are ‘practitioner-focused’ rather than solely 
from literature, which was the primary focus of this survey. 
The alternative sources are widely esteemed within respective 
professional communities for offering fresh perspectives and 
innovative ideas. Therefore, it would be beneficial to also 
explore emerging trends within publications. Secondly, 
although thorough scrutiny was applied to the contents of 
articles, abstracts and titles to align with the  research 
objectives, the selection process was inherently subjective. 
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Despite efforts to mitigate this subjectivity through cross-
referencing, some relevant articles may still have been 
inadvertently excluded. Future researchers are encouraged 
to develop alternative search terms to enhance the range of 
studies identified on the topic. It is also acknowledged that 
unconscious biases may have influenced the chosen search 
terms, potentially impacting the findings. Consequently, this 
systematic review serves as a foundational reference for 
further exploration within the respective research area.
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