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ABSTRACT

This paper studies the importance of technology in promoting efficient and effective service
delivery on policyholders in the Nigerian Insurance Industry. One of the major findings of
this research is that technological usage has not been fully applied in the management
system of insurance services to policyholders. After analysing the responses of structured
questionnaires of one hundred and twenty (120) respondents from three (3) different
insurance companies, it revealed the profitability of technology on the policyholders. One
of the greatest challenges for insurance business is the actual service delivery to its clients
and this calls for the establishment of cyber security which will help in protecting the
Policyholders data stored in the cloud. Data stored in the cloud will enable the insurance
industries to properly manage the data of its policyholders and prevent loss of data as a
result of damage to the computer local storage, external storage device or physical damage
to the computer. It will also enable the policyholders to take full access of a private
platform design by the insurance industry to enable selection of different insurance policies
with automated adequate information provided by an Al (Artificial Intelligence) on each
policy that will provide full guide to policyholders on renewal or initiating a policy.

Keywords: Technology, Policyholder, Technological Application, Insurance Industry and
Nigeria

1.0 INTRODUCTION

1.1 Background of the Study

Technology refers to the use of scientific knowledge to produce tools that assist
human beings in their efforts to overcome devastating hazards and impediments to comfort.
In this regard, technology refers to the things like the computer, telephone, smart phone,
television and radio used to communicate and create, disseminate, store and manage
information for a good service delivery. The effects of technology on service delivery vary
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depending on how service provider and technology payoffs are measured and analysed.
Introduction of technology in the insurance sector will improve every aspect of the
industry. Technology plays a major role in data management process in insurance
companies by providing flawless services to policyholders from underwriting policies,
creating cloud base forms to collect various types of data from policyholders and automated
renewal of policy with the help of an artificial intelligence (Al) as stated by Chan (2000)
and Kohli & Devaraj (2003). Application of technologies in the insurance industry will
help to immediately respond to the claims of the policyholders and also cut down the annual
expenditure of the organisations (Hitt & Hitt, 2006, Stoneman & Kwon, 2006).

1.2 Statement of the Problem

Several studies have been done both globally and locally on technological
application towards effective service delivery in insurance industry. However, their
findings have been inconsistent. Some researchers observed a positive and significant
impact of technology use on business performance, others reported an insignificant
relationship between technological applications and business performance. Globally,
Srinivasan, Lilien and Rangaswamy (2002) conducted a study on influences of technology
application and came up with two factors: technological-sensing capability and
technological-response capability. Mwangi (2007) argued that technological application in
insurance industry is influenced by competition and integration. However, similar studies
in insurance sectors have been parsimonious leaving a wide knowledge gap that our study
seeks to fill in. This study seeks answers to the question, how does technological
application influence the services of Policyholders in Nigeria insurance industry.

1.3 Aim and Objectives of the Study
The main aim of this study is to evaluate the impact of technological applications
on Policyholders in Nigeria Insurance Industry. The specific objectives are:

i.  To examine if there is an improvement in technological application usage in Nigeria
insurance industry since it has been computerised.

ii. To investigate those areas in which technological applications of insurance have
failed in its objectives on policyholders.

iii. To examine some presuppositions that has existed in displacement of job by
technological application.

iv. To investigate those areas in which technological applications of insurance have
improved customer satisfaction.

v. To investigate those areas in which technological applications of insurance have
increased the demand of policyholders.

1.4 Research Questions
This study provides answers to the following questions in order to achieve the set
objectives:

192



https://www.journals.unijos.edu.ng/ijirms

International Journal of Insurance, Risk and Management Sciences Vol.1, Issue 1, July, 2023

i. To what extent has technological application on Policyholders improved the
insurance industry?

ii. To what extent has technological applications failed to achieve its objectives on
Policyholders?

iii. To what extent have technological applications of insurance on policyholders
displaced staff from their job?

iv. To what extent have technological applications of insurance improved customer
satisfaction?

v. To what extent have technological applications of insurance increased the demand
of policyholders?

2.0 STATEMENT OF HYPOTHESES
Three hypotheses were formulated for testing from the objectives of the study
and research questions and are stated as follows:

Hypothesis One

Hy: Technological applications of insurance on Policyholders have not improved the
insurance industry.

H;: Technological applications of insurance on policyholders have improved the insurance
industry.

Hypothesis Two
H,: Technological applications have failed to achieve its objectives on policyholders.
H;: Technological applications have not failed to achieve its objectives on policyholders.

Hypothesis Three

H,: Technological applications of insurance on policyholders will displace staff from their
jobs?

H;: Technological applicationsof insurance on policyholders will not displace staff from
their jobs?

Hypothesis Four

H,: Technological applications of insurance on policyholders will improve customer
satisfaction?

H;: Technological applications of insurance on policyholders will not improve customer
satisfaction?

Hypothesis Five

H,: Technological applications of insurance on policyholders will increase the demand of
policyholders?

H,: Technological applications of insurance on policyholders will not increase the demand
of policyholders?
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2.1 Significance of the Study

This study would help realise the Government’s cause of increasing access to
insurance products to the poor and encourage insurance penetration through low-cost
products that are appropriate to the needs of low-income consumers. The findings of this
paper if implemented will contribute to the increase in the nation’s Gross Domestic Product
(GDP). Application of the recommendations would help grow insurance businesses and
will particularly benefit from best practices in other countries that will be elucidated in this
study. The study may inspire prospective researchers to explore more theories and literature
on how technological application has influenced the services of policyholders towards the
growth and performances of insurance industry in Nigeria. As such, the study forms a basis
for future research.

3.0 REVIEW OF RELATED LITERATURE

3.1 Conceptual Review
In this section, this study looked at the relationship between technology,
policyholder and online insurance.

Technology

Technology is the application of scientific knowledge to introduce equipment such
as the computer, telephone, smart phone, television, radio, etc. that help human beings in
their efforts to overcome devastating risks and impediments to comfort. Technology is
regarded as an enabler of innovation in insurance business (Koellinger, 2014).
Technological application helps in transforming organisations for strategic modern
alignments in service delivery to its customers (Graham, 2007).

Policyholders

A policyholder (insured) is a person who owns an insurance policy. An insurance
policy is a core legal contract existing between the insurance company (insurer) and the
policyholder (insured/client) who purchases, pays for and agrees to the terms and
protections outlined in the policy documents. Technological application allows
Policyholders to recover and rebuild their data base for effective services from their insurer
after a catastrophe (Lawrence and Lorsch 2007).

Online Insurance

Online insurance refers to the buying and selling of insurance policies online.
Insurance is subject to the principle of utmost good faith which makes it convenient for
people to conduct the business online, as both parties have absolute duties to disclose all
material facts otherwise any contract concluded is void. All services and activities of
insurance are carried out online (Stroeken& Jan, 2001, Beattie, 2010).
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3.2 Theoretical Review

Utility theory

The insurance industry exists because people are willing to pay a price for being
insured. There is an economic theory that explains why insureds are willing to pay a
premium larger than the net premium, that is, the mathematical expectation of the insured
loss. This theory postulates that a decision maker, generally without being aware of it,
attaches a value U(w) to his wealth w instead of just w, where u (.) is called his utility
function. To decide between random X and Y, he compares E [U (W-X)] With E [U (W-
Y)] and chooses the loss with the highest expected utility. With this model, the insured
with wealth w is able to determine the maximum premium P+ is prepared to pay for a
random loss X. This is done by solving the equilibrium equation E[U(W-X)] = U(W-P)
(Graham, 2007).

33 Empirical Review

According to Harrulton, Karen, Cherye and Fergworon (2002), effective
management of maintenances in the productivity of a company is nearly not possible
without technological application. Therefore, the application of technology on
policyholders will enhance reliability and capability of insurance industries that has a poor
success rate even in the developed countries. This paper concentrates on knowing the
rationale for poor rates of success and gives an outline of vital things which are to be added
to make sure that a programme with discipline and necessary resources can give success
through technological applications of insurance on policyholders.

4.0 RESEARCH METHODOLOGY

4.1  Research Design

A research design encompasses the methodology and procedures employed to
conduct scientific research. The design of a study defined the study type. The study
employed a case study approach which allows for intensive observation and investigation
of silent factors in the units of study (Cooper & Schindler, 2003). On the whole, this
research is designed to facilitate a better understanding of technological applications on
Policyholders in the Nigeria insurance industry. The UML diagram for various interactions
that exists between the user and the application is designed as:
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Renew Policy
Initiate Policv

View Profile

Change Password

Figure 3.1: The UML Diagram

Activity Diagram
Activity diagram describes the operational step-by-step work flow of components
in a system.
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A

Figure 3.2: The Activity Diagram

Population of the Study

The target population for this study is the three major established insurance
industries in Nigeria namely; Industrial and General Insurance (IGI), LEADWAY
Assurance Company and NICON Insurance Plc. One hundred and sixty questionnaires
were distributed to the staff of these insurance industries who are the respondents in order
to get their opinions concerning the subject matter and one hundred and twenty
questionnaires were retrieved and used for this study which is a sample size of 75%.
Probability sampling scheme was employed where every unit in the sampling frame has a
chance (greater than zero) of being selected. This probability can be accurately determined
through self-weighting. Simple random sampling was used and it gives equal chance to all

subsets in the population and the estimates are easy to calculate.
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Data Collection

The study gathered primary data. Primary data was obtained through online Google
form administering of questionnaires to the staff of some selected insurance companies.
The use of questionnaires was ideal since it guaranteed confidentiality to the respondents
thus, they acted without any fear or embarrassment. Questionnaires were circulated and
filled by the respondents. Primary data enhances reliability since it was conducted by the
researchers of this study. Respondents were selected randomly in each stratum; hence we
applied probability sampling technique to obtain the desired number of respondents
(Kothari, 2004).

Reliability and Validity of Data

The reliability was examined by testing the instruments for the reliability of values
(Alpha values) as recommended by Cronbatch, (1946). According to Sekaran (2001),
Alpha value for each variable under the study should not be less than 0.6 for the statements
in the instruments to be deemed reliable. Consequently, all the statements under each
variable were subjected to this test and proven to be above 0.6. A measure is reliable when
it is error free and consistent across time and across various items in the instrument.

Method of Data Analysis

After data collection, questions were coded and entered into Statistical Package for
Social Sciences (SPSS version 22) then analysis run. Data were analysed using descriptive
statistics for quantitative data and content analysis for the qualitative data. Descriptive
statistics involved the use of frequencies, percentage, mean and standard deviation.
Quantitative data were presented in tables, bar graph and pie chart while explanations to
the same were presented in prose (Mugenda & Mugenda, 1999).

4.2 Conceptual Model

The independent variable for this study is technological applications which was
used to see how data of policyholders (dependent variable) are managed; also, how revenue
received from policyholders can be improved in the insurance industry. The relationship
between the dependent variable and the independent variables has been expressed using
the function below:

Where;
Y = Policyholders
X, = Technological applications

Policyholders’ data were measured by percentage increase in the usage of
technology in the insurance industry.
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4.3 Analytical Model
The algebraic expression of the regression model takes the following form:

Y =@ F BLXTL A € (2)

where;

Y= the dependent variable

a= a constant

PB1=the slope of the regression
X;=the independent variable
&=Model error

The statistical significance of the relationships between the dependent and the
independent variables was measured at confident interval 95%. Analysis of variance
between the independent variables was measured at a significant variable and dependent
variable was measured at a significant level of 0.05. If the p value of the model is less than
the level of significance (0.05), then the independent variables would be taken as having
an impact of the dependent variable. If the usage of technological applications increases,
then there will be an improvement in the management of policyholder’s data. The study
would conclude that technological applications have a significant impact on policyholder’s
data. If the P- value is greater than 0.05, then the model is insignificant and therefore the
study cannot conclude that the independent variables have got a significant impact on the
dependent variable.

5.0 DATA ANALYSIS, RESULT AND DISCUSSION
5.1 Demographical Characteristics of the respondents

Table 1: Age Distribution Characteristic of the respondent

GROUP FREQUENCY PERCENTAGE (%)
18 - 30 Years 18 17.0

31 -40 Years 41 38.7

41 - 50 years 41 38.7

51 — 60 years 6 5.7

Above — 70 years 0 0

Total 106 100.0

N=106

Source: Primary Data (2023)

Table 1 indicates that 18 representing 17% of the respondent were from age 18-30;
(38.7%) were age 31-40; 41(38.7%) were from 41-50 years; 6 representing 5.7% were from
age 51-60; while none (0%) was above 70 years. This means that majority of the respondent
were adult which might have experience on technological applications on policyholder in
insurance industry.

199



https://www.journals.unijos.edu.ng/ijirms

International Journal of Insurance, Risk and Management Sciences Vol.1, Issue 1, July, 2023

Table 2: Distribution of respondents by Gender

Group Frequency Percentage (%)
Female 33 31.1

Male 73 68.9
Total 106 100.0
N=106

Source: Primary Data (2023)

Table 2 shows that 33 representing 31.1% of the respondent were female, whereas,
73 (68.9%) were male; from all indication, many participants were male, and both genders
equally participated in the study. As such, the validity of the finding may be interpreted
without gender bias.

Table 3: Distribution of Respondent by Insurance Companies

Companies Frequency Percentage(%)
IGI 30 28.3
LEADWAY 39 36.8
NICON 37 349
Total 106 100.0
N=106

Source: Primary Data (2023)

Table 3 reported that 30 (28.3%) of the respondents are policyholder with I1GI, 39
(36 %) are Policyholders with LEADWAY, while 37 (34.9%) are policyholders with
NICON. It means that majority of the participants are policyholders with NICON. It
means that majority of the participants are policyholders with LEADWAY since the
respondents cut across 3 insurance companies, and the fact that many respondents are
policyholders with LEADWAY insurance companies, more reliable information may be
obtained on technological applications on Policyholders.

Table 4: Educational Qualification of the Respondents

LEVEL Frequency Percentage(%)
Primary 0 0
Secondary 4 3.8
Tertiary 102 96.2
Total 106 100.0
N=106

Source: Primary Data (2023)

Table 4 indicated that 102(96.2%) of the respondents attained tertiary level of
education, 4(3.8%) has secondary, whereas, none of them (0.0%) had primary level of
education. It suggests that majority of the Policyholders attained tertiary level of education.
It means that errors from respondents’ feedback on the required information might be
minimised.
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5.2 Research Questions and Hypotheses Results

Research Question One: To what extent has technological application on Policyholders
improved the insurance industry?

Table 5: Extent to which technological application of insurance on policyholder has
improved the insurance industry

Variable X SD r(Effect size) Remark
Improvement in CMS 2.37 46 0.12(12.2%) very weak
Policyholders 2.70 .55

N=106

Source: Primary Data (2023)

Table 5 results indicate that a weak relationship exists between improvement in
technological applications of insurance (TA) (M=2.37, SD=0.46) on Policyholders
(M=2.70, SD= 0.55). r= 0.12, with an effect size of 12.2%. This implies that there has not
been improvement of technological applications of insurance on Policyholders.

Research Question Two: To what extent has technological applications failed to achieve
its objectives on Policyholders?

Table 6: Extent to which technological application has failed to achieve its objectives
on Policyholders

Variable X SD  r(Effect size) Remark
Failure of web/cloud CMS 3.53 49 0.5(5%) very weak
Policyholders 2770 .55

N=106

Source: Primary Data (2023)

Table 6 results indicate that a very weak relationship exists between the objective
of web/cloud technological application (TA) (M= 3.53, SD=0.49) on policyholder
(M=2.70, SD=0.55) r=.005, with an effect seize of 5%. This implies that wed/cloud
technological application failed to achieve its objectives on Policyholders in the insurance
industry.

Research Question Three: To what extent have technological applications of insurance
on policyholders displaced staff from their job?

Table 7: Extent to which technological applications of insurance on policyholders
has displaced staff from their jobs

Variable X SD r(Effect size) Remark
Displacement of job 341 .64 0.38(3.8%) very weak
Policyholders 2.70 .55

N=106

Source: Primary Data (2023)
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Table 7 results indicate that a very weak relationship exists between the
displacement (M= 3.41, SD=0.64) when technological application (TA) is implemented on
policyholders (M=2.70, SD=0.55) r=.038, with an effect seize of 3.8%. This implies that
technological application has a weak relationship on job displacement.

Table 8: Extent to which technological applications of insurance on Policyholders
have improved customers’ satisfaction.

Variable X SD r (Effect size) Remark
Customer Satisfaction 1.23 .65 .903 (90.3%) Very Strong
Policyholders 270 .55

N=106

Table 8; Results indicate that a very strong relationship exists between customer
Satisfaction (M= 1.23, SD=0.64) when technological application (TA) is implemented on
policyholders (M=2.70, SD=0.55) r=.903, with an effect seize of 90.3%. This implies that
technological application has a strong relationship towards Customer Satisfaction.

Table 9: Extent to which technological applications of insurance on policyholders
has increased the demand of insurance policies.

Variable X SD r (Effect size) Remark
Increase in Demand 1.22 .65 0.758(75.8%) Very Strong
Policyholders 2.70 .55

N= 106

Table 9; Results indicates that a very strong relationship exists between Increase in
demand of insurance policies (M= 1.22, SD=0.65) when technological application (TA) is
implemented on policyholders (M=2.70, SD=0.55) r=.758, with an effect seize of 75.8%.
This implies that technological application has a strong relationship towards increase in the
demand of insurance policies.

Hypothesis One

H,: Technological applications of insurance on Policyholders have not been improved in
the insurance industry.

H;: Technological applications of insurance on policyholders have been improved in the
insurance industry.
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Table 10: Regression of technological applications of insurance on Policyholders has
not been improved in the insurance industry.

Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error Beta T P
1 (Constant) 2.354 283 e 8.332  .000
Improvement in CMS 147 117 122 1.252 213

R (R*2)=0.122(0.015)

F (df) =1.567(1,104), p=213
Dependent Variable: Policyholders
Source: Primary Data (2023)

Table 10 shows the linear regression of technological application of insurance on
Policyholders has not been improved in the insurance industry. The analysis indicates that
there has been non- improvement of technological application (TA) which contributed
12.2% change of policyholder ($=0.122, t=1.252, p>0.05) not taking insurance policy,
with standard error =0.086. An increase in 14.7% policyholders’ amount to 1.5% alteration
of improvement of technological application. It means technological applications on
policyholders have not been improved in the insurance industry.

Hypothesis two
H,: Technological applications have failed to achieve its objectives on policyholders.
H;: Technological applications have not failed to achieve its objectives on policyholders.

Table 11: Regression of technological applications has failed to achieve its objectives
on Policyholders.

Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error Beta T P
1 (Constant) 2.479 399 6.210 .000
Failure of web/cloud CMS .0.63 112 .055 563 575

R (R?) =0.055(0.003)

F (df) =.317(1,104), p= .575
Dependent Variable: Policyholders
Source: Primary Data (2023)

Table 11 shows the linear regression of web/cloud technological application failure
in achieving its objectives on policyholders in insurance industry. The analysis indicates
failure of web/cloud technological application contributed 5.5% change on policyholders
(6=0.055, t=0.563, p>0.05) with standard error =0.112. An increase in 6.3% failure of
technological application (TA) amounts to 0.3% alteration of achieving its objectives. It
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means that technological applications have failed to achieve its objective on policyholders
in the insurance industry.

Hypothesis three:

H,: Technological applications of insurance on policyholders will displace staff from their
jobs?

H,: Technological applications of insurance on policyholders will not displace staff from
their jobs?

Tablel2: Regression of technological applications of insurance on policyholders on
displacement of jobs.

Unstandardized Standardized
Coefficients Coefficients
Model B Std. Error Beta T P
1 (Constant) 2.588 295 e 8.764 .000
Displacement of Jobs. .033 .085 .038 .390 697

R (R?)=0.038(0.001)

F (df) =.152(1,104), p=.697
Dependent Variable: Policyholders
Source: Primary Data (2023)

Table 12 shows the linear regression of technology applications of insurance on
policyholders on displacement of jobs. The analysis indicates that technology applications
contributed 3.8% change on displacement of jobs (£=0.038, t=.390, p>0.05) with standard
error =0.85. An increase in 3.3% job displacement amounts to 0.0001% alteration of job
not being displaced. It means technology applications will displace staff from their jobs.

Hypothesis Four

Hy: Technological applications of insurance on policyholders will improved customer
satisfaction?

H,: Technological applications of insurance on policyholders will not improve customer
satisfaction?

Table 13: Regression of technological applications of insurance on policyholders
towards Customers satisfaction.

Unstandardized Standardized
Model Coefficients Coefficients

B Std. Error Beta t P
1 (Constant) .072 .031 -—- 2.333 .020
Customers satisfaction .952 .023 .903 41.814 .000

R(R2) = 0.903(0.015)
F(df) =1748.378 (1, 398),
p=.000

Dependent Policyholders.
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Table 13 shows the linear regression of technology applications of insurance on
policyholders towards Customer satisfaction. The analysis indicates that technology
applications contributed 90.3% change on satisfaction (£=0.903, t=41.814, p>0.05) with
standard error =0.23. An increase in 95.2% customer satisfaction amounts to 0.015%
alteration of customers not satisfied. It means technology applications will enhance
customers’ satisfaction.

Hypothesis Five

H,: Technological applications of insurance on policy holders will increase the demand of
policyholders?

H;: Technological applications of insurance on policyholders will not increase the demand
of policyholders?

Table 14: Regression of technological applications of insurance on policyholders
towards increase in demand of insurance policies.

Model Unstandardized Standardized
Coefficients Coefficients
B Std. Error Beta t |
1 (Constant) .080 .060 -——- 1.327 .185
Increase in demand .994 .043 758 23.210 .000

R(R?) = 0.758(0.24)
F(df) = 538.707 (1, 398), p =.000
Dependent Policyholders.

Table 14shows the linear regression of technology applications of insurance on
policyholders towards Increase in demand. The analysis indicates that technology
applications contributed 75.8% change on increase in demand (5=0.758, t=23.210, p>0.05)
with standard error =0.43. An increase in 94.4% customer satisfaction amounts to 0.24%
alteration on increase in demand of insurance policies. It means technology applications
will contribute towards increase in demand of insurance policies.

6.0  DISCUSSION OF FINDINGS

The discussions have been factored in details and were analysed under each table
of the statistics results. The response rate was satisfactory to draw conclusions for this
study. The findings of the study concluded that technology applications of insurance on
policyholders have not been applied effectively in the insurance industry. The analysis also
indicated the relevance of technological application on policyholder on how it will increase
the demand of policies and also lead to customers’ satisfaction.

7.0 CONCLUSION AND RECOMMENDATIONS

71 Conclusion
The aim of this study is to create an online insurance policy which makes insurance
actives faster and reliable. The relevance of technological applications for online insurance
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was discussed. Embedded in the system design was UML diagram which shows the
activities and action in the system. The application of technology on Policyholders will be
of great impact to insurance industry if it is fully adopted. Online insurance application on
Policyholders needs to be improved for business activities in insurance companies; hence
it is advised that insurance companies in Nigeria should adopt online insurance as a more
reliable way to transact insurance businesses. The result would be of benefit to the
insurance company which shows that policyholder’s data, policy wordings, flexibility in
transaction tails can be easily traced and accessed with the application of technology.

7.2  Recommendations

The applications of technology on policyholders will be of great impact to
insurance industry and can be used by any insurance company. The following
recommendations are proposed:

i. Insurance industry needs to improve on technological applications of insurance
services for fast and reliable transaction of insurance business in Nigerian

ii. Policyholders should ensure to print out payment transaction receipts for future
references and create password with long characters so as to make password
hacking difficult.

iii. Policyholders should ensure safekeeping of password since it provides access to the
system and avoids the use of public network and computer to access the system

iv. Policyholders should visit insurance companies from time to time to validate or
confirm any transaction made online.

v. Some insurance activities can only be conducted by insurance personnel. These
activities include underwriting and loss adjustment; staff in the insurance industry
needs to acquire more training.

Areas for Further Research

The Impact of Technological Applications of Insurance on Policyholders in Nigeria
Insurance Industry has brought the need for further research in Essential need of Cyber
Security to eliminate Phishing Scam on policyholder data. Further studies can be carried
out on the use of UAV (unmanned aerial vehicle) /RTF (ready to fly) Drones to enhance
effective supervision and underwriting process. Further studies can also be conducted on
Coherent need of Unstructured Supplementary Service Data (USSD) in enhancing
uncomplicated Insurance Transactions.
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