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Chapter 1 

INTRODUCTION 

 

1.1.  Background of the Research 

Businesses around the world have implemented or are seeking to enforce some form of automated business 

processes commonly known as a workflow in their business activities, a move away from manual or human-

only process to human-machine process. The essence of implementing workflow management tool or 

system is for efficiency, integration of various systems which could be legacy and or newer systems, support 

for and of the organization processes and effectiveness (Stohr, E.A. & Zhao, J.L, 2001). A profound realization 

for Insurance Providers would be achieving some level of flexibility in operation and structure to respond to 

market changes and customer demands (Braunwarth et al. 2010). Process flow optimization leading to 

standardization, Information Technology (IT) flexibility, and automation is a growing trend, the banks initially 

led the way, and now insurance providers are playing catch up with process industrialization (US6647396B2. 

2008). Besides reengineering of business processes, a sizable percentage of Insurance providers see pursuing 

operations optimization (Capgemini 2017), process optimization, automation, and standardization as critical 

activities (Capgemini 2018). 

Humanity has progressed from one age to another and currently in the time period of Information 

Technology (IT) commonly known as the Computer Age. The IT age is one where data and innovative digital 

technologies drive the world; impacting virtually every business sector from Financial Services to Medical 

Services, even to human relationships; in a global and interconnected world, these sectors use state of the 

art technologies to aid consolidation (Accenture 2017). Undoubtedly in the developed countries, the fastest 

growing and most significant industry is the service industry (Henry, Z. 2017); this is not limited to developed 

nations alone, particularly developing countries are seemingly tapping into the untold benefits emanating 
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from this industry. The 21st century has seen increasing technological and scientific advances that have led 

to increased competitiveness and the conversion of the business processes [from manual to automated] of 

service providers such as insurance firms (Braunwarth et al. 2010). 

The Insurance Industry is a subset of the Financial Sector which itself is housed under the Financial System 

as described by Investopedia, of all the various financial sectors: insurance sectors are the least likely to 

have research that looks closely onto their business processes. While there are numerous researches done 

on the claims process most are limited to healthcare particularly in the USA, very few pieces of research are 

about Asia or South East Asia. Within Asia the big players such as AXA Asia, AIA, etc. are faced with increasing 

competitiveness driven solely by technological development of Asia, this competitiveness has forced 

traditional insurance bigwigs to transform their operations and respond to a rapidly growing society where e-

commerce and mobility hold sway (S. Lam, 2017). One-way insurance providers are trying to deal with digital 

disruption is to engage in partnerships, takeover, or internal R&D, just recently AXA Asia invested in fintech 

and InsurTech.  

Insurance Providers are starting to realize that they are way behind, Information and Communication 

Technology (ICT) is a fast-growing sector, less than 10yrs ago mobile phones had basis browsing capabilities 

via Wireless Application Protocol (WAP), however, today they are obsolete, these and more astronomical 

changes has greatly impacted consumer behavior where different people want different things, and the idea 

of one-size fits all is no longer tenable, thus insurance providers need to seek avenues of flexibility to cater 

to these customers (Braunwarth et al. 2010). 

According to the study done by Thai Re Group in 2016, the Insurance Industry is an expanding industry with 

a slow growth rate pegged at 4.5% as at 2016 and was projected to reach 6.01% in 2017, within the ASEAN 

community the Thai insurance industry it the 2nd largest, it comes in at 8th position when the whole of Asia is 
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considered, and globally it is the 27th largest. When broken down into various types of insurance, Life 

Insurance takes the most significant share of the pie within this group and continues to grow while other 

non-life insurance showed slow but steady growths at 2% (Thai Re Group, 2017). Based on information 

gotten from the Office of Insurance Commission (OIC), the Thai insurance sector is divided into two main 

categories [Life and Non-Life Insurance], there are about 66 Non-Life Insurance Firms (OICS Non-Life, 2018) 

and 25 Life Insurance/Assurance firms (OIC Life, 2018) as of June 2018. In Thailand the leading InsurTech firm 

is Frank.co.th, a startup that began 2 years ago and was recently voted as the Most Innovative Startup in 

2016 by Bangkok Insurance, while InsurTech startups have the creativity and innovativeness they still require 

the assistance of the more prominent and more traditional firms in handling complex processes such as 

underwriting.   

1.2. Statement of the Problem 

In the 2018 annual report of PwC Financial Services, a significant concern in the insurance industry according 

to top management is on the impact of technology on their growth; they already understand that 

digitization is an important area that requires strengthening as evidenced by the results of the survey 

conducted by PwC on Insurance CEO’s (PricewaterhouseCoopers, 2017). Claims Processing as an integral part 

of the insurance industry should be optimized to the point where the time-taken from process initiation and 

completion ought to be minimal so as to respond to a fast-changing landscape in both technology, finance 

and human behavior (); however, the current state of claims processing is instead all too time consuming 

primarily due to the amount of data required to process the claims to,  number of persons involved; 

currently most of these processes are handled manually or slightly automated. This is an inefficient process 

prone to error since it is heavily tilted to the manual side (Osman. H 2018), thus increasing costs while 

reducing competitiveness. 
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In an interview with ecommerceIQ, the co-founder of Frank.co.th Harpem Doowa; an InsurTech startup firm 

in Thailand outlined the problems currently associated with the Thai insurance sector, part of the problem 

he mentioned was costs incurred from employing several insurance agents to manage customers as the 

processes seem hard for the customer to do by themselves; and this is attributed mainly to the resistance 

to change by most insurance firms, the implication means most of the processes require human sorting and 

approval in areas where technologies can be quickly deployed (Osman. H 2018).    

However, most Insurance firms in Thailand currently conduct their business processes 

manually, that is: all stages require the use of paper which besides taking up space, and 

contributing to increased expenditure, also goes against the concept of Green Society 

which the Thai government claims it aims to be. Both time and money are wasted in the 

current paper-based processes, money in the form of employing thousands of agents (Darana.C, 2018). When 

Claims officers should be investigating claims 

they are busy sifting through paperwork for data that could be gotten by a click on the 

button, this not only inhibits productivity but impacts on the company’s bottom-line as 

nobody wants to do business with an insurance firm that takes time to investigate and 

award claims. Should this claim delay persist, Insurance firms might find it hard to sell 

premiums to clients who consider time and cost an essential factor. Therefore, the need to 

investigate how automation can address this issue becomes even more necessary. 

Insurance firms will benefit substantially by adopting an automated process over the 

current manual process (Chitranukroh. A, 2017). 

The dominance of technology in the financial sector cannot be overemphasized, more than any other sector 

in Thailand the financial industry is heavily influenced by the fast rate of technological adoption by the Bank 
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of Thailand (BOT) which then spills to sectors like the Insurance Firms (Huynh. C, 2018); the operations of 

insurance are often complex which is where technology comes in, to reduce complexity while retaining the 

compatibility with existing systems, additionally a key factor considered prior to implementing a newer 

technology is often data management (Wiltgen, 2016). 

1.3.  Research Objectives 

Besides other aims, this research is directed at laying a framework for traditional insurance companies on 

adopting new technologies to support current business processes while exploring other technologies so as 

to gain and maintain a comparative advantage over other competitors in a highly competitive market.   

Outlined below are some of the objectives of this research paper: 

a. To identify technological trends imperative for a digital insurance age. 

b. To discuss the debilitating factors that might disrupt the adoption of technologies.  

c. To explore possible areas where these technologies can be implemented. 

  

1.4.  Scope of the Study 

This research is designed to get information by interviewing senior executives from one of the major 

insurance firms headquartered in Bangkok, Thailand and begun operations in 1997. The research data will be 

obtained via a qualitative research method. The reason for adopting this research methodology is primarily 

because senior executives are in a better position to comment on and give credible and useful information 

on the importance of technology to their firm; also, these senior executives are often tasked with issuing 

orders to implement a new technology, and most importantly they are responsible for communicating these 

changes to their employees, managing the adoption of these technologies by the perceived end-users and 

providing the benefits of such systems to the firm in the long run (Wiltgen, 2016). While the period of data 
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collection via an interview with the principal persons at the Insurance firm will be done between the 

months of June and August of the year 2018.   

 

1.5. Significance of the Study 

In recent years, there has been an increase in the use of technology particularly Business Process 

Automation in the handling of business processes; although within the financial industry the insurance 

subset is the slowest at adopting newer technologies. Numerous researches have been conducted on 

the insurance industry, but very few focused on the rise of InsurTech and the effect of digital disruption 

to traditional insurance processes. This research paper aims to understand the implication of adopting 

newer technologies much faster for traditional insurance firms; of firm pertinence will be the goal to 

proffer advice that would aid traditional insurance firms in adopting technological advancements to 

favorable compete against insurance startups built solely on Information Technological know-how. 

Additionally, this research comes at a time where the analyses on this topic with regards to Asian and 

mainly Thai insurance companies seems to be non-existent, the finding will be useful for further studies 

to bridge the information gap currently existing; and possibly the research findings and 

recommendations could be adopted by other insurance firms to become more competitive and 

technologically savvy.     

 

1.6.  Conceptual Framework 

 

 

 

Independent Variable  

Technology 

Management 

Regulatory Decisions 

Customer Behavior  

Environmental Factors 

Dependent Variable  

 

Technological Adoption 
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1.7.  Research Hypotheses 

H1: Management Decisions can positively influence the adoption of technology. 

H2: Regulatory Decisions can influence the adoption of technology.  

H3: Environmental Factors might influence technology adoption. 

H4: Certain Technological Trends can influence the type of technologies to be adopted. 

H5: Customer Behavior can influence the type of technologies to be adopted. 

1.8.  Definition of Terms 

Throughout this research paper, specific keywords and terminologies will be referenced often, to remove all 

forms of ambiguities and maintain a standard frame of reference; those keywords will be defined below.  

 Management: there are multiple definitions of the term ‘management,’ however in the context of 

this study management will be defined based on Peter Drucker’s definition in his book “The 

Principles of Management,” he defines it as “a multipurpose organ that manages business, 

managers, workers, and work.” This definition can further be subdivided into three groups namely 

as a Noun [the people, managers at all levels], as a Process [business], and Act [managing] (Akrani, 

2011). Alternatively, the definition of management according to Daniel W Wheeler where 

management is centralized by administrators in a firm responsible for integrating the 3M’s [Money, 

Men, and Material] into an active operating unit (Abey, 2010); can be used.  

 

 Customer Behavior: like management there are also varying definitions of customer behavior; for 

the sake of this study the definition to be employed is provided by (Solomon et al, 2006), 



  

 

14 

 

customer behavior is described as a study of the process involved in the decisions individuals or 

group make when selecting, purchasing, using or disposing goods, ideas, experiences, and services 

for the purpose of needs or desires satisfaction. While there are various definitions of consumer 

behavior, most agree about the fundamentals of consumer behavior and hold to the idea that it 

is bound to change as customers psychological, physical, and material needs changes over time 

(Dudovskiy, 2013). 

 

 Technology: the word ‘technology’ is probably the most used word but ironically also the word 

for which there is no exact definition; nevertheless the word is believed to be etymologically 

derived “techne” which itself is derived from a Greek word τέχνη. According to Merriam Webster 

Dictionary technology is defined as the practical application of scientific knowledge particularly in 

a specific area. In the words of Techpreneur and Venture Capitalist Peter Thiel “Any new and 

better way of doing things is technology provided it is properly understood,” this definition best 

fits this study since the technologies considered are geared at doing business in a better, effective 

and more efficient manner (Thierer, 2014).  

 

 Regulatory Decisions: Due to the overall economic impact of financial institutions to the national 

economy the central government takes closer interests and very often set up the regulatory 

bodies to oversee these institutions who in turn create regulatory decisions; in this study 

Regulatory Decisions also known as regulatory or government affairs is meant to refer to specific 

policies, decrees, and legislation made by regulatory bodies or agencies whose sole existence is 

for the regulating, supervising and enforcement of those policies and decrees (Quinn, 2006); in the 



  

 

15 

 

context of this study the appropriate regulatory body responsible for regulatory decisions in 

Thailand’s Insurance Industry is the Office of Insurance Commission (OIC).  

 

 Environmental Factors: generally, the factors or elements of environment encompass several 

disciplines and is not limited to the following: physical, demographics, political, technological, and 

cultural, etc. the description of environment in this study will be limited to the physical aspect of 

environment which includes specifically green environment, sustainable environment, and climate 

change and the role IT plays (Molla & Cooper, 2009). This is all the more necessary given the state 

of the environment and the numerous efforts aimed at conservation of the globe, based on 

numerous studies most firms are most concerned with reducing carbon emissions and waste 

management than other environmental concerns, although they devote more time and resources 

to social causes (Scholtens, 2011) and endeavor to innovate to the point of creating a sustainable 

environment (Triguero et al., 2013). 

 

 



   
 

Chapter 2 
LITERATURE REVIEW 

 

2.1. Technological Trends in the Insurance Industry 
 

A. Big Data: refers to voluminous and complex data sets which could be 

structured or unstructured that cannot be processed using traditional 

means; often these data are what is known as BLOB [Binary Large 

Objects] which include video, audio, and images. To take advantage 

of big data more sophisticated data processing applications that run 

on the cloud or a physical machine is required. Alternatively, Big Data 

can also be defined using the three v’s developed Gartner 

distinguished VP and analyst Doug Laney In which he described it as 

“high-volume, high-velocity, and high-variety information assets that 

demands innovative, and cost-effective forms of processing 

information for enhanced insights and decision-making.” While SAS 

adds two more dimensions to Doug’s definition, Data Variability [the 

influx of data is never stable, it can be high today and low tomorrow 

thus the variation] and Data Complexity [in an interconnected world 

data can come from various sources such as smartphones, sensors, 

PC, and other smart devices, etc. very often these data seem 

disconnected but with a big data technology the correlations and 

linkages can be harnessed]; benefits of harnessing big data includes 

useful near real-time business insights, observing customer behavior 
20 

 



   
 

and personalizing goods or services to them, useful in threat analysis, 

in the insurance sector it can be used for fraud detection and, 

calculation Know Your Customer scores, calculation risk portfolios, 

and predicting preventive maintenance on assets, etc. (“What Is Big 

Data And Why It Matters”, 2015).   

 

B. Blockchain Technology: blockchain was developed initially to 

spearhead the buying and selling of Bitcoin; the basic concept of 

blockchain is to create multiple back-ups of a record(s) distributed 

across several systems which are public but at the same time 

preventing it from being modified, any time it is updated all copies 

are updated simultaneously [there is no lockout period to prevent a 

user from updating a record while another user is trying to update 

the same record as is the case with traditional Relational Database 

(RDBMS)]; Don & Alex Tapscott in their 2016 book [Blockchain 

Revolution] define blockchain as a digital ledger of some sorts that 

records not only financial transactions but nearly any valuable thing; 

given core insurance business processes that exists such as Anti-

Money Laundering (AML) and Know Your Customer (KYC scores)  

which currently these processes are being handled manually and 

skewed to labor-intensive processes but with an adoption of 

blockchain technology processes and verification can be speed up 

21 
 



   
 

significantly (“What Is Blockchain Technology? A Step-by-Step Guide 

for Beginners”, 2016). 

 

C. Business Process Management Systems: often shortened to BPM or 

BPMS in the business world, a BPMS is a software that helps to 

improve end to end business processes by modeling it to aid 

human-machine interactions and reduce human-caused errors 

(“Gartner IT Glossary,” 2013). Experts agree on at least five steps to a 

BPM activity which includes modeling, analyzing, monitoring, 

managing, optimizing and automation. The importance of a BPM 

cannot be underestimated, with an efficient BPM, costs can be saved, 

human-errors minimized, services improved, overall speed 

improvement; and tasks can be routed to the right person, and 

Service Level Agreement (SLA) can be adhered to strictly (Rouse & 

Pratt, 2018).  

 
 

D. Cloud Computing: is a concept whereby computing transforms into a 

utility, in which computing becomes rather ubiquitous, with data 

stored in the cloud and computing services to interact with the data 

accessible on-demand anywhere and anytime just with an internet 

connection; a significant benefit of cloud computing to user is 

elimination of local storage concerns, pricing per usage, location 

22 
 



   
 

independent, cost savings from not purchasing software and 

hardware, and near all-time accessibility; however there remains 

concerns about data integrity, system outage (Amazon s3 availability 

event, 2008,”),  data security (Krebs, 2009), and data ownership [since 

data control is effectively transferred to the cloud managing firm] 

(Wang, Wang, Ren, & Lou, 2010).   

 

E. Knowledge Management Systems: with the world becoming smaller 

through globalization, more opportunities and markets are available 

for goods and services from various firms, for firms offering similar 

products or services this means the competition grows stronger, 

hence to effectively outdo competitors the utilization of resources 

particular knowledge of the business processes becomes all the 

more pertinent; this could go a long way in creating competitive 

advantage against other firms and a core understanding of how the 

firm works and areas that require improvement (Handzic et al., 2008). 

(Huang et al., 2011) Defines KM as a process involving the 

identification, harnessing, and management of knowledge both 

individual and collective to enhance the competitive capabilities of a 

firm. Also, KM can be defined as an IT innovation that is used to 

store and retrieve useful information [knowledge]; traditionally in the 

Insurance sector most processes are known only by certain 

individuals should anything happen to them it does not bode well 
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for the firm, but with the use of KMS, information can be stored, 

shared, collaborated upon and be used to train new employees; this 

ensures that knowledge remains in the firm irrespective of the loss of 

key persons. 

 

F. Internet of Things: IoT is defined according to Gartner as the 

“Network of physical Objects that contains embedded technology to 

communicate or interact with their internal states of the external 

environment”, they predict that by 2020 smart devices in the market 

hit 7.3 billion units and with the rate of IoT expanding at a much 

quicker rate over 26 billion devices will be connected within the same 

time period; within the insurance industry this can lead to improved 

security, preventive maintenance, and safety in the insurance sector, 

asset management, areas of adoption in insurance can be smarter 

homes, fire alarm, flooding, burglary, water leakage, etc. (Gartner, 

2013, Bandyopadhyay & Sen, 2011). While not a new technological 

trend in 2018, it remains an area which is being explored currently; 

the basic idea behind IoT is the ubiquitous nature of 

interconnectedness in which we find in devices on or around us, 

these devices are connected to some form of network and IoT wants 

to make them talk to each other; while there are security and ethical 

questions to be asked regarding this technology there are still area 

where it might be useful, e.g. using a smartphone to control 

24 
 



   
 

electricity in the home so as to cut costs, or using a smart meter that 

only works when it suspects people are within a particular vicinity 

(Burgess, 2018). (Bandyopadhyay & Sen, 2011) in their research on 

IoT and the challenges in its standardization observed the significant 

issues affecting IoT which are human privacy and business 

confidentiality, in dealing with confidentiality encryption tools can be 

used to manage and protect data transfer, but the mitigating factor 

to this view is the speed of encryption when compared to the 

volume of data, currently encryption is a resource-intensive process 

thus it is slow, with a faster essential distribution plan this can 

significantly improve on confidentiality; the other issue being human 

privacy (location and data) is a lot harder to deal with particularly 

from a legal and ethical standpoint; for example in some European 

nations court documents are required to track someone but with IoT 

anyone can be traced even without a court document, in the wake of  

current  issues such as Facebook-Cambridge Analytica and Russia 

meddling into the US Election claims are made, the question then 

arises on data ownership (Cadwalladr, 2018).  

 

G. Machine Learning (ML) and Artificial Intelligence (AI):  Machine 

learning and Artificial intelligence are considered as a subset of 

Artificial Neural Network (ANNs), generally it is hard to define ANNs, 

but it can be described as computational tools for modeling complex 
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real-life issues and attempting to find a solution (Basher & Hajmeer, 

2000), the reason for this isn’t unconnected to the fact that ANNs 

was modeled after the human brain (Haykin, 1999). Earlier, big data 

was touched upon, data is transformed into useful insight by modern 

statistical tools most of which are derived from artificial neural 

networks (ANN), machine learning thus is responsible for creating 

experts system that learns from big data, because of the sheer 

computational capability of artificial networks it becomes all the 

more necessary to write specific algorithms to provide the expected 

outcomes; however it is pertinent to realize that while predictive 

capacity of ANN’s can explain correlation but correlation is not all 

causation (Obermeyer & Emanuel, 2016). Data Complexity is one of 

the two dimensions added by SAS to the traditional definition of big 

data (“What Is Big Data And Why It Matters”, 2015), these 

complexities present a major scientific problem but with the advent 

and ubiquity of machine learning and artificial intelligence or general 

Artificial Neural Network these problems are better handled; and the 

possibilities of its application in the insurance industry are endless 

such as in risk portfolio management, credit risk classification, asset 

portfolio management (Bahrammirzaee et al., 2011), calculating 

credit scores and bankruptcy prediction (Tsai & Wu, 2008). Also, 

because ANN’s is data dependent and learn based on historical data 

which may or may not be repeated leading to false predictions, a 
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method for preventing such possible occurrences would be to use a 

hybrid system that arises from the combination of the strengths of 

single systems into a mega system, although there is no guarantee of 

performance due to integration issues, despite these shortcomings 

ANNs have been proven to perform better than traditional statistical 

models (Bahrammirzaee, 2010, Bahrammirzaee et al., 2011). 

2.2. Independent Variables 
A. Management Direction: In an age of rapid digitization, the influence 

of active management cannot be underestimated, the strategic 
direction from the Top is essential for technological adoption which 
in turn drives digitization as emphasized in the book “Leading 
Digital” by Westerman et al. (Westerman et al. 2014). In the book, 
they argued that while the bottom-up approach is admirable the 
only way necessary for real change is from a top-down push which 
cut across divisions within the firms. Digital transformation is 
possible with a strong leadership where the leader at the top drive 
for change (Hee Kwon & Jae Park, 2017). 

• Top Management Support: Within the senior management 
structure, the designated officer to oversee the adoption of 
technology is the Chief Information Officer, the CIO has 
knowledge of the existing IT infrastructure and demands, and 
this places the CIO as the most important person with regards 
to adopting new technologies. A futurist CIO is particularly 
keen on more modern technologies that can be deployed to 
strengthen competitive advantage over competitions while 
cutting cost and generating revenue (Jha et al. 2016). The 
chance of adopting technologies largely rests on the keenness 
of the CIO who in turn can influence other top executives on 
the release of funds. Adopting new technologies is not an IT 
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department-only issue; in many cases, it permeates the entire 
business and can even affect the business cycle or processes 
(Ben, 2016). However, the crucial aspect of IT-driven business 
transformation is the effective management of managerial 
challenges to mitigate potential business failures (Agarwal et al. 
2011). In their research (Young & Jordan, 2008) assert that the 
most crucial factor responsible for the success of a project is 
management support; and they must be ready to accept any 
outcome of the project irrespective of the outcome.  
 

• Effective communication with employees on the benefit: As 
part of adopting technologies, the role of management is to 
drive change across business units and divisions (Valentine, E. 
& Stewart, G. 2015). The firm’s IT strategy must be connected 
to the corporate strategy, to be successful at this, the CEO and 
CIO will need to both understand and distribute the benefits of 
using IT across the organization. Effective communication with 
employees can be enhanced by the adoption of transformative 
leadership techniques by top management (Felfe, J., & Schyns, 
B., 2004). In communicating with employees, the benefits of the 
technologies to be adopted it is necessary to explain the roles 
each employee will play and how it will impact the bigger 
picture (Durou, Jaoude, & Khalife, 2016). According to a 
research undertaken by Capgemini that involved interviewing 
executives across industries on the adoption of digitization, the 
most recurrent issue was generational gap [younger employees 
who are tech-savvy and interested in the latest technologies vs. 
older employees who are less tech-savvy and mostly involved 
in legacy-manual methods of doing things]; and very often it is 
hard to determine the best communication strategy to deal 
with this divide (Bonnet & Ferraris, 2013). As part of 
communicating the benefit of potential technologies to the 
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employees, plans must be put in place to improve the IT skills 
of the employees this should be a commitment of top 
management across the organization so as to fully maximize 
the expected benefits and ultimately cultivate sustainable 
commitment (Iyengar et al., 2015, p. 616; Mao, Liu, Zhang, & 
Deng, 2016). 
 

• Cost Savings and Competitive Advantage:  A profound 
realization is that firms do not invest in IT to satisfy users or be 
fast; instead they mostly invest to make profits, making profits 
which can come from cost savings from adopting technologies 
is the responsibility of top management rather than the project 
management team which often move to another project before 
profits are realized from the investment (Young & Jordan, 
2008). In a 2008 paper from (Marchand & Peppard, 2008) they 
argue that adopting new technologies in itself does not bring 
the most benefits rather organizational changes in doing 
business does, and these benefits could range from solving 
problems, increasing revenue, streamlining business processes 
improving performance, reacting to competition, and to 
innovation which aids in achieving a competitive advantages 
over competing firms through cost reductions (Lu & 
Ramamurthy, 2011; Mithas, Tafti, Bardhan, & Goh, 2012). 
However, care must be taken as technologies have become 
ubiquitous, and even competitors can get them or also imitate 
the capabilities of others; thus, continually investing in IT can 
increase costs and reduce competitive advantage (Chae et al., 
2014).  
 

B. Regulatory Decisions: in a research conducted by (Haller & 
Siedschlag, 2011) the speed at which ICT is diffused and adopted is 
highly dependent on the firms’ characteristics and also the closeness 
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to early ICT adopters most of whom are often the regulatory 
agencies. In addition, the provision of technology infrastructures 
such as internet access, multiple payment platforms, and newer 
technologies can affect the rate of adoption of technologies. The role 
of regulators is of paramount importance in ensuring the 
attractiveness of projects to potential investors. Infrastructure cuts 
across various sectors of the government, across institution, and 
disciplines, they can serve in multi-capacity, e.g., internet access can 
be used by private and public consumers; also regulators often think 
about the impact of infrastructure over the long-term. Furthermore, 
regulators determine the rules of engagement and also map out 
plans on how those rules are adhered to which at the end of the day 
affects service quality. Regulator themselves are often not directly 
involved in market decisions; however, their primary task is to 
supervise the implementation of infrastructures that can effectively 
impact on the adoption of technologies especially when they are 
coming from an impartial position (Davies, Vammalle, & Jansen, 
2016). In Thailand the leading regulatory agency for Insurance is the 
government-owned Office of Insurance Commission or OIC for short, 
they are responsible for issuing decrees such as supporting e-
payment channels, and the use of e-channels for policy sales and 
issuance (Chitranukroh, 2017). According to research by (Nasri & 
Charfeddine, 2012) their research findings showed government 
support had a profound impact on technology adoption, also there 
must be unambiguous rules, guidelines and regulations regarding 
data privacy and security and most importantly to ensure the much-
needed infrastructure are in place (Chong, Ooi, Lin, &Tang, 2009).  
 

C. Consumer Behavior: In an increasingly digitized society, customer 
behavior is also rapidly changing with the rate of change of 
technology, and this means firms must endeavor to respond to such 
changes and meet customer preferences (Jantarajaturapath, P. 2011). 
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There are several theories based off different studies to explore 
factors influencing the adoption of technologies, some of the models 
include Technology Acceptance Model (TAM) offered by (Davis, 
1989), Theory of Planned Behavior (TPB) by (Ajzen, 1991), and the 
Theory of Reasoned Action (TRA) first proposed by (Ajzen & 
Fishbein, 1975); in their works on factors affecting adoption of 
internet banking in Tunisia, building upon TAM they opined that 
when end users perceive the service to be useful it indirectly 
influences their behavior. Furthermore, if end users perceive that 
government/regulatory body support for technology is high, it tends 
to increase their likelihood of acceptance. In a similar vein, the 
quality of internet infrastructure can influence human behavior 
towards adopting technology (Nasri & Charfeddine, 2012). In an age 
of cyber warfare and hacking, customers are particularly concerned 
about privacy and security; and this largely influences their 
willingness to adopt the new technologies. Generation Y and 
Millennia’s are fortunate to be born into the Information and 
Communication Technology (ICT) age thus many in this age groups 
will be computer literate unlike the older generation who are used to 
manual processes evidently these factors would determine who 
readily adopt the new technologies (Nasri & Charfeddine, 2012). 
Besides TAM, TBP and TRA there exists a newer model tagged 
Technology Task Fit (TTF) which its proponents present as the 
tendency of a user to adopt a technology if it is perceived to fit the 
task it is required for, some of its proponents cite the adoption of 
mobile insurance as a testament to its efficacy (Lee et al., 2007). 
Financial services companies would need to segregate the markets 
into various segments to reach appropriate groups based on task fit 
(Zhou, Lu, & Wang, 2010); alternatively, in improving existing services 
financial services firms can refer to reviews from users of early 
technology adopters to enhance their services and increase chances 
of user adoption (Wiedemann, Haunstetter, & Pousttchi,2008). 
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According to Zhou et al. customer adoption is mostly dependent on 
technology fit, perceived benefit, ease of use, and their views on 
technology.   
 

D. Environmental Factors: There exist enormous pressures from 
stakeholders, host communities, and government for businesses to 
engage in business practices that protects the environment in a 
sustainable manner, previously researchers overlooked the role of IT 
but of recent there has been increasing focus on the role IT plays in 
green environment and climate change (Molla & Cooper, 2009). The 
IT infrastructure of any organization may contribute to carbon 
release, but when IT is managed this situation can be minimized. 
While much of IT adoption is focused on economics, currently the 
environmental impact is also considered (Ridgley 2009); this point is 
further buttressed by (Chen et al., 2008) in which IT managers are 
expected to source for technologies that are environmentally friendly 
and sustainable; pressure can also come from regulatory agencies on 
maintaining a low level of carbon emission, and incentivize green 
environment (Cuerva, Triguero-Cano, & Córcoles, 2013). 
When accessing environmental factors in regard to influencing the 
adoption of technologies in the insurance industry, there seems to 
be no study to that effect; however, there have been studies 
conducted on the insurance firms and their tendency to engage in 
some form of Corporate Social Responsibility (CSR). One of the most 
notable study was by Ben Scholtens who conducted a study 
involving over 150 insurance firms worldwide on CSR, as part of the 
findings most insurance firms engaged in CSR particularly as it 
relates to community outreach and event sponsorship, as for the 
environment most are concerned with 2 significant aspects, waste 
management [internal and energy], carbon emissions; in general, 
they are more committed to social rather than environmental aspects 
(Scholtens, 2011). At the center of ecological sustainability is Green 

32 
 



   
 

Innovation whereby business processes and product are innovative 
to the point of increasing environmental sustainability levels 
(Triguero et al., 2013). One of the many benefits of being a socially 
responsible firm is an indirect increase in profitability, positive 
perception from the public, and generally favorable performance; the 
relationship between CSR and the adoption of technology is dual, in 
the sense that lack of technology can hinder CSR efforts on the other 
hand CSR can help IT managers decide what technologies to adopt 
(Olowokudejo, Aduloju, & Oke, 2011). 

 

 

 

 

2.3. Dependent Variable 
Adoption of Technology in Insurance Industry 
Globalization trends have provided and continue to provide numerous 
prospects for firms to introduce new and existing products and services to 
a much wider markets, and this leads to increased competition pool; the 
key to staying in business and not going the way of Kodak is to adopt 
disruptive technologies and more importantly outline the expected 
opportunities (Anthony, 2017, McKinney, 2016). There are undoubtedly 
limitless potentials in the insurance sector given that it is a sector that is 
hardly given to change and often very rarely are first adopters of 
technology, ironically the banking sector which like insurance industry are 
both housed under the financial sector seems to be eager to adopt 
technologies at a much faster rate (Huynh. C, 2018). When it comes to 
adoption of technologies in the insurance sector, there are credible 
concerns from the management level down to the perceived use and 
benefits, in her 2016 article Karen outlines 5 factors that are necessary for 
technological adoption from a technological perspective, these factors 
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while seemingly basic are crucial issues for the insurance sector and they 
include Data Management [how will the new system handle the existing 
data, how will the data be integrated to the potential system], to answer 
the key questions raise by Data Management the firm has to consider 
Compatibility [very often the data and processes are run on legacy 
systems, therefore using a new system the critical question is how 
compatible is the new system or how can we integrate the new and old 
system: two possible ways exist to integrate namely via API call or Web 
services], once the issue of compatibility is being considered another major 
issue arises which is Complexity [one of the core reasons for adopting 
technology is to make things easier, if the opposite is the case then the 
chances of adoption are lower, this concept is particularly one of the 
reasons why firms are increasingly moving towards low-code platforms 
(Beckley, 2018)], very often when firms consider adopting or implementing 
a new technology where cost is to be considered the key determining 
factor might boil down to support for existing infrastructure, as Karen 
noted the cost-benefit analysis is done to determine the feasibility of the 
project, furthermore some firms also consider the reusability or potential 
for reengineering of the technology in other areas as a key decision 
factor(Wiltgen, 2016). Besides technological factors there are other factors 
outlined above, such as customer behavior, it is pertinent that customer 
wants and needs are satisfied, this position is also held by (Okonta et al., 
2013) in which they referred to the known and unknown needs of the 
customers as “the voice of the customers; in addition (Nwakanma et al., 
2013) observed that customer involvement could be crucial to adopting 
and implementing IT, this perhaps supports the view of  (Jantarajaturapath, 
P. 2011) who advises that firms respond to customer preferences and this 
can be efficiently done by market segmentation (Zhou, Lu, & Wang, 2010); 
ultimately customer adoption of a technology is dependent on the 
perceived benefit, ease of use and their level of familiarity with same or 
similar technologies. Of all the factors that can influence adoption decision 
Management is perhaps the most important, this position is strongly held 
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by (Young & Jordan, 2008), also in support is (Hee Kwon & Jae Park, 2017) 
who assert that strong leadership is a key determinant for digital 
transformation; furthermore a key function of management is 
communication with employees on the expected benefit of the potential 
technologies, as argued by (Iyengar et al., 2015, p. 616; Mao, Liu, Zhang, & 
Deng, 2016) top management should endeavor to make plans to improve 
the skills of the employees to enable them use the technologies and this 
can be enhanced by clearly communicating the roles of each employees in 
the new setup (Felfe, J., & Schyns, B., 2004); besides communicating with 
employees the management team have to consider the financial and 
competitive advantage to be accrued from adopting these technologies; 
(Marchand and Peppard, 2018) argued that adopting technologies itself 
does not bring the benefits rather a change in the organization business 
does, this ultimately leads to increase revenue accrual, and competitive 
advantage that arises as a results of cost saving measures (Lu & 
Ramamurthy, 2011). Adopting technology is also affected by external 
factors such as regulatory decisions and environmental factors; unlike 
other factors already discussed which are internal or within the control of 
insurance firms; the insurance industry is part of the financial sector, the 
financial sector is one of the sectors that directly impacts the economy of a 
nation therefore the government has to pay close attention to this 
industry, to do this they delegate the powers to certain agencies such as 
central banks, stock exchange commissions, and insurance commissions to 
oversee, supervise and enforce policies and decrees, while most of these 
decrees pertains to user privacy and data access in some cases the 
regulatory agencies can be a driving force in the adoption of newer and 
improved technology or technical know-how (Chitranukroh, 2017); 
government regulations could also be in terms green environment and 
climate change concerns, independently the insurance firms can decide to 
give back to the community by engaging in Corporate Social Responsibility 
(CSR) (Scholtens, 2011); furthermore increasingly insurance in the process 
of adopting a technology would do well to consider green innovation as 
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opined by Triguero et al(2013), this is based upon the observation of 
(Molla & Cooper, 2009) who in their work on “Green IT Readiness” argues 
that IT role in green environment and climate change is increasing, their 
point is further underscored by Ridgley(2009) who argues that while much 
of IT adoption is geared towards the economics and financial aspect, there 
is an increasing consideration for its economic impact.  

In summary, while there are multiple factors that influences the adoption 
of technologies in the insurance industry, based on reviews from other 
literatures the following factors feature prominently effective and 
transformational leadership (Hee Kwon & Jae Park, 2017), user or client 
behavior consideration (Nasri & Charfeddine, 2012), Employee 
communication and training (Al-Azri, Al-Salti, & Al-Karaghouli, 2010), top 
management support and strategic guidance (Westerman et al., 2014, Al-
Azri, Al-Salti, & Al-Karaghouli, 2010), and most importantly adopting 
technologies that address specific wants and needs then changing the 
business processes if necessary to gain competitive advantage (Mithas et 
al., 2012); however the adopting technology is not a panacea since others 
can get the same technology which in turn reduces the competitive 
advantage over competitors hence management must run a cost-benefit 
analysis prior to making the final decision (Chae et al., 2015). 
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Chapter 3 

RESEARCH METHODOLOGY 

 

 Research Design 

To address the research questions, this study opted to get inputs from top management executives in the 

selected insurance firm heading various departments ranging from business innovation, business process 

redesign, to IT; the research data will be gotten via a qualitative research method. The purpose of this 

selection is primarily because senior executives are in a better position to comment on and give credible 

and useful information on the importance of technology to their firm being experts (Paré et al., 2013); also, 

these senior executives are often tasked with issuing orders on the adoption of a new technology, and most 

importantly they are responsible for communicating these changes to their employees, managing the 

adoption of these technologies by the perceived end-users and providing the benefits of such systems to 

the firm in the long run (Wiltgen, 2016) and ultimately are best equipped to answer questions regarding 

insurance technologies since specific pieces of information are considered sensitive due to the nature of the 

financial industry. The period of data collection via an interview with the principal persons at the Insurance 

firm was done within the 3rd and 4th quarter of 2018. Face to Face interview was selected over Delphi or 

other techniques because of scheduling constraints (chances of discussing with experts more than once is 

limited), also the quality of data is more productive, more factual information can be gotten, increased 

response rate, capturing of non-verbal cues (to determine the level of comfort the interviewee has with the 

questions being asked and responding appropriately), and capturing of emotional state (DeFranzo, 2014; 

Oltmann, 2016).  

 Population and Sample Size 

This research is based on qualitative research methodology therefore the selection was limited to key 

experts in the named insurance firm; unlike quantitative studies the number of respondents for a qualitative 

often ranges from 1 to 30 (Fridlund & Hildingh, 2000), however, the actual sample size should be gotten 

based on wealth of experience and information with regards to the research question (Krippendorff, 2004; 

Patton, 2002) and as noted by Bengtsson (2016) there are no specific criteria required to arrive at the sample 

size required for a qualitative analysis, nor is there  limitation on the volume of information to be gotten, or 

the number of respondents; these factors depends entirely on the researcher(s). 
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The total population size was 8, and the sample size set 5. The five (5) experts were chosen based on the 

suggestion of a top executive at the insurance firm, and they were interviewed face to face by the 

researcher. 

 Interview Guideline 

The following interview questions were developed as part of the study on the adoption of technologies by 

insurance firms, and the interviews were conducted with five respondents. 

  

1. Management Support 

 How does Management Strategy affect the adoption of technology? 

 What is the role of 2nd Management Support on top management decision? 

 How does the Cost-Benefit Analysis factor into the adoption of technologies?  

 How do you deal with InsurTech threats? 

 How does top management plan to convince employees to adopt technologies?  

2. Customer Behavior 

 Do you think customer behavior has an effect on the adoption of technology? If yes how?  

3. Technological Infrastructure Availability 

 Are there possible infrastructural barriers that can affect the adoption of technology?  If yes 

in what ways. 

4. Government or Regulators Policies  

 What role does government or regulators policies play in adopting newer technologies? 

 Are Cryptocurrencies currently being accepted as a form of payment? If no, why?  

5. Environmental Concerns 
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 Do Environmental Concerns affect the adoption of technologies?  

 What kind of Corporate Social Responsibility has your firm engaged in?  

6. Technologies 

 What role is Blockchain expected to play if adopted? 

 From the technologies mentioned, is there any not currently being implemented by your 

firm? If yes, which and why?  

 How can Big Data adoption aid the insurance process? 

 What are the core Insurance Business Process in order of priority?  

 What future does Artificial Intelligence and IoT hold for insurance? 

 What are your thoughts on Robotics in the insurance industry? 

 

 Data Collection Methods 

In this study, data were collected via face to face interview with the use of already prepared semi-structured 

questions, the experts were asked questions based on the conceptual framework, interviews are considered 

the premier data collection method in quantitative research (Doody & Noonan, 2013), as part of data 

collection methods notes were taken to supplement audio recording, however (Knox and Burkard, 2009) 

argued that note taking could be distracting to the interviewee. The questions were semi-structured albeit 

strictly focused on the conceptual framework and research questions; during the discussion, some insights 

were exposed to the researcher and subsequently the research was updated to reflect those newer insights 

which can prove beneficial for future research. The purpose for deploying the semi-structured research was 

primarily to allow for free flow of information and useful opinions through the use of open-ended questions, 

this process allows for newer concepts to be introduced while shedding significant insights on the topics 

since the interviewees are industry experts (Cohen & Crabtree, 2006). 
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 Data Analysis Techniques  

The data analysis techniques deployed for this research was content analysis, this was done without the use 

of content analysis computer packages, for researches involving qualitative analysis there are several 

analytical methods available to the researcher(s), as noted by Burnard (1995), these methods include but are 

not limited to the following ethnography, phenomenology, content analysis, hermeneutics, and grounded 

theory. However, of the methods available to the researcher only content analysis has an openness to it, 

since there are fewer rules to abide by; the beauty of the method is that the researchers are not limited 

when compared to other qualitative methods that have stricter rules and do not allow for the use of 

quantitative analytic methods which is permissible in content analysis (Long & Johnson 2000). Furthermore 

there exists varying definition of qualitative content analysis, however, the most preferred definition is the 

one by Krippendorff (2004) in which it was defined as “a research technique for making replicable and valid 

inferences from texts (or other meaningful matter) to the contexts of their use”, substantially limiting the 

interpretation of the verbal, visual or written data to the context in which they occur (Downe-Wambolt, 

1992). 
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Chapter 4 

DATA ANALYSIS AND FINDINGS 

 

Research Objectives Revisited 

This research aims to lay down a framework for the adoption of technologies by traditional 

insurance firms to support existing business processes currently handled manually; as part of the 

statement of the problem this research pointed out some of the problems not limited to increased 

costs of doing business including employing thousands of staffs to handle processes that otherwise 

could be handled with technology, and increased use of paper leading to a more toxic 

environment. Staying true to the research objectives which summarily is intended to identify 

technological trends applicable to the insurance industry, also to discuss factors that could hamper 

the adoption of these technology trends and finally explore areas for the implementation of these 

technologies and future technologies. As part of making the findings and analysis comprehensible, 

the findings are subdivided into various sections each linked to the conceptual framework and 

research questions. 

  Management Strategy and Technological Adoption  

   One of the questions posed by the researcher was factors that affect the adoption of technology, and 

this was further broken down into several sub-factors such as management strategy, customer behavior, 

and employee readiness.  

   To understand those factors we posed a general question to the interviews rather than break it down 

into those sub-factors, we relied on them to give us a broader view, of the five(5) executives interviewed 

three(3) believed Management Strategy plays a more prominent role than Customer Behavior which the 

remaining two(2) believed; furthermore, a follow-up question was posed regarding the role of Employee 

in technological adoption to with all interviewees responded that while this might be an issue for some 

firms it would not be an issue within their firm mainly because the CEO of the firm is tech-savvy and 

continuously pushes for digital innovation and this attitude has a domino effect on the other staffs. 

When trying to understand why and how Management Strategy affects the adoption of technology an 

example was provided, the example given used the Thai Government and its Digital 4.0 vision as a 

roadmap to digitization, when the government announced the initiative, other departments took cue 

and begun to reform with most moving from a paper-driven process to computer-driven processes. 



  

 

43 

 

   The results showed that once Management Strategy was set, this acts as a catalyst for technological 

adoption this finding tally rightfully with Agarwal et al. 2011 which assert that effective management in 

IT-driven business transformation is crucial to the success of a business. The implication of this study 

reveals that more attention should be paid to the management strategy or support for IT projects as 

that is a major if not the primary determinant for success or failure. 

 Customer Behavior and Technological Adoption 

  An often overlooked area in businesses today, in economics one of the earlier adages for 

capitalism used to be “Customer is King”, that however seems not to hold true for capitalist firms 

who are beholden to their investors first; before their customers, unfortunately, firms are learning 

the hard way to put customer satisfaction first and what better way to understand customer 

satisfaction than first having to understand their behavior to credibly predict their wants and 

possibly needs. Satisfied customers are keys to market success and provide a competitive advantage 

(Lou & Hombourg. 2007), customers being the source of revenue to the firms, therefore, customer 

satisfaction ranks high on the priority listing, in a data-driven age this aspect of business is best 

studied through the big data analysis of behavioral trends. In a study conducted by Stock et al. 

2013, the results showed that a direct study of customer behavior can be helpful, an example of 

direct customer behavior is customer feedback, this encourages the customers to submit their 

thought about a product or service, and these thoughts are further turned into actionable insights.   

 Technological Trends and the Insurance Industry 

      In the financial sector the insurance industry very often is highly resistant to change, fortunately 

in a fast-moving world the time to play catch-up is little and with threats from InsurTech, legacy 

insurance firms are very open to adopting these technologies, chief amongst them is business 

process management, blockchain, cloud computing and big data analytics.  While the interviewees 

acknowledged the numerous benefits inherent in the adoption of blockchain technology, there 

seems to be no concrete plan to neither adopt nor implement the technology yet, one of them 

placed that decision squarely at the foot of customers, the idea was if customers show interest then 

the insurance firm would have no reason not to implement it. Another beneficial but sparsely used 

technology is the Knowledge Management System (KMS), while the firm admitted they have and 

operate a KMS; some interviewees admitted it was being underutilized. In insurance the core 

business processes are Claims, Underwriting and Sales, all the technologies listed above have a role 

to play in these processes, particularly big data analytics and blockchain.  
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With Artificial Intelligence and Robotics growing in leaps and bounds, it comes as no surprise to tech 

watchers of the almost limitless applications it can be put to, even for an industry resistant to 

change as the insurance industry they still see a potential use of AI, one of the areas suggested by 

an interviewee was in house or location scouting and survey, drones could be guided for survey 

over humans physically scouting the area, alternatively AI could be involved in the processing to 

intelligently offer advice similar to what IBM Watson (IBM Corp. 2018) currently does. On robotics, 

while Asians particularly the Japanese are known for their groundbreaking research in Robotics the 

effects, however, is not felt in South East Asia and its environs, the opinions of the interviewees was 

that at this point in time there appears to be no real need for implementing robotics, furthermore, it 

was revealed that a team dedicated to exploring new technologies for a possible future 

implementation. 

 Government and the adoption of Technology 

     Under Thai law, all insurance firms irrespective of their categorization [Life or Non-Life] fall under 

the auspices of the Office of Insurance Commission [OIC], the OIC for a better part closely follows 

the lead of the Bank of Thailand [BOT] with regards to adopting and implementing technologies this, 

therefore, means a domino effect is observed in individual insurance firms, in plain words what this 

means is “OIC Leads and Insurance Firms follow”. 

  Environmental Concerns and Technological Adoption 

Given the ubiquity nature of environmental issues such as climate change, pollution, and 

greenhouse gas emission, these issues have generated and continue to generate lots of controversy 

particularly within the business sector which is bound to face the most regulation (Enkvist, P., 

Nauclér, T., & Rosander, J, 2007). Fortunately, the insurance sector deals primarily in the service 

industry, unlike those in the products industry, however, like the study referenced few lines up; all 

firms across industries will be impacted, interestingly as the interview went on, it became evident 

that environmental concerns played no significant factor in the adoption of technologies, although 

the insurance in this case study are heavily involved in Corporate Social Responsibility (CSR). A 

cursory visit to the headquarter in Bangkok several awards are showcased including awards for CSR 

efforts and promoting greener societies. As noted by one of the interviewees every year the firm 

wins an award for their Corporate Social Responsibility efforts and commitment to a cleaner society.  
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  Examination of the Research Hypotheses 

In the introductory chapter of this research paper under the research hypothesis subheading, five 

hypotheses were brought out, having analyzed the information providing by the interviewers this 

research proceeds to offer a stance on each hypothesis. 

4.6.1. The first hypothesis is that Management Decisions can positively influence the adoption of 

technology. This claim is based on the hierarchical nature of management especially in 

Thailand where seniority is strictly observed, and management is centralized.  

From the research analysis and findings this research indeed confirms this fact, nowhere is 

this effect felt than in a place with centralized management system, since the decision is a 

top-down, waterfall model it stands to reason that the management is primarily responsible 

for influencing the adoption of technology, and this decision is further communicated to 

the employees on the lower rung of the firm who in turn see to it that the project is 

successful. Also, of worthy note is the style of leadership employed by the top 

management as asserted by (Jonathan., M & Vissanu Z, 2012), the leadership style does 

indeed have a significant impact on the overall firms’ effectiveness of which implementing 

the adoption of technologies would fall into. 

A counter-hypothesis would be that in a decentralized management society the effect of 

top management decisions would not be felt as strongly compared to its centralized 

counterpart. 

 

4.6.2. The second hypothesis claims that Regulatory Decisions can influence the adoption of 

technology. While the study findings do not conclusively state that regulatory decisions 

from regulatory bodies such as the OIC does indeed directly impact on individual insurance 

firms adopting any technologies, it however, strongly opines that due to the domino effect 

the moves by the regulator bodies indirectly push these firms to adopt these newer 

technologies, although when it comes to privacy and security the regulatory bodies holds 

sway and can set rules on what technologies are acceptable or not.  

 

Countering this hypothesis would be the view that individual insurance firms are free to 

adopt whatever technologies they find beneficial to their businesses, while this claim is 
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technically correct, it, however, fails to take into cognizance the fact that the OIC is 

empowered by law to goad insurance firms into adopting specific technologies.   

 

4.6.3. The third hypothesis states that Environmental Factors might influence technology 

adoption. Of all the hypotheses in this study this was the only one to be rejected 

outrightly, although the insurance firm in this case study engages in certain activities to 

promotes a greener society it does, however, believes their technologies currently or to be 

implemented in the future have little negative impact on the environment; therefore, it is 

not a significant factor in the decision to adopt newer technologies. In fairness fair, this 

finding is restricted to this specific study; therefore, the possibility of it not being applicable 

to other insurance firms exists.  

 

As a counter to this hypothesis, it could be argued that since environmental issues is a 

collective effort, therefore all firms should show concern; furthermore, the solution would 

require firms to pay close attention to technologies and machinery to be adopted and or 

implemented. 

 

4.6.4. The fourth and penultimate hypothesis claims that Certain Technological Trends can 

influence the type of technologies to be adopted. In a highly competitive industry as the 

financial sector, the importance of adopting technologies cannot be overstated, however, in 

an age where new technologies are introduced in droves utmost care must be taken when 

deciding what technologies to adopt. As this research findings show, this hypothesis goes 

both ways, but ultimately the final decision centers on the relevance of the technology to 

the core insurance business process such as underwriting and claims processing.   

 

The counter-hypothesis would be the adoption of technology trends because it is what is in 

the now, this strategy is problematic in that, not all technology trends apply to the financial 

sector thus investing in them amounts to a colossal waste of fund that could be put into 

better use in other business areas.  

 

4.6.5. The fifth and ultimate hypothesis hypothesizes that Customer Behavior can influence the 

type of technologies to be adopted. This factor besides management factor is the next 
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most important factor to be considered, an example is the ubiquitous adoption of LINE (a 

PC and Mobile messaging application) by majority firms in Thailand as a social medium to 

reach directly to customers, while these firms do not exactly need the application, they are 

forced to adopt it due to the behavior of their customers most of whom use the 

application. In similar disposition customer behavior can affect these decisions, granted the 

final decision mostly is dependent on top management decision and the cost-benefit 

analysis, if the expected benefit outweighs the cost, then the adoption of the technology is 

given the green light.  

 

The counter-hypothesis posits that while customer behavior can and do actually influence 

the adoption of technologies it is not as important when compared to other factors, this 

position, however, is met with significant difficulties, namely the ignoring of customers 

behavior in a highly competitive industry such as insurance where Non-Life Insurance sector 

far outnumbers the firms in Life Insurance with a ratio of 3:1 is an indirect means of telling 

them to move to the competitor.  

 

  Data Analysis Findings Conclusion and Summary.   

The basic underlying of this chapter was to scrutinize factors that influence the implementation of 

technologies in the insurance sector using Thanachart Insurance as a Case Study; furthermore, the 

five hypotheses were raised, and counter-hypotheses offered as a means of comparison and 

contrast. After the analysis, these hypotheses were answered; the findings are summarized below.  

These findings conclusively proved that management decision, management styles, customer 

behavior, and regulatory decisions do indeed influence the adoption of technologies, while 

regulatory decisions do not directly influence the decision; regulatory bodies still play a crucial role; 

and finally, environmental concerns appear to play no significant influential factor.  

The next and final chapter will offer a full summary of the findings, to be discussed in detail are the 

limitations to the study, and most importantly recommendations for upcoming research, this study 

being probably the first of its kind will act as the base for further researches.  

 Summary Findings from Respondents.   
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Summary Interview 

Questions 

Interviewee A Interviewee B Interviewee C Interviewee D Interviewee  

E 

Management 
     

How does Management 

Strategy affect the 

adoption of technology? 

IT Vision Customers 

Satisfaction 

drives their 

decisions. 

Transformation

al Leadership 

C-Level 

management 

affinity for IT 

Customer Behavior 

drives the actions of 

top management 

What is the effect of Cost-

Benefit Analysis to the 

adoption of technologies? 

Important but 

if the benefit 

is substantial, 

the cost is 

irrelevant 

Benefit 

outweighs 

cost 

Provided the 

ROI outweighs 

the investment 

it is worth it 

Benefit 

outweighs 

cost 

Profit over Loss 

Dealing with InsurTech 

threats. 

Partner with 

them 

Partner with 

them 

Learn from 

them 

Partner with 

them 

Collaboration 

Role of the employee in 

the adoption of 

technologies 

• Depends on 

how Top-

Management 

communicate

s the benefits 

to them  

• Willingness 

to embrace 

change 

• Could be a 

problem as 

most 

employees 

are old and 

used to 

manual 

processes   

• Resistant to 

change. 

Top 

Management 

can create a 

communique 

to encourage 

employees to 

be open-

minded 

Employees 

follow the 

rules laid 

down by top 

management. 

Management 

Strategy out rules 

employees 

Customer Behavior 
     

Does Customer Behavior 

have any effect on the 

adoption of new 

technologies? 

No Yes Not necessarily Not to a high 

degree 

Yes 

If Yes! How?  
 

Their 

behavior 

influences the 

decision of 

top 

  

Customer Behavior 

is analyzed, and the 

use of specific 

technologies helps 

in planning 
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management 

to adopt 

technologies. 

If No! Why? Customer 

follow the 

firms' 

direction 

 
While 

customer 

behavior can 

influence a 

specific 

decision, it 

does not at 

the high-level 

Customer 

Behavior is 

considered 

only as a side 

factor 

 

Technological 

Infrastructure Availability 

     

Can the unavailability of 

certain technological 

infrastructure influence 

the adoption of 

technologies? 

No No No No No 

If Yes! How?  
     

If No! Why? IT Team must 

follow tech 

trends if they 

aim to stay 

relevant 

• If the 

benefit is 

anticipated 

then the 

infrastructure 

will be 

provided. 

• In some 

case when 

the 

infrastructure 

is unavailable, 

it can be 

The firm tries 

to stay with 

the times, by 

using up to 

date 

infrastructure 

or providing 

support for 

integrating new 

systems to the 

existing 

system.  
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outsourced. 

Government or Regulators 

Policies 

     

What role does 

government or regulators 

policies play in adopting 

newer technologies? 

IOC drives 

firms' to be 

innovative 

and adopt 

newer 

technologies 

IOC is fully in 

support of 

firms' 

adopting 

newer 

technologies.  

The firm tries 

as much as 

possible to 

abide by IOC 

regulations 

The IOC 

provides 

guidelines for 

the insurance 

industry to 

adopt 

The BOT and IOC 

acts as influencers 

for insurance firms 

Environmental Concerns 
     

Do Environmental 

Concerns affect the 

adoption of technologies? 

Yes; the firm 

prides itself as 

a Green Firm.  

No; service 

firm does not 

have any 

direct impact 

on the 

environment 

Not directly 

since insurance 

firms do not 

provide any 

product 

No; service 

firm does not 

have any 

direct impact 

on the 

environment 

Insurance is a 

service industry; 

therefore, 

environmental 

concerns rank low 

but not irrelevant 

Corporate Social 

Responsibility 

Involved in 

several CSR 

Projects 

within the 

kingdom of 

Thailand 

The firm 

engages in 

CSR Projects 

around 

Thailand 

Involved in 

several CSR 

Projects in 

Northern 

Thailand 

Involved in 

several CSR 

Projects by 

giving to the 

monks and 

visiting 

temples 

Involved in several 

CSR Projects within 

the kingdom of 

Thailand 
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Technologies 
     

What technologies are 

currently being 

implemented? 

Business 

Process 

Management, 

Big Data, 

Knowledge 

Management 

Systems. 

Business 

Process 

Management, 

Big Data, 

Knowledge 

Management 

Systems. 

Knowledge 

Management 

System and 

Business 

Process 

Management 

Big Data 

Analytics, 

Mobile 

Applications, 

Digitization, 

BPM 

Business Process 

Management, Big 

Data Analytics, 

Cloud Computing. 

Will Blockchain be 

implemented soon?  

Not in the 

near future; 

the 

technology is 

relatively new 

and being 

studied. 

No. 

Unless the 

need arises 

based on 

changes in 

customer 

behavior. 

Not at the 

moment. 

This depends 

mostly on the 

need. 

Not at the moment, 

should customer 

behavior indicate 

the need for this, 

the firm will decide. 

If Yes! In what way will it 

assist the existing 

processes? 

     

How can Big Data 

adoption aid the 

insurance process? 

In the Claims 

and 

Underwriting 

processes 

Sales, Claims 

and 

Underwriting 

Processes. 

In the core 

processes of 

the insurance 

industry 

Sales, Claims, 

and 

Underwriting 

Processes. 

Underwriting and 

Claims. 

What future does Artificial 

Intelligence and IoT hold 

for insurance? 

• AI in 

studying 

customer 

behavior and 

complex 

analytics;  

• Not looking 

into IOT for 

now. 

• AI can be 

used for 

analytics. 

• IOT Benefit 

is currently 

unknown. 

AI will be 

deployed in 

data 

processing 

since insurance 

deals heavily 

on complex 

data.  

Big Data 

Analytics and 

data 

processing 

Data Analysis and 

regarding IOT 

currently there is no 

use for this 

technology yet. 
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What are your thoughts 

on Robotics in the 

insurance industry 

Drone Aerial 

Survey 

Drone Aerial 

Surveillance 

for Accidents. 

The Insurance 

industry has 

little use for 

robotics at the 

moment 

Robotics 

works well for 

other 

industries, 

very little use 

in the 

financial 

sector 

Unmanned drones 

can be used for 

scanning and taking 

pictures of landmass 

or accident location. 
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Chapter 5 

RECOMMENDATION AND CONCLUSION 

 

This case study sought to understand selected factors that might affect the adoption of technology in the 

insurance sector, so far this study has proved that certain factors indeed play an essential role in the 

eventual adoption of selected technologies, also exposed was the critical role management styles plays. To 

buttress and shed light on the case study five hypotheses were examined alongside antithesis which could 

serve as a building block for future research. One of the hypotheses examined the role of management, and 

it was believed that the role of management would have a positive influence; the results supported this 

hypothesis like most of the hypotheses, although the result indicated non-support for the third hypothesis 

regarding Environmental Factors influencing technology adoption. 

The insurance sector represents a vital arm of the financial industry, as this research earlier espoused the 

sector is strategically divided into Life, and Non-Life Insurance, the insurance firm in this case study is a 

significant play in the Non-Life insurance sphere. This study further highlights the indisputable role 

management plays; leadership styles and in particular transformative leadership techniques which greatly 

aids effective communication from employers to employees (Felfe, J., & Schyns, B., 2004). Of worthy note is 

the revelation that employees play little to no role in the adoption of these technologies; instead, they 

carry out tasks as assigned by management. In the significance of the research, it was opined that a principal 

aim of the study was to lay a groundwork for upcoming studies and even as a guide for legacy firms on 

imperatives to ensure the successful adoption of technology, the results in the study provides a positive 

outlook for those firms seeking to adopt it. Customer behavior no doubt is a crucial issue for businesses 

worldwide, it could be argued that big data as a concept was developed specifically to address this issue, e-

commerce firms take advantage of customer behavior through the use of big data analytics to analyze and 

offer personalized products or services best believed to suit that particular customer; against the initial 

presupposition of this study the results indicated a deviation towards a slight disagreement on the role of 

customer behavior in the eventual adoption of technology, this position can be used in future researches. 

Despite the global focus on the environment, this study conclusively did not accept the third hypothesis on 

the role of environmental factors. On the other hand, the second hypothesis regulatory decision was 

partially supported, while the fourth hypothesis on technological trends was supported. 
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  Recommendations 

A realistic inference based on the result of this study would be for managers to adopt a transformative 

leadership style, the role leaders play in the success or failure of a project is crucial as Agarwal et al. 2011 

inferred the effective management plays a crucial role in mitigating the failure of a project; in a similar line of 

thought, Iyengar et al. 2015 asserts in terms of communicating the potential benefit of technologies to 

employees this task rests squarely in the palms of the management.   

Another crucial recommendation gotten from the result of this study is the view espoused by one of the 

interviewees, the suggestion was for firms to consider the cost-benefit analysis before embarking on the 

implementation of new technology and only when the benefit far outweighs the cost should the project be 

greenlighted. In a 2017 study by Ivanov and Webster on the cost-benefit analysis of technological adoption, 

these costs might include installation costs; upgrade costs, implementation costs, maintenance costs, 

procurement costs, staff training costs, specialist hiring costs, etc. Alternatively, future research could be 

done solely on how these costs can influence the adoption of technology by a firm. 

In addition to the aforementioned recommendations, while the results from the study indicated that 

Employee Readiness was not considered in the adoption of technologies, this research suggests that having 

employees input on technological adoption might be a step in the right direction since it would appear to 

be a form of motivation (Walden & Hoffman, 2007), very often employees are hesitant to accepting change 

primarily due to fear of loss of control (Benlian & Hess, 2011), thus having them as part of the process quells 

such fears. 

Finally, the last recommendation would be the non-financial factors that could influence the adoption of 

relevant technologies; these factors would serve well for future researches, and these factors include but 

are not limited to organizational culture, the complexity of the technology, customer readiness in using the 

new technology.    

5.1.1. Recommendations for Top Management 

Top Management should take a more strategic role in defining and laying down the ground 

rules for technological adoption, in a digital age must be a long-term commitment to 

process digitization and overall use of Information Technology tools to streamline, 

optimize, and maximize business processes. More importantly, these strategic policies must 

translate financial benefits to the stakeholders. 

5.1.2. Recommendations for Middle Management 
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Middle management play an important role in communication channels between 

operational managers and top management; therefore, they must be equipped with the 

relevant information required for the operational managers and ensure credible feedback to 

top management; they also must communicate the long-term benefits to the operational 

management.  

5.1.3. Recommendations for Operational Management 

In terms of operations management, traditionally this level of management is believed to 

apply only to firm’s production goods which would require some level of operations, within 

the service industry particularly the financial sector the prerogative of operations 

management would be the managing of the workforce, part of this task includes 

communicating the benefit of the technologies being adopted both economically as well as 

wellness such as less tasks to manage etc. In addition, given that operation managers deal 

directly with floor workers, this means they have direct feedback from the end user, and to 

ensure employees align with the strategic vision of the firm the operation management is 

responsible for organizing programs, suggesting better remuneration packages and 

encouraging a feedback culture irrespective of its negativity. Alternatively, they could allow 

the employees to suggest useful technologies to be adopted by the firm, and this helps in 

making the employees feel welcomed and needed.  

5.1.4. Recommendations for the Financial Sector at Large 

While this study was strictly limited to the insurance sector and a specific firm, the findings 

could very well apply to other industries but for the sake of brevity and the family to which 

the insurance sector falls in; this recommendation would be limited to the financial sector. 

The recommendation is that all level of management show a long-term commitment to 

the use of technologies to improve business processes, a decentralized structure be set up 

to allow for employees to gain more responsibilities and more experience in how these 

technologies affect them and the business at large, a culture of learning should be 

encouraged amongst the employees, if possible workshops be set up to transfer 

knowledge, these classes could be handled by the employees themselves. As an 

imperative for top management is to show transformational leadership skills in order to 

positively impact others below them in the hierarchy; and finally, always get feedback from 

the end users or customers before making a final decision, while this study showed that 
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customer inputs were not really considered; it would be highly rewarding if this factor is 

taking into proper consideration as the case may require.  

 

 Limitations of the Study 

As is the case with most studies, this study also has its limitations, for the sake of clarity the limitations are 

subdivided into three distinct parts. 

The principal limitation is the language barrier; this study was conducted in English while the Insurance firm 

in the case study is a Thai organization, although the interviews were conducted exclusively in English; the 

possibility of words, phrases or sentences being misunderstood exists. Thus, it is befitting for future 

researches to consider dual languages to accurately capture the thoughts, responses, and opinions of their 

respondents. 

The next limitation is interview scheduling, respondents chosen for this research were high-level players 

most of whom held the Vice President’s title hence it was hard booking an interview spot, in some cases as 

many as two interviews were held on the same day with different interviewees all to avoid having to 

reschedule forever. To avoid this scenario repeating itself, it might be necessary to form an alliance with the 

personal assistant or secretaries of the interviewees to make scheduling a meet a less herculean task.   

The third and final limitation bothers on information provided, as part of the interview process specific 

questions were left unanswered by the interviewees on purpose, the reason given was that specific 

information were in a sense “classified” or could not be provided for privacy reasons. A future researcher 

could do well to find out what questions are considered private and those that are not, the purpose of this 

exercise is to aid in the preparation of the questionnaire to be used [Structured or Semi-Structured] which in 

turn means the responses would be more productive.  

Summarily, this study proves that more researches in the insurance industry in Thailand are warranted, and 

significant focus should be on technology and customer behavior. With the government of Thailand touting 

and pushing for Thailand 4.0 (Languepin, 2016) and a digital economy this presents a wholesome 

opportunity for researchers. Alternatively, researchers can use the different hypotheses presented in this 

study as the antithesis as the basis of their research.  
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 Conclusion 

This paper believed to be a pioneer study in this field scrutinized the various factors influencing the 

adoption of technology in insurance firms; using Thanachart Insurance as a case study; as a probable pioneer 

study, this paper bridges a vital information gap in this field of study. It points out albeit briefly the benefits 

that accrue with adoption technology these benefits are not limited to cost savings, time-saving, and more 

streamlined processes with a high degree of accuracy. Besides those benefits, the crux of the study borders 

on factors such as customer behavior, management strategy, technological trends, regulatory decisions, and 

environmental factors, etc. and how they influence the adoption of technology, all the factors 

aforementioned are crucial in the final decision, however, as noted earlier some other factors were not 

considered within the scope of this study, all in unison are to be considered by the management team 

before opting for new technologies. Of utmost concern would be management strategy and customer 

behavior, it is possible for a mismatch between customer expectations and firms offering based on a wrong 

analysis of customer behavior thus the imperative inherent in grasping a good understanding of the 

customer; with regards to management, they play a crucial role both in shaping the future of the firm and 

communicating the profits of implementing such technologies; as several studies assert the management is 

ultimately responsible for the outcome of a project. Future research might need to study the effect of 

various types of costs on the adoption of technology in the financial sector, of extreme importance for 

future research would be a study on specific technologies and the benefits they might provide to the firms 

when incorporated into their existing setup.  

In conclusion, this study acts as an icebreaker of sorts, the limits to the benefits of technologies to business 

are mostly dependent on the implementation and usage, adoption is just one part of the puzzle, adoption 

on its own provides no benefit to the firm, only actual implementation does. However, despite the need for 

more technologies either to make work more comfortable, or cut costs, or optimize processes one thing 

remains which is the environment, concern must be shown for the environment and technologies adopted 

should support a cleaner environment and efforts at giving back to the community goes a long way in 

connecting to the customer; and last but not the least concern for employee, with the rate at which 

Artificial Intelligence (AI) grows in leaps and bounds it comes as no surprise that many non-technical 

employees would be laid off, however, there still needs to be human factor at play, investing in these 

employees by empowering them with the knowledge required to use these technologies goes a long way in 

determining the ultimate success or failure of the project for which those technologies were adopted. 
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