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Abstract

The insurance industry in India has rapidly
become digitalized which has increased
the pace at which InsurTech is developing;
allowing the purchasing of policies online,
automated underwriting, and digital claims
management throughout the end-to-end
process. Although these developments
have been made, not all demographic
groups and regions have adopted the
digital insurance due to low insurance
literacy, usability issues, perceived risk,
and issues of trust. The paper is a synthesis
of the available empirical evidence that
aims to determine the key determinants of
InsurTech adoption in India and suggest a
complex, context-sensitive conceptual
framework. Using an integrative literature

review of based

UTAUT/UTAUT2, TAM, TRA, and the

studies on

DeLone and McLean Information Systems

Success Model, the study reduces the
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determinants to seven layers

interrelationships, including technology
beliefs (performance and expectancy of
effort), service quality (system,
information, and service quality), trust-risk
perceptions, user capability (self-efficacy
and insurance literacy), social influence,
institutional support (perceived regulatory
assurance), and behavioral intention. The
synthesis  shows  that  performance
expectancy, ease of use, quality of service,
social influence, insurance literacy, and
regulatory support are always supportive
of adoption, and perceived risk, privacy
and security concerns, and low digital
capability are always barriers especially
among older and less digitally skilled
users. The suggested model goes a step
further to develop a holistic model that has
testable hypotheses to be empirically

validated in the Indian setting. The
research provides a cohesive theoretical

framework to guide research in the future



and provide practical empirical evidence to

insurers, InsurTech companies, and

policymakers interested in promoting the
inclusive, trustful, and sustainable digital

insurance adoption in India.

Keywords: InsurTech, Digital insurance,

Adoption intention, UTAUT2, TAM,

insurance literacy.
I. INTRODUCTION

The insurance industry is changing rapidly
due to digitisation in India due to the

increased  insurance  coverage, the

development of digital infrastructure and

the implementation of artificial

intelligence in underwriting and claims
(Cao et al., 2020). The adoption of
technology in insurance facilitates
purchasing of policies online, automated
of claims

The

evaluation risks, and

management throughout.
developments are more efficient, better
customer experience and lower transaction
cost (Xu & Zweifel, 2020 ). Nevertheless,
even with such technological development,
the insurance penetration is low, as shown
in the report (Swiss Re Institute report,
January 2024) due to the disparity in the
utilization of online insurance among
consumers within the demographic groups

and regions.

The low insurance literacy rates, usability

difficulties, perceived risk and trust issues,
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poor adoption of digital insurance are
pinpointed as the result of empirical
evidence in a number of studies available
in India and other developing countries
(Ricky and Sfenrianto, 2024; Chandran
and Tholath, 2025; Stanly et al., 2025; Wei
et al., 2025; Melia and Mani, 2025).
Insurance is a risk financial product
because of information asymmetry, long-
term commitment of finances, and slow
processing of claims. Due to these
features, the consumers will judge the
online insurance sites not merely in the
context of convenience but also within the
framework of security, credibility, and

institutional assurance.

Research focused on India in terms of the

adoption of online health insurance
acceptance shows that effort expectancy,
performance expectancy, social influence,
trust and facilitating conditions have a big
influence on behavioural intention (Stanly,
Aruna, and Thangam, 2025).
Simultaneously, the research, which relies
on the idea of Al-based digital insurance
services among older adults, proves that
although the use of Al-based services can
be adopted, satisfaction tends to be lower
than usual due to privacy and security
concerns, insufficient user training, and
financial risk (Chandran and Tholath,
2025). All these pieces of evidence

indicate that adoption is not only



conducted on the basis of technological
convenience but also on the quality of
experience, the ability of the user and the

confidence of the institutions.

A fragmented perception of InsurTech

adoption still exists in this

Available

regard.

literature usually looks at
individual constructs or focuses on certain
demographic  groups, limiting the

generalizability and theoretical
assimilation. It has a need of thorough
synthesis that combines the knowledge of
leading adoption models and
contextualizes them to the heterogeneous
market in India. The present research
highlights a number of gaps in the
research; in this respect, the present study
will focus on identifying and synthesizing
the key issues that affect InsurTech
adoption in India, and finally, develop a
comprehensive conceptual framework with
testable hypotheses to be used in the

Indian context in the empirical research.

By fulfilling these research aims, the paper
will offer a single theoretical basis to be
used by other empirical studies in the
future and it will also offer guidance to
practitioners and policymakers who are
striving to ensure that more people in India
embrace digital insurance, which is a
country with low insurance penetrations

and low insurance literacy.
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II. CONCEPTUAL BACKGROUND:
INSURTECH AND ADOPTION IN
EMERGING MARKETS
InsurTech is a term that describes an
integration of digital
of

technologies in

insurance  delivery services and

operations including artificial intelligence,
blockchain, mobile platforms and big data
analytics (Palmié et al., 2020; Gupta et al.,
2022; 2022). As the

Patel et al.,

technologies used by insurers are
integrated, the underwriting process is
streamlined, claims management process is
automated, there is more personalised
products and customer engagement.
InsurTech also changes the seat of trust
that relies on the human factor in the
traditional insurance distribution system
that relies on interpersonal interaction
through intermediaries to digital interfaces
and institutional processes.

Factors of adoption in emerging
economies are not similar to those of
developed country where perceived
usefulness and ease of use are one of the
key determinants. Literacy levels, trust of
the service providers, trust in the
regulatory frameworks, and perceived risk
also affect the decisions in emerging
markets (Wei, Talib,& Sharif,2025). The
contexts are characterised by the existence

of digital divide, unequal levels of

financial capacity and heterogeneous



access to infrastructure, and adoption
dynamics are complex in nature.
The latest empirical studies give insight
into the factors that determine the adoption
of InsurTech. The long UTAUT models
reveal that self-efficacy and performance
expectancy, social need, price value and
perceived regulatory support play a
the

Sfenrianto,2024).

significant  role in adoption

intention(Ricky &
that financial

Research incorporates

literacy in UTAUT also accentuates that

performance expectancy, effort
expectancy, and social influence are
driving factors to adoption, whereas
facilitating conditions are especially
specific to rural users(Wei, Talib,&
Sharif,2025). TRA- based research

demonstrates that trust, insurance literacy,
subjective norms and attitude purchase

intention are among the young working

adults.

Performance expectancy, effort
expectancy, trust and social influences
central to online health insurance

acceptance are also present in the Indian
setting, with privacy and security issues
continuing to become an impediments to
the process(Stanly, Aruna, and Thangam,
2025). Marketing oriented research has
shown that social media communication,
personal selling and electronic word-of-
influence trust

mouth and purchase

intention( Melia & Mania, 2025). These
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results of the available literature indicate
that a perfect model of India ready
InsurTech adoption should have the ability
factors,

to  incorporate  capability

institutional ~ confidence,  technology

beliefs, and risk-trust mechanisms.

III. REVIEW METHOD:
INTEGRATIVE LITERATURE
SYNTHESIS

In this study, the researcher uses an
integrative review method to synthesize
empirical research findings on InsurTech
and the adoption of digital insurance.
Integrative reviews allow synthesizing
research results of various theoretical
traditions and different methodological
which the

designs, contributes  to

development of the theory and the creation

of models.
The review concerned the articles
published in 2017-2025 that explore

consumer adoption of digital insurance or
similar financial technologies. The articles
that were based on UTAUT/UTAUT2,
TAM, TRA, and the DeLone and McLean
Information Systems Success Model were
prioritised because of their explanatory
capability and a broad range of
application. Specific focus was put on the
studies carried out in India as well as

similar emerging markets in Asia.



Thematic domains were identified and
important construct were captured and
clumped into five domains:

a) Technology perception (performance
expectancy, effort expectancy)

b) Trust, risk and security perception

c) Capability factors,

d) Social influence

e) Regulatory and institutional environment.

The synthesis process was carried out by
comparing the results of empirical studies
and finding convergent and divergent
findings and mapping

This

relationships

between  constructs. procedure
informed the formulation of an integrative
the Indian

conceptual framework to

context.

IV. THEMATIC SYNTHESIS
DETERMINANTS OF
INSURTECH ADOPTION IN
INDIA
Based on the review,

the

this part will

integrate main determinants of
InsurTech adoption in India by grouping
them into the five interconnected areas:
technology perceptions, trust, privacy, and
perceived risk, service and system quality,
capability  factors, and social and
institutional influences. Collectively, these
areas shed light on the multidimensionality
of the digital insurance adoption in the

emerging markets.
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4.1 Technology Perceptions: Usefulness

and Ease of Use.

In both UTAUT and TAM traditions,

performance  expectancy/  perceived

usefulness appears to be the most
predictable predictor of adoption intention.
When users assume that digital insurance
portals can increase the efficiency,
decrease the time of transactions, increase
the level of transparency, and make claims
processes easier, they are more inclined to
use InsurTech (Ricky and Sfenrianto,
2024; Wei et al, 2025). Perceived
usefulness in the insurance environment is
strongly associated with physical results
like quicker policy issuance, instantaneous
monitoring of claims and the availability

of customized product.

The expectancy of effort or the perception
of ease of use is another important factor
especially in the situation where the

complexity of onboarding, language
barrier, and interface design cause friction.
Users that view digital insurance platforms
as simple and user-friendly are more likely
to use them (Wei et al, 2025).
Nevertheless, a number of studies suggest
that convenience can be less important
than trust-related issues in high-stakes
services like insurance (Stanly et al,

2025).



In India, where the digital capability

differs significantly based on age,
education, and location, the quality of user
experience is a determining factor. When it
comes to older adults, lack of knowledge
about Al-driven interfaces can eradicate
confidence and satisfaction (Chandran and
Tholath, 2025). Therefore, perceived
usefulness should be supported by the
availability = of design and clear
communication to bring the potential of

technologies to actual use.

4.2 Trust, Privacy, and Perceived risk.

The nature of insurance transactions is one

of uncertainty, delayed benefits, and
possible loss of money. Consequently,
digital channels are judged by consumers
on the basis of a perception of trust in the
provider and a perceived risk on the
technology. Trust is an expression of the
belief that a platform will act in the best
interest of the user, protect personal
information and respect claims. Perceived
risk includes financial loss fears, fear of
misusing data, fraud, and fear of rejection

of claims.

In India-specific research, lack of trust and
privacy issues are always mentioned as
key impediments to the use of digital
insurance (Stanly et al., 2025). The
concerns about data privacy and financial

safety are especially relevant among older
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adults, and they are frequently intensified
by the lack of digital experience (Chandran
and Tholath, 2025). These issues have a
influence satisfaction and

direct on

continuance intentions.

The longitudinal UTAUT studies find non-
significant effects of perceived risk in
certain samples (Ricky & Sfenrianto,
2024), which shows that risk perceptions
can be dependent on user experience,
demographic profile, or a high level of
institutional cues. Meanwhile, perceived
risk can be mitigated where regulatory
frameworks can be observed, and
platforms are sufficiently developed. But,
in the Indian case, where digital exposure
is heterogeneous and regulatory awareness
is uneven, the risk perceptions continue to

play a central role in adoption decisions.

4.3 Quality of Digital Service:

Information, Service Quality, System.

DeLone and McLean Information Systems

Success Model focuses on three
dimensions of quality, namely, system
quality, information quality and service
quality. System quality refers to the
reliability, usability of the platform, and
of  the

the

responsiveness platform;

information quality is accuracy,
completeness, and clarity of information;
service the

quality is efficiency of

customer service and solving problems.



Experimental results in the case of
digitally native users show that these
quality dimensions play a significant role
in intention to use and perceived trust
(Umran et al.,, 2025). The quality of
information is of particular importance in
digital insurance since the terms of the
policies, exclusions, premiums, and
conditions of the claims are complicated.
Badly laid out or vague information may

increase mistrust and perceived risk.

Clarity of information is a key determinant
of the adoption in India where insurance
literacy has wide variations. Sites that do
not convert technical policy language into
comprehensible words are likely to drive
away users and strengthen the reliance on
the old intermediaries. Good system
performance and responsive service are
hence not functional features but building

blocks in the creation of credibility.

4.4 Capability Factors: Insurance

Literacy and Self-Efficacy

The self-efficacy as a belief in the
possibility to use digital services on your
own is a central factor in technology
adoption. Users who have stronger self-
efficacy are more ready to test new
platforms and continue on the way to
initial challenges (Ricky & Sfenrianto,
2024). Self-efficacy in digital insurance

makes it less dependent on an agent and
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allows users to operate policies

independently.

Insurance and financial literacy also

minimize ambiguity by improving the
capacity of the users to screen the

products, compare alternatives, and

comprehend the contractual terms.

Literacy-based studies that incorporate
literacy in adoption models show that

financially literate users have higher

adoption intentions and literacy has the
ability to moderate important relations,

including reinforcing the relationship

between usefulness and

intention (Wei et al., 2025).

perceived

The marketing-oriented studies in the new
markets point to the fact that the purchase
behavior is still influenced by literacy and
interpersonal support (Melia & Mani,
2025). In India, where trust is traditionally
mediated by agents, literacy programs can
be used to change the reliance on inter-
informed self-

personal assurance to

reliance, thus ease the transition to digital.

4.5 Social Influence, Subjective Norms

and Social Need

Social influence in UTAUT and subjective
norms in TRA are used to reflect how
individuals believe that important people
want them to use a technology. Under
community  based

kind of

collectivist or

environments, this influence



justifies new practices and minimizes
uncertainty. The importance of social

influence in  influencing InsurTech
adoption is always proven with the help of
empirical studies (Wei et al., 2025; Mohd
Rom et al., 2025). The indicators of safety
and normative approval are peer usage,
family support, and community approval.
These long models further theorize the
social need, which represents the perceived
need to embrace the use of digital services
in a digitizing society (Ricky & Sfenrianto,
2024). These influences can be more
quickly diffused in India, where financial

decisions are highly socialized, first time

users and late adopters.

4.6 Regulatory and Institutional

Support

The perceived regulatory support and

regulatory expectancy decrease uncertainty
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by indicating that digital insurance

platforms are regulated in a system of

consumer  protection, redressal  of

grievances, and legal

Prolonged UTAUT research reaches the

responsibility.

same conclusion on regulatory support as a
direct predictor of adoption intention

(Ricky and Sfenrianto, 2024), and

information systems studies reveal that

regulatory expectancy positively

influences intention and trust (Umran et
al., 2025). In the case of Indian consumers,
they can be reassured of fears of fraud and
malpractice by the regulatory bodies like

the Insurance Regulatory and

Development  Authority  of  India.

Regulatory clarity serves therefore as an
institutional alternative to interpersonal
the attainment of

trust facilitating

legitimacy by digital channels.



V. PROPOSED CONCEPTUAL MODEL AND HYPOTHESES

a. Conceptual Mode

Technology
perception

d ormance

ectancy (PE)
o Effort expectancy
(EE)

Trust-Perceived
Risk Effects

o Perceived Trust (PT)

e Perceived Risk (PR)

Quality Effects

* System Quality (SQ)
o Information Quality

Behavioural

aQ
¢ Service Quality
ServQ)

Capability Effects
o Self-efficacy (SE)

o Insurance Literacy

aw

Social Factors

e Subjective Nomms

(SN)

Institutional
Factors

® Perceived
Regulatory Support

®S)

Intention to
Adopt InsurTech

Figurel: The proposed Conceptual Model of the Study

b. Hypotheses

Technology beliefs — Behavioural

intentions

H1: Performance expectancy positively
influences behavioural intention to adopt

Insurtech in India.

H2:  Effort expectancy  positively

influences behavioural intention to adopt

InsurTech in India.

-Trust and Behavioural

Quality

Intention
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H3: System quality positively influences

behavioural intention to adopt InsurTech.

H4: Information quality positively
influences behavioural intention to adopt

InsurTech.

HS: Service quality positively influences

behavioural intention to adopt InsurTech.
Trust-Risk Effects

H6: Perceived trust positively influences

behavioural intention to adopt InsurTech.



H7: Perceived risk negatively influences

behavioural intention to adopt InsurTech.
Capability Effects

HS8: Self-efficacy positively influences

behavioural intention to adopt InsurTech.

H9: Insurance and financial

the

literacy
strengthen relationship  between
performance expectancy and behavioural

intention.
Social and institutional effects

H10: Social influence or subjective norms
positively influence behavioural intention

to adopt InsurTech.

H11:  Perceived support

regulatory
positively influences behavioural intention

to adopt InsurTech.

c. Practical Implications
The results of this research provide some
practical implications on both InsurTech
companies and conventional insurers. To
begin with, there should be clarity and
simplicity in platform design. The quality
of information is paramount in insurance
because the terms of the policies, the
exclusions, and the procedures of claims
Technical

nature.

be

are complex in

terminology must converted into

straight forward, easy to understand

content with the help of graphics,

calculators, and step instructions in digital

interfaces. Second, trust has to be built in
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for that grievance regressal

purpose

mechanism  should be strengthened,

dependable payment gateways should be
used.. Third, companies ought to embrace
assisted digital journeys which blend
automation and human service. The hybrid
chat-based

models, advisors,

e.g.,
helplines, and onboarding support, are
especially relevant to older adults and first-

time wusers, who feel anxious about

artificial  intelligence-driven  systems.

Lastly, marketing communication is
recommended to predict tangible value by
focusing on quicker assertions, less
paperwork, and customized coverage to
enhance performance

To

expectancy and
and

the

trial.
the

prompt policymakers

regulators, findings indicate
significance of the institutional assurance
in influencing the adoption of digital
insurance. Digital insurance platforms can
be disclosed using clear and standardized
disclosure norms that reduce information
asymmetry and guard against misleading
representations by the consumer as a
visible trust signal can be certification
trusted platforms especially to new users.
Besides these, massive insurance literacy
and digital capability initiatives are also
necessary particularly on the rural and

1s low

These

semi-urban areas where there

awareness and  confidence.
initiatives can be incorporated into the

existing financial inclusion initiatives and



provided in schools, community centers,
and digital public infrastructure. To enable
an InsurTech-driven ecosystem for
making insurance inclusive and sustainable
in India policymakers can enhance
regulation and user capability.
VI. CONCLUSION

The results of this research provide some
practical implications on both InsurTech
companies and conventional insurers. To
begin with, there should be clarity and
simplicity in platform design. The quality
of information is paramount in insurance
because the terms of the policies, the
exclusions, and the procedures of claims
nature.  Technical

be

are complex in

terminology must converted into

straight forward, easy to understand

content with the help of graphics,

calculators, and step instructions in digital
interfaces. Second, trust has to be built in

for that grievance regressal

purpose

mechanism  should be strengthened,

dependable payment gateways should be
used.. Third, companies ought to embrace
assisted digital journeys which blend
automation and human service. The hybrid

models, chat-based  advisors,

e.g.,
helplines, and onboarding support, are
especially relevant to older adults and first-

time users, who feel anxious about

artificial  intelligence-driven  systems.

Lastly, marketing communication 1is

recommended to predict tangible value by
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focusing on quicker assertions, less

paperwork, and customized coverage to

enhance performance expectancy and
prompt trial. To policymakers and
regulators, the findings indicate the

significance of the institutional assurance
in influencing the adoption of digital
insurance. Digital insurance platforms can
be disclosed using clear and standardized
disclosure norms that reduce information
asymmetry and guard against misleading
representations by the consumer as a
visible trust signal can be certification
trusted platforms especially to new users.
Besides these, massive insurance literacy
and digital capability initiatives are also
necessary particularly on the rural and
is low

These

semi-urban areas where there

awareness and  confidence.
initiatives can be incorporated into the
existing financial inclusion initiatives and
provided in schools, community centers,
and digital public infrastructure. To enable
an InsurTech-driven ecosystem for
making insurance inclusive and sustainable
in India enhance

policymakers can

regulation and user capability.

VII. FUTURE RESEARCH
DIRECTION
This research can be expanded in a number
of critical ways in the future. To begin
with, the empirical verification of the

suggested conceptual framework by the



different demographic groups, including
rural and urban users, the diverse income
groups, and the different age groups,
would enhance the knowledge on the
of

heterogeneity InsurTech

To

adoption

behavior. study the relationship
between intentions and continued use in
the long term, as well as the effect of trust
and perceived risk on repeated interaction
with the platform longitudinal research
design can be adopted. These studies
would assist in differentiating between
first adoption and continuance behavior
which is especiallsy important in insurance
situations where there are infrequent yet
high stakes interactions. Secondly, more
contextual variables can be introduced into
future work, which will entail the socio-
cultural and infrastructural diversity in
India. of

Digital perceived fairness

algorithmic  decision-making,  digital
resilience and language accessibility are
constructs that can provide more
comprehensive explanations of adoption in
technology enabled insurance systems.
Survey-based models might be enhanced
with qualitative or mixed-method designs
that would reveal more cognitive and
emotional mechanisms of trust creation
and resistance to digital insurance. Lastly,
cross-country research in the emerging
economies might evaluate the applicability
of the suggested framework and reveal

institutional or cultural peculiarities. This
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[1]

2]

[3]

[4]

would not only improve theory, but it
would also educate policymakers and
practitioners on how InsurTech can be
applied in various developmental settings
without

compromising inclusivity and

protection of consumers.
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