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KaHJIUAAaT €EKOHOMIUYHUX HayK,

JOLIEeHT Kadeapu (piHaHCOBUX TEXHOJIOTH Ta GaHKIBCHKOTO O13HECY
3axionoykpaincokuli HayioHAILHUL YHIgepCUmem

KEY PROBLEMS AND DIRECTIONS OF DEVELOPMENT
OF DIGITALIZATION OF THE UKRAINIAN INSURANCE MARKET

Fedorovych Iryna. Key problems and directions of development of digitalization of the insurance mar-
ket. The main problems of the development of digitalization of the insurance market of Ukraine were analyzed.
It was argued that the main reasons for the low level of development of the insurance market digitalization are the
high cost of appropriate technological upgrades, the lack of professional qualification of employees of insurance
companies, the high level of insurance fraud, and the overall low level of confidence in insurance companies.
It was substantiated that today the main technological trends in insurance are: chat-bots, Big Data, Blockchain,
multi-channel communication, Mobile ID, Bank ID, the creation and maintenance of large information centers,
the use of information technology and wireless technology in insurance. It is proved that the positive factors in
the development of digitalization of the insurance market are the emergence of the possibility of using new fi-
nancial instruments in the context of digitalization, the diversity of insurance products, the increase in the share
of remote interaction of insurance market participants, the creation of digital insurance infrastructure. The key
areas of further development of the digitalization of the insurance market are the development of artificial intel-
ligence and the Internet of Things, Big Data, telematics, as well as protection systems aimed at preventing the
implementation of digital threats.

Key words: insurance market, digitizing, digitalization, InsurTech, Blockchain, Big Data, digital technology,
Internet.

®enopoBuy I.M. KiirouoBi npodiemn Ta HanpsiMmu po3BUTKY H{u(poBi3anii cTpaxoBoro puHKy YKpaiHm.
[IpoananizoBaHO OCHOBHI ITPOOJIEMH PO3BUTKY NU(POBI3allii CTPaxXOBOTO PUHKY YKpaiHH. ApryMEHTOBAaHO, 10
OCHOBHHMMHM NMPUYMHAMH HU3BKOTO PIiBHS PO3BHTKY IU(POBI3allii CTPaXoBOrO PHHKY € BUCOKA BAPTICTh BiJIO-
BIIHUX TEXHOJIOTIYHUX OHOBJICHb, HEJOCTATHIN piBeHb MpodeciitHol kBamidikaii mpaliBHUKIB CTPAXOBUX KOM-
MaHill, BUCOKMH PiBEHb CTPAaXOBOTO MIaXpaicTBa, 3aralbHUN HU3BKUI PiBEHB JOBIPH IO CTPAXOBUX KOMIIAHIMN.
OOrpyHTOBaHO, II0 HA CHOTOAHI OCHOBHUMHM TEXHOJOTIYHUMHU TPEHAAMH Y CTpaxyBaHHi €: gar-60tu, Big Data,
Blockchain, 6araroxanansamii 38's130k, Mobile ID, Bank ID, cTBopeHHS Ta 00CIIyroByBaHHS BEIMKHX iH(pOpMa-
LiHHUX LEHTPIB, 3aCTOCYBaHHS 1H()OPMAIIITHUX TEXHONOTIH 1 TEXHOJOTIH 06e3pOTOBOTO 3B'SI3Ky B CTPAaXyBaHHI.
JloBeieHO, 1110 MO3UTUBHUMU (paKTOPaMU BILTUBY HAa PO3BUTOK IU(POBi3aLlii CTPaXOBOr0 PHHKY € MOSIBA MOXKIIH-
BOCTI BUKOPUCTaHHS HOBUX (PiIHAHCOBUX IHCTPYMEHTIB B yMOBax U poBizallii, pi3HOMaHITHICTh CTPaXOBHUX MPO-
IYKTiB, 301JIbIIEHHS YACTKU AUCTAHLIWHOT B3a€MO/IiT CTPaXOBUX YYaCHUKIB PUHKY, CTBOPEHHS LIU(PPOBOI cTpaxo-
Bo1 iH(pacTpykTypu. BcraHoBIEHO, MO OUIBIIICTS CTPAXOBHKIB HA BITYU3HSIHOMY PHHKY IPOIIOHYIOTH KIIIEHTaM
TaKi TIOCIYTH, K KYIMIBJIS CTPAXOBOTO IMOJICY OHJIAWH, BIPOBAKCHHS HOBITHIX MU(POBUX TEXHOJIOTIH y 0i3-
HEC-TIPOIIECH Ta IUTAHyBaHHS IXHBOI IisTTBHOCTI, OIJIaTa CTPAXOBUX IMOCIYT TUCTAHIIHHO. APTyMEHTOBAHO, IO
M dpoBi TEXHOJIOTIT BIIKPUBAIOTh HOBI KOHKYPEHTHI TepeBar JJis CTPAXOBUKIB: BIPOBA/KCHHS 1HHOBAI[IHHUX
TEXHOJIOT1H y Oi3HeC, CTBOPEHHS CTATHCTUYHHUX 0a3 JaHHUX, TEXHOJOTIYHI IIU(PPOBI CEPBICH IS 1HIUBITyaTbHUX
CTPaxXOBHX IMPOIO3HINH, CUCTEMHA TpaHcopMallisi BIIHOCHH 3 KIII€EHTaMU. PO3mIssHyTO MOCBi (paHIly3bKHX
Ta aMEPUKAHCHKUX KOMITaHIN B KOHTEKCTI nu¢poBizamii AisIBHOCTI CTPaxXOBUX KOMIIaHIN 100 BUKOPHCTAHHS:
TEXHOJIOTi1 OnoK4eliHy; mIaThopMu Ha 0a3i MITy4YHOTO IHTENEKTY, SIKi 3aMiHIOIOTH JIIOACHKUN BXiJ 3a JOIOMO-
rOI0 TaKUX (DYHKIIH, K aBTOMATHYHI PEKOMEHJAIil MPOAYKTiB; BUPIIIEHHS 3aMuTiB yar-60TamMu. BeTanosneHo
KJIIOUOBI HaIPSMHU TOAAJIBIIOTO PO3BUTKY IU(POBi3allii CTPaXOBOr0 PUHKY: PO3BUTOK IITYYHOTO IHTENEKTYy Ta
Iurepuery peueit, Big Data, Tenematuku, a Tako)k CUCTEM 3aXHCTY, CIPSIMOBAHUX Ha MEPENIKOAN B peaiizaril
urudpoBUX 3arpo3.

KurouoBi ciioBa: crpaxoBuid puHOK, nudposizarist, aipkuraiizanis, InsurTech, Blockchain, Big Data, nudposi
TEXHOJIOT11, IHTepPHETHU3AILis.
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Articulation of issue. Nowadays, the traditional insur-
ance business model is gradually transforming into an
innovative one. Therefore, digitalization is one of the driv-
ing factors in the development of the insurance market.
The introduction of modern digital products and technolo-
gies gives insurance companies a number of competitive
advantages, including increased decision-making speed,
new opportunities to expand the insurance portfolio, more
accurate risk assessment and fraud detection. The main
purpose of implementing innovative technologies for an
individual insurer is primarily to improve insurance prod-
ucts and services, as well as to increase the efficiency of
its business processes. For the whole insurance market,
the digitalization becomes a massive factor in enhancing
its competitiveness. Therefore, the development of the
insurance market in Ukraine is increasingly dependent on
the introduction of new technologies of digital economy,
affecting the technology of insurance, but not changing its
economic essence. As a result of the use of digital tech-
nologies in the insurance market, the efficiency and profit-
ability of the insurance industry will increase; new services
and insurance products will appear.

Analysis of previous studies and publications. Sig-
nificant contribution to the study of the process of digita-
lization in the insurance market made the following scien-
tists: O. Agres, V. Bazylevych, V. Galushchak, O. Gudz,
S. Egorycheva, O. Zhylyakova, V. Margasova, S. Osadets.
Despite the large number of scientific papers in the field of
digitalization of insurance, practical use of digitalization
processes by Ukrainian insurers remains unresolved.

Problem statement. The purpose of the study is to
consider the peculiarities of the development of digitali-
zation in the insurance market of Ukraine and to provide
suggestions on ways to improve it.

Statement of the basic study data. Digitalization of
insurance is defined as a part of economic relations due to
the presence of insurance interests of companies and citi-
zens and their satisfaction by means of digital technologies.
That is, digital insurance is a means of implementing insur-
ance based on digital technology. The term “digitalization”
means the transformation of analog forms of information
storage into a digital form and, in fact, is synonymous with
the term “digitalization” [9, p. 203].

Digitalization is also used in such processes as account-
ing, risk assessment, etc. The degree of development of digi-
talization will largely depend on the level of development
of well-established blockchain technologies. Nowadays, the
main problems of digitalization include: the existing compe-
tition of digital channels with other channels of services of
insurers; security of access to personal data; lack of person-
nel; the difficulty of using digital technology due to the need
to pay high costs for IT equipment and training of specialists.

Digitalization in the insurance sector requires the most
effective use of various innovative computer technologies to
ensure optimal interaction between insurers and policyhold-
ers. Put it another way, such action means that all functional
areas of the insurance company will change. The main objec-
tives in this case are to increase profits, optimize costs and
develop new segments of the insurance market [7, p. 103].

Digitalization entry in the insurance market is facilitated
by the emergence of the possibility of using new financial
instruments in the conditions of digitalization; instability of
the insurance service; assessment of insurance services; finan-
cial nature of insurance activities; diversity of insurance prod-

ucts; increase in the share of remote interaction of insurance
participants; creation of a digital insurance infrastructure.

The above positive results of the impact of digitaliza-
tion on the insurance market are mainly due to the new
technological capabilities: the abandonment of the circula-
tion of paper documents, the large collection of insurance
data, automatic data processing and analysis, sharing of
insurance information by different parties, the possibility
of selective analysis, the provision of insurance service to
the customer online.

There are several stages in the development of digitali-
zation [2, p. 16]:

The first stage is the development of individual infor-
mation technologies and their use to solve specific prob-
lems, that allow improving certain aspects of any activity;

The second stage is the development and implementa-
tion of computing platforms, which are hardware and soft-
ware complexes that provide a basic set of services needed
to perform certain tasks. In this case, the platforms can be
universal or created to perform specific management tasks;

The third stage is the development and implementation
of networks at different levels (local, regional, national and
international), combining different IT and individual IT plat-
forms. Networks help to combine the necessary computing
platforms, which contributes to increasing their joint func-
tionality, as well as the creation of new business models.

The major technology trends in insurance nowadays
that could revolutionize business processes are:

— Chatbots — virtual interlocutors that can take over an
important part of call center functions, answering urgent
questions and preparing insurance proposals;

— Big Data — analyzing and processing an extensive
series of detailed information about insured persons and
injured parties;

— Blockchain — a distributed data access system that
increases trust in online products;

— Multi-channel communication — integration into a very
convenient environment with a variety of online and offline
communication channels, including all types of devices;

— Mobile ID, bank ID — digitization of the insurance
policy, digital signature and remote identification;

— Liki24.com has developed special software that col-
lects data from all pharmacies on the market and collabo-
rates with insurance companies. Once the doctor tells the
insurance company the diagnosis and the prescribed medi-
cine, the insurance company manager can immediately see
on the map which pharmacies have everything you need,
which pharmacies can compare prices and automatically
book or order delivery.

Meanwhile, among the latest computer technologies
used by modern insurance companies should be high-
lighted: the creation and maintenance of large information
centers, ensuring the implementation of business processes
online, modern production technologies, the use of infor-
mation technology and wireless communication technolo-
gies in insurance.

However, there are several factors that hinder the devel-
opment of digitalization of the insurance market: the high
cost of relevant technological upgrades, the low consumer
demand for insurance programs, which involve the use of
modern computer technology, the need for further adapta-
tion of innovative technologies to the relevant insurance
products, the lack of professional qualification of employ-
ees in the insurance industry, the high level of insurance
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fraud, disinterestedness of the insurance companies in
the insurance industry, which may be the main reason for
online insurance, due to large losses; overall low level of
trust in insurance institutions and insurance culture.

However, there are several factors constraining the
development of digitalization of the insurance market:
the high cost of relevant technological upgrades; low con-
sumer demand for insurance programs that involve the use
of modern computer technology; the need for further adap-
tation of innovative technologies to appropriate insurance
products; insufficient level of professional qualification
of insurance companies employees in the relevant indus-
try; high level of insurance fraud; disinterest of insurers
in large types of insurance, which may be the main rea-
son for the Internet insurance, because of the large losses;
a general low level of trust in insurance institutions and
insurance culture.

At the present time most insurers offer their customers
such services as online insurance policy purchase, imple-
mentation of the latest digital technologies in business pro-
cesses and planning their activities, allowing the customer
to pay remotely. The processes of digitalization of the
insurance sector can be accelerated by further development
of the use of computer technology in the insurance market,
obtaining permission for intermediary activities when sell-
ing insurance policies in digital form [4, p. 5].

Most insurers offer the consumer such a service as
online insurance policy purchase, are introducing the lat-
est digital technology into their business processes, and are
planning to expand this activity in the coming years by pro-
viding customers with remote settlement. At the same time,
these processes in the insurance sphere can be accelerated
by further development of the use of computer technolo-
gies in the insurance market, as well as by getting approval
for the intermediary activities when selling insurance poli-
cies in digital form. Ukrainian insurance companies are
ready to offer universal products that can be purchased
both online and offline. Ukrainians are increasingly using
mobile applications, because they appreciate the simplicity
and convenience of such purchases. As for the connection
between the two, the marketplaces perform 100%, which
leads to the conversion of the interested customer.

The main benefits of digitalization in the insurance
market can include: transformation of existing business
strategies and expansion of the customer base; ensuring
customer loyalty; creating a business image of the insurer
among competitors; ensuring financial guarantees, optimal
management structure and effective functioning of busi-
ness processes for internal stability and financial sustain-
ability of the insurer.

Along with this, digitalization of insurance companies
improves the customer experience and reduces the cost of
customer acquisition. Customers expect the right informa-
tion to be transparent, easy to understand and fast. Insur-
ers are trying to meet these demands by deploying artifi-

cial intelligence-based platforms that replace human input
with features such as automated product recommendations
and solving queries by chatbots. For example, Esurance,
an American insurance company, is taking a direct digital
approach to insurance customers, eliminating intermediary
agents to offer lower and more competitive rates. At the same
time, the French insurance company AXA, offers an insur-
ance product to protect customers against flight delays based
on Ethereum blockchain. Insurers use blockchain technol-
ogy to reduce sales and distribution costs, and therefore offer
microinsurance products with low margins, which was not
possible due to high sales and distribution costs [11, p. 194].

The main areas of progress in the digital transformation
of the insurance industry are:

— development of a digital risk insurance infrastructure,
the purpose of which is primarily to assess the cause of the
insured event;

— insurers agree on the high strategic importance of dig-
ital transformation for the success of their company, trying
to unleash its full potential;

— past investments in digital self-service platforms and
robotic process automation have been successful;

—insurers are aware that they need new ways to adapt their
workforce to deliver a truly digital vision for the organization;

—development of artificial intelligence and the Internet;

— the quality of protective systems aimed at impeding
the implementation of digital threats.

Change management is the biggest obstacle for insur-
ance companies on the road to a digital organization.
Insurers must make structural changes to ensure the last-
ing impact of their new technology and develop their
workforce, often partnering with technology companies to
address digital skills gaps.

Conclusions. Today's insurance market cannot func-
tion effectively without the use of digital technology; it
creates new opportunities for its development. Digital
technologies open new competitive advantages for insur-
ers: the introduction of innovative technologies in busi-
ness, the creation of statistical databases, technological
digital services for individual insurance proposals, and the
systematic transformation of relationships with customers.

Many Ukrainian insurance companies have already
realized the benefits of digital insurance, as the introduc-
tion of digital innovations in the insurance market allows
policyholders to understand that they work with a company
that uses the latest tools and technologies to provide better
services. At the same time, digitalization in the insurance
market helps insurers do their jobs better, speeds up the
introduction of new products into the market, and helps
policyholders get better insurance terms and services.

Therefore, the continuation of the digital transforma-
tion of the insurance industry is the main driver of the
Ukrainian insurance market in the near future. Digitaliza-
tion of insurance business processes becomes an effective
management lever.
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