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PROFILE

VIVEKANANDA INSTITUTE OF MANAGEMENT STUDIES (VIMS) promoted by a group of
professionals in association with the parent organization M/s. Zawawi Powertech Engineering L.L.C., a
renowned MNC, operating from Sultanate of Oman with 3500 employees. VIMS is run by Coimbatore
Education Foundation, is a highly reputed standalone B-School approved by AICTE New Delhi and
Permanently affiliated to Anna University, Chennai, and Accredited with A Grade by NAAC, with an
avowed goal of achieving human excellence by means of Academic and Allied programs. It is ranked 1%
among top B- Schools in Coimbatore for Learning experience, Top 5 Best Bschool in Tamilnadu, 68th
among top Private B-Schools in India and 28th among top B-Schools in South India by Business World
and business today. VIMS B-school prepares the students to fill the quality gap and meet the industry
expectations through its Two-Year full-time MBA Program. Methodologies in teaching adopted at VIMS
are devised in such a way that the real-world experiences are perfectly simulated in the class-room. The
program architecture of VIMS is designed to provide a holistic education in the field of management.

Objectives of Vichaara

1. To be a vehicle of academic research, documentation and dissemination of management
innovation and practice.

2. To maintain the quality of publication by means of achieving high impact factor and
securing a coveted place in the Social Science Index Citation and online database.

VICHAARA AN International Journal of management, print version (ISSN 2347-4076) is a bi-
annual double blind and peer-reviewed journal promoted by Vivekananda Institute of
Management Studies. Vichaara is a medium for academicians to share the current developments
and perspectives on research stratagem, business / management diplomacy and paradigms of
Business, Management and allied Social sciences. The journal invites robust papers that
contribute to the area of research in business a management and related disciplines. The journal
carries the following features:

Business Research
The articles on Quantitative and or Empirical in nature are published with Research problems,
Hypotheses, Findings and Suggestions.

Case Studies
Business and management practices in diverse institution context specific cases shall be published.
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Guidelines for Authors
The authors are advised to follow the guidelines, given below:

« The authors are advised to submit the original contribution only.

o A declaration has to be made by the authors that the contribution is not sent for any
publication, in any form, for any purpose.

« The empirical based papers will have preference over others.

« There can be single author or multiple authors.

« All the manuscripts must be prepared in MS Word, the paper font must be Times New
Roman, 12-point, 1.5 line spacing.

o The first page should contain title of the study, name(s) of the author(s), current
designation, affiliation, telephone number and email address. Mailing address of the primary
and secondary authors should be mentioned.

« Do not write authors’ name elsewhere in the manuscript as the paper will be sent for double
blind peer review.

« The second page should contain title and abstract of maximum250 words followed by five
(5) keywords.

« The full article should have a maximum of 3000 words excluding the title and abstract
page.

« All tables, charts and graphs should be in black colour. Wherever necessary, the source
should be indicated in bottom. The number of tables used is restricted to 3.

o Authors are expected to adhere to standard academic writing.

« Please follow the latest edition of APA referencing style for every type of reference.
Sample Book Reference

Daft, L. (2012).Leadership. Delhi: Cengage Learning.

Sample Reference to Chapter in Book

Nancy W.Nix.(2001). Supply Chain Management in the Global Environment, JohnT. Mentzer
(Ed.). Supply Chain Management (pp.27-58).New Delhi: Sage Publications, Inc.

Sample Journal Reference

Pandey, R., & Raman,V.(2012).Financial Inclusion in Uttar Pradesh and Bihar Journal of
Social and Management Sciences.41(2). 147-164.

Disclaimer

Vichaara, its Editors and Publisher disclaim responsibility and liability for any statement of
factor opinion made by the contributors. The responsibility for permission to use any
copyright materials is exclusively lies with the contributors concerned.

Copyright Policy

Author (s) should affirm that the material has not been published previously. It has not been
submitted to another journal, and it is not under consideration by any other journal. Vichaara
will be the holder of copy right of published articles. Articles published in Vichaara should not
be reproduced or reprinted in any form, either in full or in part, without prior permission from
the Editor.
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EDITORIAL

It is heartening to see that the ninth issue of the VICHAARA AN INTERNATIONAL
JOURNAL OF MANAGEMENT has been brought out successfully. An educational journal is a
platform where knowledge gets amplified and disseminated; research results and innovations are
documented and unique experiences are shared for enhancement of knowledge. The design
architecture of Vichaara is made in such a way that it becomes a comprehensive document to
reflect the different dimensions of Management discipline. Business Research forms the core
part wherein original, empirical based research papers are included. This issue comprises articles
on recent issues in business world from different disciplines. These articles show a
methodological way of conducting a research and presenting their findings. Findings on
technology influence, cultural changes in the organizations, behavioural changes among the
consumers and their expectations have been presented with relevant facts. We invite scholarly
articles and research papers and write ups on robust cases. Suggestions and views from readers
and scholars are solicited for the qualitative improvement of the Journal.
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AN OVERVIEW OF THE ROLE OF INFORMATION TECHNOLOGY IN THE
INSURANCE SECTOR

Dr. A. Saravanakumar, Head and Assistant Professor, Department of Commerce
Rathinam College of Arts and Science (Autonomous) Coimbatore, Tamil Nadu, India

Abstract

The insurance industry is known to be one of the oldest financial services industries. It has undergone
significant changes over the years and has transformed itself into a highly digitized and data-driven
industry. With the advent of Information Technology, the insurance industry has been able to
transform its operations and processes. This paper examines the role of Information Technology in
the insurance industry. It discusses the various ways in which Information Technology has
transformed the insurance industry, including how it has improved customer experience, enabled
more efficient operations, and increased the accuracy of underwriting and risk assessment. The paper
concludes that Information Technology has become a critical component of the insurance industry,
and it will continue to play a significant role in shaping its future.

Keywords: Information Technology, Insurance, Digital Transformation, Customer Experience,

Underwriting

Introduction

The insurance industry is one of the oldest and most established industries globally. It has been around
for centuries and has evolved significantly over the years. Insurance companies are known for
providing financial protection to individuals and businesses in the event of unforeseen circumstances
such as accidents, illnesses, and natural disasters. The industry has traditionally been a highly
regulated and labour-intensive sector, with many processes requiring significant manual input.
However, with the advent of Information Technology (IT), the insurance industry has been able to
streamline its processes, reduce costs, and improve customer experience.

IT has transformed the insurance industry in numerous ways, including how insurers manage
their data, assess risks, and engage with customers. The application of IT in the insurance industry has
brought about a new era of digital transformation. Insurers are using IT to enable them to manage data
more efficiently, streamline operations, and improve customer experience. In this paper, we examine
the role of IT in the insurance industry, including how it has improved customer experience, enabled
more efficient operations, and increased the accuracy of underwriting and risk assessment.
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Dr. NA. Ponnila Harshavardhini, et al. (2025) states that with the rapid growth of technologies such as
Artificial Intelligence (Al), automation, machine learning, and data analytics, it is crucial to
understand how employees perceive and adapt to these

advancements

Improved Customer Experience

One of the significant ways that IT has impacted the insurance industry is through improved
customer experience. IT has enabled insurers to communicate with customers more efficiently and
effectively. Customers can now purchase insurance policies, file claims, and receive pay-outs all from
the comfort of their homes through online portals and mobile apps. IT has also enabled insurers to
provide personalized services to customers through data analytics. Insurers can analyze customer data
to tailor insurance products that meet specific customer needs. For example, if a customer travels
frequently, an insurer can offer them a travel insurance policy that is customized to their needs.

IT has also enabled insurers to automate their customer service processes. Chatbots and other
automated systems can handle routine inquiries, allowing human customer service representatives to
focus on more complex cases. This has improved the speed of customer service, reducing wait times
and increasing customer satisfaction. IT has also enabled insurers to offer 24/7 customer service,
providing customers with around-the-clock support.

More Efficient Operations

Another significant way that IT has impacted the insurance industry is through more efficient
operations. IT has enabled insurers to streamline their processes and reduce operational costs. Insurers
can now digitize their documents, reducing the need for manual paperwork. IT has also enabled
insurers to automate many of their processes, such as claims processing, underwriting, and policy
management. This has resulted in faster turnaround times, reduced errors, and increased efficiency.

IT has also enabled insurers to use data analytics to gain insights into their operations. Insurers
can analyze data from various sources, including social media, to gain insights into customer
behaviour and preferences. They can use this information to optimize their operations and improve
their products and services.Kaur. R et al (2024) reveals in findings that technology plays a crucial role in
the functioning of ultramodern design, leading to remarkable improvements in both efficiency and overall
performance when compared to traditional design approaches. By using innovative software solutions, design
processes can enhance decision-making, streamline workflows, and optimize the use of resources. These
advancements are made possible through the integration of Al-driven analytics, cloud-based collaboration
platforms, and automation tools.
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More Accurate Underwriting and Risk Assessment

IT has also enabled insurers to improve the accuracy of their underwriting and risk assessment.
Insurers can now access vast amounts of data from various sources, including social media, to better
understand their customers' needs and preferences. This enables them to tailor insurance productsto
specific customer segments, resulting in more accurate underwriting and risk assessment. IT has also
enabled insurers to automate their underwriting processes, reducing the risk of human error and

improving the accuracy of risk assessment.

Insurers can now use advanced analytics to analyze data and develop risk models that enable them to
identify high-risk customers accurately. They can then adjust their pricing strategies to reflect the
level of risk associated with individual customers. This has led to more accurate underwriting and
reduced instances of fraudulent claims.

IT has also enabled insurers to better manage their claims processes. Claims management is a
critical component of the insurance industry, and IT has enabled insurers to streamline this process
significantly. Insurers can now use automated systems to handle routine claims, allowing human
claims adjusters to focus on more complex cases. This has resulted in faster claims processing times,
reducing the time it takes for customers to receive pay-outs.

IT has also enabled insurers to use data analytics to identify fraudulent claims. Fraudulent
claims are a significant issue for insurers, and IT has enabled them to identify and prevent fraudulent
claims more effectively. Insurers can analyze data to identify patterns of fraudulent behaviour,
enabling them to take preventative measures.

Conclusion

In conclusion, IT has become a critical component of the insurance industry. IT has enabled
insurers to transform their operations and processes, resulting in improved customer experience, more
efficient operations, and more accurate underwriting and risk assessment. IT has enabled insurers to
streamline their processes, reduce costs, and improve their products and services. Information
Technology has also enabled insurers to use data analytics to gain insights into their operations,
enabling them to optimize their operations and improve their products and services.

The insurance industry will continue to be impacted by IT in the future. As technology
continues to advance, insurers will need to stay abreast of these changes to remain competitive.IT will
enable insurers to continue to improve their operations and products, resulting in better customer
experiences and increased profitability.
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