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E-insurance is a new approach based on information technology, which its
implementation can have a significant impact on the performance of insurance
organizations. The purpose of this study was to investigate the factors affecting
the implementation of e-insurance and its impact on competitive advantage and
profitability at the customer (B2C) level. First, by reviewing the research
literature, various factors affecting the implementation and implementation of
electronic insurance at the customer level have been investigated. The data
collection tool was a researcher-made questionnaire. The statistical population
of this study was the employees of selected insurance companies, which was
determined 320 individuals by the method of structural equations, and SPSS and
PLS statistical software were used to analyze the data. Based on the results of the
research hypotheses, the impact of all factors considered at the customer level
like data quality, ease of use, perceived value, e-security and reliability on
electronic insurance was confirmed. Electronic insurance implementation also

Keywords: has a positive and significant effect on competitive advantage and profitability.
Electronic insurance, Based on the findings, the final model for the successful implementation of
competitive advantage, electronic insurance in the insurance industry, provides a valuable perspective
profitability, ease of use, | for researchers and insurance companies on implementation e-insurance and its
reliability, E-security benefit.
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Extended Abstract

1. 1. Introduction

In the current era of globalization,
insurance companies operate in a very
competitive environment and to be
successful in such an environment, they
must operate effectively. In recent years,
insurance companies have been affected
by a series of financial and technological

changes. Changes such as the
advancement  of information and
communication technologies, the

globalization of financial services and
economic development. These changes
have had a significant impact on returns,
productivity changes, market structure,
and industrial performance. Insurance
activities can be provided to insurers
through electronic services and using
intelligent technologies. However, the lack
of innovation in the service delivery due to
market needs has created a frustrating
experience for ~ many  insurance
companies. Electronic insurance markets
need to invest in infrastructure in their
technical resources and capacities.
Implementing e-insurance accurately
identifies needs and requirements, refines
information, changes people's situations,
and ultimately satisfies clients. The
growing focus and desire for e-commerce
has made the issue of implementing new
technology at the consumer level very
important. Accordingly, the
implementation of new technology by the
user is considered as a future challenge of
electronic services and digital channels,
and the factors affecting it should be
examined and researched. In addition, in
recent years, competitive advantage has
been defined as a business strategy and
the ability of an organization to provide
better goods or services in a more efficient
and effective way than its competitors.
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Therefore, insurance companies must gain
a competitive advantage by providing
distinct service strategies, and technology
can help create agile insurance
organizations and a  competitive
advantage. Profitability is also the most
important and reliable indicator of the
success of an insurance company because
it is a broad indicator of an insurance
company's ability to increase its income
level, which should be considered as a
consequence of implementing e-
insurance.

2. Objective

The purpose of this study is to identify the
factors affecting the implementation of
electronic insurance at the customer level
and its impact on the competitive
advantage and profitability of the selected
insurance companies in Iran.

3. Data/Methodology

The statistical population in this study
includes managers and employees of the
selected insurance companies in Iran,
such as Asia, Parsian, Pasargad, Kowsar,
Alborz, and Dana. The three factors for
choosing insurance companies included
market share, profitability, and wealth
level. The sample size of this study was
considered 320 individuals selected
through structural equations. For a review
of literature and research background, the
library method was used and the opinions
of university professors and company
experts were asked. To collect data from
managers and employees of the selected
insurance companies, a researcher-made
questionnaire was designed based on a
five-point Likert scale with 3 questions
related to electronic insurance, 15
questions related to factors affecting
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customers, 6 questions related to
competitive advantage, and 4 questions
related to profitability. Also, descriptive
statistics has been used to analyze the data
and inferential statistics (structural
equation modeling) has been used to test
the research hypotheses and determine
the relationship between the independent
variables and dependent variables. SPSS
and Smart PLS Software were used to
analyze the data.

The measurement models were
investigated by indices, such as reliability,
convergent validity, and divergent validity.
The reliability of the scale was measured
by three criteria: Cronbach's alpha,
composite reliability, and factor loading
coefficients. Cronbach's alpha was greater
than 0.7 for reliability based on the internal
correlation of items. Composite Reliability
(CR) shows the reliability of constructs due
to the correlation of their items with each
other and its value above 0.7 indicted that
it was appropriate. Convergent Validity
(CV) has been proposed as a criterion for
convergent validity and its optimal value
was higher than 0.5. According to the
values reported, all latent variables had
Cronbach's alpha and composite reliability
above 0.7, which indicates the appropriate
reliability of the model. The mean value of
Average Variance Extracted (AVE) for the
latent variables was higher than 0.5.
Therefore, the convergent validity of the
measurement models was also desirable.
Factor loadings were calculated through
the correlation value of the characteristics
of a construct with that item and its
appropriate value was equal to or greater
than 0.4. Fornell and Larker criteria were
used to evaluate the divergent validity of
the measurement model. Acceptable
divergent validity of a model indicates that
one construct in the model has more
interaction with its characteristics than
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other constructs. Divergent validity is at
an acceptable level when the amount of
AVE for each construct is greater than the
common variance between that construct
and the other constructs in the model.

4. Results/Findings

The criterion for measuring the
relationship between the constructs in the
model (structural part) was significant. If
the value of this number exceeds 1.96, it
indicates the correctness of the
relationship between the constructs and
thus confirms the research hypotheses at
a confidence level of 0.95%. As can be seen
from the values of t-statistic and p-value,
the hypotheses about the t-statistic values
greater than 1.96 and the p-values less
than 0.05 are accepted. However, where
the t-statistics were less than 1.96 and the
p-values were greater than 0.05, the
hypothesis is statistically rejected. Based
on this, all research hypotheses are
confirmed. According to the first to fifth
questions of the research and according to
the results of the effective factors at the
customer level and the path coefficient,
the important factors are information
quality, reliability, electronic security,
perceived value, and ease of use.
According to the sixth hypothesis of the
research and according to the results, the
implementation of electronic insurance
has a positive and significant effect on
competitive advantages. According to the
results, e-insurance implementation has a
positive and significant effect on
profitability.

5. Implications

Implementing e-insurance can reduce
internal business processes and the cost of
automation and improve real-time
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performance and information
management. Second, it can reduce
commissions paid through intermediaries
because it can be sold directly to the
customer. In this regard, the quality of
information and content provided in
electronic insurance systems is a key to
the success of electronic insurance
programs. This issue can be due to the
need of the insured for various types of
information on services and insurance
products, as well as their ambiguity when
using electronic systems. Additional
information to meet the needs of
customers to complete the process of
electronic services plays a prominent role
in the success of the implementation of e-
insurance.  Therefore, before the
implementation and operation of e-
insurance service systems, the managers
of insurance companies are suggested to
prepare useful, practical, and educational
information in a comprehensive and
codified program to create more
participation of customers with electronic
insurance programs. Also they should
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strive to consider other aspects of the
quality of electronic services such as
reliability, electronic security, and ease of
use of the customer-oriented aspect of the
electronic insurance system. Considering
the electronic security in the design and
the implementation of electronic
insurance neutralizes the threats and risks
of using e-insurance systems. Also, due to
the electronic security in e-insurance
systems, customers use the systems with
more confidence. Also, observing the
components of ease of use in the
implementation of electronic insurance
leads to greater participation and
promotion of electronic services. In this
study, a layered model was presented to
successfully implement e-insurance. It is
suggested that based on this model and in
the form of a scientific research project,
the document of electronic insurance
transformation of the country be compiled
and provided to decision-making
organizations and institutions in this field.
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