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Marketing 
Before Industrial Revolution

• Personalised 
Service

• One-to-One 
Communication



Marketing 
After  Industrial Revolution

• Mass 
Communication 
Strategies

• Relevancy of 
Message 
degraded 



Marketing 
After  Information Technology  Revolution

• Mass 
Communication

• Database 
Marketing

• Relevant and 
Personalised
Manner  
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MULTI -
MEDIA

BROADER  PERSPECTIVE  OF  I. T.



Today’s Business Environment

• Dynamic
• Driven by competition
• Service level based
• Technology based
• Global



What is Technology Influencing?

• Reshaping the way we do business
– Distribution

– Customer and Supplier Relationship 
Management

– Marketing
– Communication

– Administration
– Human Resource Management



Global Premium Growth 1980-2005
Source –Swiss Re
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World Life Insurance Penetration

Source - IRDA Source - IRDA



World Non-Life Penetration

Source - IRDA





Life Insurance Premium-India
Life Insurance 
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Non Life Insurance Premium- IndiaNon Life Insurance Premium Underwritten Year Wise
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India - Key Highlights of IT-ITES Sector performance
NASSCOM 



Insurance  Business Environment

• Proliferation of new selling channels
• Improving customer service
• Automation and Process Integration
• Unstructured and complex data handling
• Varying document formats
• Competition from other financial institutions



I.T. Milestones
– Imaging , Document Management & 

Workflow
– Networks

– Call Center  : Manual / Auto / Auto-
manual

– Video Kiosks
– Video Linking
– Mapping
– Data warehouse / Data Mart
– E-Commerce, M-Commerce
– Smart Card(mini-computers on a chip)



CRM



E-Commerce
• Buying and Selling of

–Products
–Services
–Information

Over the Internet



E-Business
• Product Conception/Creation
• Manufacturing & production
• Distribution
• To the customer
Over the Internet



Benefits of E-Insurance

• Information collection : better and cheaper
• Improved Service : Policy & Claims
• Reduced Costs
• New Ways of doing Business
• Increased  Sales
• Global Accessibility : Logical distance 
• Real time, value added Knowledge Base



Business Challenges

• Change in the Insurance Operations
– Role of Agents : reduced or redefined
– Specialize in different risks
– Operations : Clarity and transparency  
– Reduction of High overhead for low priced 

products 
– Integration of various components of the 

Insurer’s  Information systems



Business Challenges
• Taxation
• Regulatory Framework

–Control over the Insurance Providers
• Policies to prevent deceptive advertising, 

fraud , failure  to  pay claim

• Solvency conditions

• Legal Framework





Slow Pace of E-insurance

• Regulatory Impediments
• Concerns about disrupting 

existing distribution channels
• Difficulties posed by on-line 

underwriting
• Doubts about willingness of 

consumers to deal with insurers 
on line



Statistics : India
• Internet use at 0.4% of the adult population 

i.e. 1.8 million people
• Web users are well-educated, cosmopolitan 

and early adopters of new technology and 
electronic devices

• 49.5% of Internet users are in age group of 
18 to 24 while 77% are male

• Obstacle : 2.2 lines per 100 citizens
»Low quality of communication  lines





ICT Initiatives -
• LIC – (SMS)

– Premium notices through SMS services 
– On-line premium payments 
– Info/Call Centers 

• Tata AIG Life Insurance Company Limited -
messaging-based information service - all 
queries pertaining to Life insurance policies and 
services can additionally be solicited on an easy 
to remember SMS number 8888 by anyone on a 
24 hours 7 days basis across India - in less than 
30 minutes! 



e-Choupal  Experience

• India’s largest Internet-based initiative, 
covering 1,300 choupals, linking 7,500 
villages, and serving almost 1 million 
farmers. Madhya Pradesh is host to 
1,045 e-choupals, spread over 6,000 
villages covering 600,000 farmers. 



e-Choupal  Experience 
Key Elements of Empowerment
• Access to Information
• Inclusion/Participation
• The e-choupal model involved farmers in the design phase 

of the project. In some cases, 
• Cost reduction for participants 
• The e-choupal system considerably reduced transaction 

costs for the farmers. The weighing techniques under the 
system are accurate and transparent, and farmers are paid 
in proportion to the quantity of their produce, unlike the 
mandi system. In addition, quality measurement is more 
open as results are immediately available to farmers.

• Local Organizational Capacity
• This initiative has created an organization at the local level 

that is transparent and accountable in its operations.



e-Choupal  Experience
Challenges
• Training  - Use of Video Kiosks 
• Regulatory barriers. The Agricultural Produce Marketing 

Committee Act (APMC Act) prohibits the purchase of 
specified commodities (including several that ITC deals in) 
from any source other than government-designated mandis. 
Some states have amended the act (such as Uttar Pradesh), 
while others have allowed specific exemptions for such new 
business models.

• Problems of infrastructure  -bottlenecks such as outdated 
telephone exchanges, frequent electricity outage, and 
unreliable Internet connectivity. VSAT links were 
established in other areas. Several e-choupals use backup 
batteries recharged with solar panels.

• To build personalized content, catering to individuals with a 
wide range of income levels and information needs.



e-Choupal  Experience
Key Factors for Success
• this experiment is completely funded by a private sector

company. 
• In implementing this project, the interests of a chain of 

small and medium traders were  protected
• Instead of creating an entirely new mechanism of direct 

procurement, ITC has chosen to strengthen an existing 
institution in rural areas, the choupal,By locating a PC 
and Internet access at such meeting points, ITC has 
enlarged the scope and quality of information exchange.

• partnerships built with academia and NGOsto create 
and document relevant knowledge about agricultural 
practices that are useful for farming communities. 

• participatory method in which ITC tried to understand the 
information needs of rural communities.

.



Insurance  Business Environment

• Interactive Financial Exchange
(IFX) Forum, is working on five initiatives: 
Electronic Bill Presentment & Payment , 
Business Banking, Credit Applications 
Processing, Insurance and Aggregation.

•



Why do we need controls

• To ensure the integrity of the 
information stored on the computer 
systems.

• Preserve the confidentiality of 
sensitive data.

• Ensure the continued availability
of the  information system.



E – Security 
–Physical

–Logical 

–Network Access Security



Safeguarding Customer
Information

• Information Security Program
• Involvement of Board of Directors
• Assessment of Risk
• Manage and Control Risk

– Access rights to customer information
– Encryption of information
– Contract provisions for service providers

• Oversee Outsourcing Arrangements

Source: Schwartz & Ballen



Conclusion
• ICT infrastructure and availability is growing at fast rate 
• ICT capabilities are increasing (data, voice, video 

convergence) 
• ICT is penetrating rural areas also (mobile) 
• Insurance and Life insurance penetration is low in general 

and more so in rural India
• Can the growing ICT power be used to improve Life 

insurance scenario in rural areas?
– Information
– Access 
– Document transfer
– Claim services  

• Collaborations – Banks, Other Institutions
• PPP – Public Private Partnership 



Public Private Partnership – Case

• Tarahaat’s Portal for Rural India  - Tarakendras’ – provide 
local language access to villagers for social, economic 
information, educational services 

• n-Logue’s Rural Connectivity Model 
wireless connected internet Kiosks 

• ITC e-Choupal – network of internet connected kiosks for 
agricultural product and services information

• Indiagriline by EID Parry – Network of Internet kiosks to 
support local farmers/enterpreneurs



THANK YOU



Conclusion
• IT streamlines the business processes and 

improves the efficiency 
• IT enhances effectiveness by providing 

value added services : CRM
• IT adds problems and risks of new and 

different dimensions : Security, Privacy 
Concerns

• IT is a survival tool in a competitive market


