
MASTER'S THESIS

Impacts of ICT application on the insurer
and its customers and major obstacles to

be faced
Case study: Export Guarantee Fund of Iran (EGFI)

Bahman Mennati

Master of Arts, Master programme
Electronic Commerce

Luleå University of Technology
Department of Business Administration, Technology and Social Sciences



 

 
 
 
 

 

Impacts of ICT application on the 

insurer & its customers and major 

obstacles to be faced 

Case study: Export Guarantee Fund of Iran (EGFI) 

Supervisor: 

Dr. Amir Manian   

Advisor: 

Dr. Moez Limayem 

Referee:  

Dr.   

Prepared by:  

Bahman Mennati  

  

MSc Program in Electronic Commerce held jointly by:   

International University of Chabahar  

 Lulea University of Technology 

  

2010 

 

MASTER’S THESIS  

International University 

of Chabahar (IUC) 



Abstract 

Impacts of ICT application on the insurer & its customers and major obstacles to be faced  

 

2

Abstract 

 

Nowadays, people have no doubt about the profound impacts of information and 

communications technologies (ICT) on their social life and the economic structure of their 

country. Whether the impact of ICT application is big or small, the final result will depend 

upon the environment in which ICTs are applied and the attitudes of the authorities who 

implement them. The real challenge is how to make use of internet and other ICTs to ensure 

that their potentials are used to create better economic opportunities and to reduce poverty. 

There is no doubt that, when used in a productive sphere, ICTs are most likely to improve the 

living standard of people, by affecting different business and service sectors.  

Firms in any business and sector (whether an insurance company or its customers) benefit 

from the positives impacts of ICT application and also may be unable to make a complete use 

of ICTs due to certain barriers. There is no doubt that knowing the probable impacts of ICTs 

application by firms and the barriers to be faced, will encourage firms to invest more on e-

commerce and ICTs application and lift the probable obstacles which may exist before them. 

The aim of the present research is, therefore, to know the benefits of ICTs application by the 

Export Guarantee Fund of Iran (EGFI) as a credit insurer and its customers and the barriers 

they may face in complete ICT application.   

To do this research, the available literature was reviewed and a frame of reference has 

emerged from the literature reviewed. Focusing on a qualitative research approach and a 

descriptive research purpose, and based on the 4 research questions, two separate 

questionnaires were prepared. To answer two of the research questions, one of the 

questionnaires contained 11 main and 55 sub- close ended questions to be asked from EGFI's 

customers. To answer the other two research questions, the other questionnaire entailed 11 

main and 57 sub- closed ended questions which, EGFI's selected personnel were supposed to 

answer. The total respondents were 64 people (28 EGFI's customers and 36 EGFI experts). 

This research only focused on the barriers and impacts of ICT-enabled interaction between 

EGFI and its customers, and thus, doing a comparative study between EGFI and other ECAs 

to see how EGFI has progressed in interacting electronically with its customers and to know 

probable shortcomings (after e-interaction between EGFI and its customers starts) and 

studying the variety of credit insurance products to see which ones are suitable to be provided 

electronically have been suggested for future research. 
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The present thesis has been organized in 7 chapters as following: 

Chapter 1: Introduction (which provides an introduction to the problem area),Chapter 2: 

Literature Review (Provides an overview  of the available literature relevant to the problem 

area),Chapter 3: Frame of Reference (Explores the basis of the research questions 

formulation based on the results of the literature reviewed and ends up with a conceptual 

frame of reference),Chapter 4: Research Methodology ( Explains the methodology employed 

to carry out this research),Chapter 5: Empirical Data Presentation (Presents the data 

collected during the study),Chapter 6: Data Analysis (Analyzes the data presented in chapter 

5),Chapter 7: Conclusions & Recommendations (Presents the conclusions drawn from the 

data collected and analyzed and ends up with suggestions for further research). 

With respect to the findings, it was concluded that in case of ICT-enabled interaction between 

EGFI and its customers, such an interaction will bring about 27 and 20 different benefits for 

EGFI and its customers respectively. In addition, to have full ICT-enabled interaction, EGFI 

and its customer may face 30 and 33 financial, technical, cultural, managerial, organizational, 

legal and security obstacles respectively. 
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1.1) Introduction  

 

Nowadays, people have no doubt about the profound impacts of information and 

communications technologies (ICT) on their social life and the economic structure of their 

country. Whether the impact of ICT application is big or small, the final result will depend 

upon the environment in which ICTs are applied and the attitudes of the authorities who 

implement them. The real challenge is how to make use of internet and other ICTs to ensure 

that their potentials are used to create better economic opportunities and to reduce poverty. 

There is no doubt that, when used in a productive sphere, ICTs are most likely to improve 

the living standard of people, by affecting different business and service sectors. (UNCTAD 

, 2002).  

Today, most service sectors, especially insurance , employ different forms of ICTs to 

facilitate their processes. ICTs/e-commerce are mainly applied in insurance industry for 

information purposes, application submission, proposal preparation and online contract 

conclusion, notification of claims, probable address changes, access to customer and 

contract data. (e-business watch report 2002). 

According to e-business watch report 2003, the insurance sector (including general 

and credit insurance) has the highest e-business/ICT application rate among other sectors. It 

also has the highest penetration of Internet access, the second highest level of extranet use, 

the third highest level of intranet and WAN application use in comparison to other sectors. 

With this rate of ICT application, insurance sector has had the highest rate of IT specialist 

employment. 

 Chapter 

1  
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 Firms in any business and sector (whether an insurance company or its customers) 

benefit from the positives impacts of ICT application and also may be unable to make a 

complete use of ICTs due to certain barriers. There is no doubt that knowing the probable 

impacts of ICTs application by firms and the barriers to be faced, will encourage firms to 

invest more on e-commerce and ICTs application and lift the probable obstacles which may 

exist before them. The aim of the present research is, therefore, to know the benefits of ICTs 

application by the Export Guarantee Fund of Iran (EGFI) as a credit insurer and its 

customers and the barriers they may face in complete ICT application.   

 

1.2)  Problem /problem area  

  Before discussing the problem, a distinction must be made between the general and 

credit insurance in the insurance industry: 

General Insurance is an insurance we buy to cover ourselves against risks in our 

daily life. General insurance may be of different types the major types of which are Fire, 

Cargo, Accident, Motor(P.D), Motor(T.P.L), Health,  Hull, Aviation, Engineering, Liability, 

Credit, Oil & Energy and  Life insurance.  

Credit insurance or trade credit insurance is an insurance which covers the non-

repayment risk of a trader's receivables from a local or foreign buyers resulting from 

political risks (which are not controllable by the buyer or the seller) and commercial risks( 

which are pertinent to the buyer) [http://en.wikipedia.org/wiki/Credit_insurance].  

Unlike the past, most insurance products in developed countries are nowadays 

delivered via internet. But the Iranian insurance companies are laggards in making their 

processes electronically and are still distributing their products via traditional distribution 

channel. The application of ICTs by Iranian service sector, especially Insurance is in the 

very initial stage.   

Being largely based on information, the insurance business can be impacted largely 

by ICT application. Increased revenue and transparency, decreased costs, increased 

productivity and better marketing, are among benefits the insurers and their customers can 

embrace by applying ICTs in their interaction. (Bromideh & Arabi, 2006). 

The effects of e-commerce and ICT are the subjects of intense debate in general 
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insurance industry and some studies in this regard have been carried out to assess the impact 

of e-commerce and IT application on the Iranian Insurance companies in Iran and their 

customer's satisfaction. But, a prospective study to explore the impact of application of ICT 

on the Iranian credit insurance industry and its impact on the client's export operations is 

severely needed. 

  To recap what was said about credit insurance, it should be mentioned that an 

exporter/supplier needs to extend competitive terms to his foreign buyer to increase its 

market share and grow its international business, but what happens if he/she ships the goods 

to the buyer but he doesn't get paid on the maturity date? The foreign customers could file 

bankruptcy, run into cash flow problems, suffer from currency devaluations, or fail to pay 

the supplier for a variety of other reasons, or some political risks may halt the receivables of 

the exporter. A supplier can protect its foreign receivables against non-payment risks with 

an export credit insurance policy which is provided by Export Credit Insurance Agencies 

(ECA) such as Export Guarantee Fund of Iran (EGFI).The product/service EGFI provides, is 

the export credit insurance. With different credit insurance policies EGFI covers its clients 

against non-payment risk of the credit they have extended to their foreign buyer/ employer 

which may arise due to political & commercial risks.  

EGFI is a click and mortar company. In other words, some of EGFI’s tasks are 

carried out electronically and via internet and intranet and some (most of them) are carried 

out physically and manually. On EGFI’s website there are application forms for policies and 

buyer’s credit assessment which can be used by the clients to apply for a policy or ask for a 

credit assessment of their foreign buyer. In addition, using the premium calculator in the 

web, they can calculate the rough amount of the premium they are charged for insurance 

policies.  

     EGFI’s staff can contact each other via an intranet and a paper less system which has 

helped the tasks to be carried out faster. The electronic interaction of EGFI and its clients 

(exporters) is limited to information provision via website, and receiving application forms 

electronically.   

     Providing on- time credit insurance coverage to local exporters by an ECA like EGFI, 

would be vital for exporters as customers, since any minute delay in goods delivery will 

hand the market to the foreign competitors. There is no doubt that electronic interaction 



Chapter One: Introduction 

Impacts of ICT application on the insurer & its customers and major obstacles to be faced  

 

14 

between EGFI and its customers and possibly on-line insurance coverage, will surely give 

the clients the opportunity to seize the foreign export markets and increase the country's 

volume of exports. But it is obvious that without knowing the positive benefits of ICT 

application in their interaction and the probable barriers they may face to have complete 

electronic interaction, both EGFI's personnel and its clients will show no interest to benefit 

from new information and telecommunication technologies (ICTs). Therefore, a perspective 

study to explore the impacts and barriers of ICT application by EGFI and its customers is 

severely needed.   

1.3)  Research Questions 

The impacts of IT and ICT, internet and e-commerce on the insurance industry in Iran have 

been so far examined by different researchers, but in each research some ,and not all angles  

of the industry, have been explored. It is interesting to know that such researches have been 

devoted to general insurance area of the insurance industry and no part of credit insurance 

aspect of insurance industry have been touched so far. This research will be conducted as a 

first step in undertaking this exploration. In particular the goals of this study are to: 

- Examine the impacts of ICT application on EGFI and the  probable obstacles it 

may face to have electronic interaction with its customers 

- Examine the impacts of ICT application on EGFI's customers (who are 

exporters) and probable obstacles they may face to have electronic interaction 

with EGFI 

This study is intended to address the main question which is “what is the impact of ICT 

application on EGFI and its customers and major obstacles they may face?” Four research 

questions have been extracted based on a preliminary review on the available literature. 

Therefore, this study is designed to provide the answers to the following research 

questions: 

1- What major obstacles does EGFI face to have ICT-enabled interaction with its 
customers? 

2- What benefits can be sought by EGFI from its ICT-enabled interaction with 
customers? 

3-What major obstacles do customers face to have ICT-enabled interaction with 
EGFI? 
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4-what benefits can be sought by customers from their ICT-enabled interaction with 
EGFI? 

 

1.4)  Outline of the Thesis: 

The present thesis is organized in 7 chapters as following: 

 Chapter 1: Introduction (which provides an introduction to the problem area) 

 Chapter 2: Literature Review (Provides an overview  of the available literature 

relevant to the problem area)  

 Chapter 3: Frame of Reference (Explores the basis of the research questions 

formulation based on the results of the literature reviewed and ends up with a 

conceptual frame of reference) 

 Chapter 4: Research Methodology ( Explains the methodology employed to carry 

out this research) 

 Chapter 5: Empirical Data Presentation (Presents the data collected during the 

study) 

 Chapter 6: Data Analysis (Analyzes the data presented in chapter 5) 

 Chapter 7: Conclusions & Recommendations (Presents the conclusions drawn 
from the data collected and analyzed and ends up with suggestions for further 
research). 
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2-1) Information and communication technologies / E-commerce 

 

2.1.1) Definitions: 

2.1.1.1) Definition of Impact/obstacle: 

Dictionary.com defines "impact", as influence, effect and force exerted by a new idea, 

concept, technology, or ideology. Merriem - Webster online dictionary defines the word as a 

forceful contact or onset and a force of impression of one thing on another: a significant or 

major effect (e.g. the impact of science on our society).The word "impact" is defined by 

Thesarus  online dictionary as effect, effectiveness, strength, significance and benefit. 

The first synonym given by the said three sources for  the word "obstacle" is the word " 

barrier" , therefore, for the sake of  easier search in this research,  the keywords "benefits" 

and " barriers" were used as a substitute of the words " impacts " and " obstacles".  

 

2.1.1.2) Definition of ICT: 

We can define Information and telecommunication technologies (ICT) as  any technology 

we use to facilitate   processing ,gathering, distribution and use of information.( Beckinsale 

and Ram, 2006). According to Nicole (2003), ICT is classified into information, 

telecommunications and networking technologies. ICT includes all forms of technologies 

such as internet, computers, websites , telephones, mobiles, wireless devices, networks  

(Manueli, Latu and Koh, 2007) and  hardware, software and telecommunication equipment 

(Kaiser, 2004). 

 Chapter 

2  
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2.1.1.3) Definition of e-commerce: 

People define e-commerce differently (Coppel, 2000). Turban et al (2002) define e-

commerce as the process of buying , selling and exchange of information and services via 

networks. 

According to Zwass (1996), e-commerce is the process of conducting business, maintaining 

trade relationships and sharing information through telecommunications networks. 

Bontis and De Castro (2000, p. 365) summarizes e-commerce as “the buying and selling of 

goods and services via electronic means,”  

Arvind Panagariya (2000), names telephone, fax, television, electronic payment and money 

transfer systems, Electronic Data Interchange (EDI) and Internet as six different mediums of 

electronic commerce (ecommerce) used currently. 

 

2.1.1.4) ICT & E-Commerce: 

The use of ICT is basically characterized as “electronic means of capturing, processing, 

storing, and communicating information” (Heeks, 1999, p. 3). On the other hand Zwass, 

(1996), characterizes e-commerce as the use of ICTs to gather, processes, store, and transfer 

information. Based on this characterization, ecommerce is defined by him as business 

information sharing, business relations maintaining and business transaction conducting via 

telecommunications networks. 

Having a closer look at the provided definitions, we can see that electronic as well as 

telecommunication mediums (including internet and similar networks etc, which form 

a part of Information and Communications Technologies), form the basis of e-

commerce or e-business. Therefore, based on the relationship between concepts such as 

ICT, e-commerce, e-business and internet and the similarity between their impacts, 

this research does not confine itself to only looking at the benefits and barriers of ICT 

application, but to the advantages of the four said concepts and probable barriers that 

firms may face in their application. 
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2.1.2) ICT ADOPTION & IMPACT MEASUREMENT  

 

2.1.2.1) Models for ICT adoption  

Sarosa and Zowghi (2003) believe that researches on ICT have so far only concentrated on 

identifying the barriers and drivers of ICT adoption and most companies are not on the 

adoption process due to  the lack of  adoption models, strategy and framework. 

Many researchers are on the idea that companies follow an ordered sequence to adopt ICT 

or new technologies. They start by basic application of internet to full integration of 

business systems and processes (Alonso and Fitzgerald, 2004).  

Spanos et al.( 2002); Mehrtens, Cragg, and Mills (2001); and Rogers (1983); name  changes 

in the firm's strategy,  the firm's readiness, perceived benefits, external pressures on the firm, 

the firm's human capital and management and finally its openness to external sources of 

information, as conventional factors affecting ICT application by companies.  

While stressing the relationship between perceive strategic value of e-business and e-

business adoption, Grandon and Pearson (2004) found different ICT adoption factors in the 

literature, which, they summarized in to four main factors:  external pressure  on the 

organization, organizational readiness and its perceived ease of use and usefulness . 

On the other hand , according to Davis (1986), external variables, usefulness, company 

attitude and ease of use are the main factors affecting the application of new technologies by 

companies . Based on  these factors , he proposes Technology Acceptance Model (TAM) as 

an ICT adoption   model: 

  

 

 

 

E-business watch report (2008,p.22), proposes  ICT's 3- phase value chain . In the first phase 

, the companies adopt ICT due to external pressures, supplier/buyer relations and to compete 

Technology Acceptance Model (Davis, 1986.p.36) 
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with their competitor. In the second phase,  by incurring organizational changes, exchanging 

information and increasing personnel skills, the companies will innovate, the results of   

which will be higher turnover, and increased market share and productivity. 

 

 

 

 

 

 

 

 

 

2.1.2.2) Factors affecting ICT adoption by firms: 

The characteristics of the firm and its owner/manager and the cost/benefit analysis (return 

on investment) affect ICT adoption by firms ( Akkeren & Cavaye,1999) . Thatcher & Foster 

(2002) classify such factors affecting e-commerce and ICT adoption into two main 

categories: Inter Organizational (size, management and readiness) and Extra-Organizational 

(industrial, governmental and cultural). Price of technology, availability of networks, firm 

characteristics (size, age, ownership) and learning are quoted by Crespi et al (2004) as 

factors affecting ICT or e-commerce application. Competition levels and supplier-buyer 

relations are also among important factors (e-business watch report 2008).In addition, 

Manueli et al., 2007; Van Akkeren and Cavaye1999 have identified  Customer 

supplier/dependency, Organizational readiness, structural sophistication of the firm, 

assertiveness, perceived benefits, perceived control lack of time, computer literacy, 

subjective norm, mistrust of IT industry, external pressure to adopt, Size, sector, status , the 

manager's age and experience and information intensity as factors affecting any ICT or e-

commerce adoption decisions. The firms whose managers and employees have ICT literacy, 

skill and expertise as well as access to internal and external support from ICT experts, will 

have more tendency to adopt ICT and e-commerce (Windrum and de Berranger, 2002). The 

            ICT - adoption, 
use and diffusion 

            ICT-enabled 
innovations  

                Firm 
performance 

Hypotheses 

• Structural 
characteristics 
• Competition 
• Supplier/buyer 
relations 

Hypotheses 

• Structural 
characteristics 
• Skills 
• Information 
exchange 
• Organizational 
change 

Hypotheses 

• Turnover 
• Market share 
• Productivity 
• Value added 



Chapter Two: Literature Review 

Impacts of ICT application on the insurer & its customers and major obstacles to be faced  

 

20 

age and experience of the manager/owner and access to ICT experts within a business are 

also influential. Certain cultural traits, beliefs and values attached to resources, size of the 

firm and its social structures , nature of social links and contract may also  influence ICT 

adoption in several different ways (Beckinsale and Ram, 2006; Clayton, et al. 

2003).According to Luque,(2000) ;Helpman, (1998); Breshnahan and Trajtenberg,(1995); 

and Dunne,(1994), ICT adoption, use and diffusion is  directly affected by structural market 

characteristics (including the degree of competition and the nature of the firm's contractual 

relations with its suppliers and buyers), and  individual firm characteristics (such as size and 

age). Small new plants are more likely to adopt advanced technologies than small old plants. 

Business size in terms of  number of employees or turnover (Riquelme 2002 ;Fallon & 

Moran 2000; Matlay 2000; Matlay & Fletcher 2000; Culkin & Smith 2000) and level of IT 

skill  (Tetteh & Burn 2001; O’Donnell et al. 2001; Yap, Soh & Thong, Yap & Raman 1992, 

MacGregor & Bunker 1996) within a firm are also among factors affecting ICT or e-

commerce adoption. The process of ICT/e-commerce adoption is affected by three major 

factors technological (complexity, compatibility and relative advantage), organizational ( 

management support, user resistance and the level of expertise available), and 

environmental (supplier-customer relationships and competitive pressure). [Nakhai 

Kamalabadi  et al (2008);Chan, C. and P.M.C. Swatman, (1998)].Bandiera and Rasul, 

(2002) argued that firms may be reluctant to adopt ICT due to their unfamiliarity with 

technology and  lack of organizational readiness , including size, type , nature of business , 

perceived benefits (Manueli et al., 2007; Zappala and Gray, 2006, van Akkeren and Cavaye, 

1999;). According to OECD (2004) Factors that possibly impact on ICT adoption by firms 

are Competition and rivalry, Relationships with business partners, Innovation, Internal 

capacity, Intra and inter-firm collaboration. 
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2.1.2.3) Complementary investments required for ICT adoption by firms: 

Dean Parham (2004) and  Pilat and Andrew Wyckoff (2003)  believe that complementary 

investments are required to benefit from ICT-enabled innovations. These investments 

include but not limited to: managers' time and support, investment in skills and 

organizational change, planning and implementation;  redesign of products and production 

systems; new management and quality-control systems; formation of work groups , new 

organizational hierarchies, implementation of incentive schemes and training staff  and 

managers with general and specialized IT/ICT expertise. Use of and investment in ICT 

requires  IT skills, organizational change, training and extra cost of investing in hardware 

and software solutions (OECD 2004). Gretton et al. (2004) found an association between the 

positive benefits of ICT and the level of human capital and the skill base within firms, and 

firms’ experience in innovation. Brynjolfsson and Hitt(2000) associate ICT usefulness with 

complementary investments in working practices, human capital, and firm restructuring. As 

Bresnahan et al. (2002) point out, firms can not gain efficiency unless they go through a 

process of reorganization. 

2.1.2.4) ICT impacts & time 

ICT adoption and making its necessary complementary investments takes time, therefore, 

the expected benefits will take some time to emerge. As an evidence, in the United kingdom, 

Owner/ Manager 
Characteristics 
• Perceived Benefits 
• Computer Literacy 
• Assertiveness 
• Perceived Control 
• Subjective Norm 

Return on Investment 

Firm Characteristics 
• Organisational 
Readiness 
• External pressure to 
Adopt 
• Customer / Supplier 
Dependency 
• Structural 
Sophistication of 
the Firm 

ICT Adoption Business 

Factors affecting ICT adoption in small businesses (Van Akkeren and Cavaye 1999a.p.89) 
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over 30 %  of the firms that adopted ICT before 1995 and over 15% of the firms that began 

to use ICT in the year 2000,  currently buy and sell using electronic commerce.(Pilat and 

Andrew Wyckoff,2003) 

2.1.2.5) ICT Impact Measurement Model 

OECD (2008.p.8), proposes "the information Society impacts model " for the measurement 

of the impacts of ICT. Based on this model, the impacts are viewed from two perspectives: 

the Sectoral (production and products) and demand dimensions (users and usage). The 

impacts are classified in to two classifications, those easy and those difficult to measure. 

Economic, strong, short term, immediate and direct impacts fall in the first class , and final, 

long term, indirect  and negative impacts fall in the second classification.  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

There is a variety of approaches to analysis of firm level data including labour productivity 

regressions, multivariate analysis and growth accounting. Economic impacts studied also 

vary and include labour productivity, MFP and value added. 
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2.1.3) Impacts /Benefits of ICT/e-Commerce: 

Poon and Swatman (1997), classified the perceived benefits of ICT/e-commerce into six 

general classifications: 

• Direct benefits: those which are quantifiable and can be measured by methods such 

as data analysis and by variables such as number of new customers  

• Indirect benefits: those which cannot be measured easily , such as increase of 

customer loyalty and goodwill as a result of online services. 

• Short term: the benefits that can be realized by companies within months. 

• Long term: benefits such as additional customer enquiry and forming new networks, 

which may be achieved in long term and the exact time for their realization is not 

predictable.  

• Tangible benefits: such as reduced production and administration costs, reduced 

lead time and increased sale 

• Intangible benefits: such as improved relations with business partners, improved 

internal controls and quality of information  

An other classification of benefits was proposed by Richard Boateng et al (2008), in which 

the benefits are classified into 3 main groups: Strategic (including Extending the firm’s 

market reach, Product differentiation, Loyalty and retention of trading partners,Improved 

revenue), Informational (including Improved marketplace information,Improved 

communication and relationships) and operational (including Reduced transactional costs & 

Time efficiency). 

Yet another classification on a Country level was provided by Richard Boateng et al 

(2008),in which the benefits of e-commerce/ICT are classified into three major groups : 

Economic (Increase in exports and trade, increase of GDP,employment opportunities, 

improvement of local entrepreneurship), Socio-cultural (Education, Awareness creation, 

Employee skills development and improvement of gender development), Legal and others 

(Enactment of supporting policies, Institutional development, Improving e-readiness) 
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Firm- Internal Factors Firm- specific resources 

Appropriation tactic 

• Secrecy 
• Lead-time 
• Patents 
• Sales and service efforts 

• Complementary assests  

Technology  

• Investment 
• Adoption 

Innovation  

• Process 
• Product/service 

Performance  

• Profitability 
• Growth 
• Survival 

Market reaction 

• Competitors 
• Customers 
• Suppliers 

Firm- External Factors 

Relation between technology, innovation and firm 

performance Philipp Koellinger (2008,p27),  

2.1.3.1) Impact of ICT on Corporate performance 

There is no doubt that there are a lot of factors that influence the performance of a firm 

which include: the market structure in which a firm operates; the market share, size , human 

resourses, managerial and organizational structure of the of the firm(Dunne et al., 1988, 

1989).The impact of ICT  adoption on corporate performance is subject to debate because 

the  impacts were not the same in different firms (Kohli and Devaraj, 2003; Chan, 2000,). 

some researchers believe that ICT has positive impact on business performance 

(Stratopoulos, 2000; Barua, 1995;), but others consider the impacts  insignificant (Yosri, 

1992; Strassmann, 1990) or even negative  (Setzekorn, 1998; Holland, 1997;Brynjolfsson, 

1995). In any way, if one is to understand the impacts of ICT on firm performance , he/she 

should consider ICT as an enabler of innovation (Koellinger 2005). ICT may have positive 

impact on productivity in one firm and have less impacts on profit in the same company 

(Brynjolfsson and Hitt, 1996). Moreover, the benefits associated with ICT application will 

be dependent on sector-specific effects and can  not be found equally in all sectors. (Dirk 

Pilat and Andrew Wyckoff ,2003).  
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Some ICT technologies may be more influential on the firm performance than others. For 

example Computer networks may be particularly important, because they enable a firm to 

have closer relations with suppliers and buyers (Atrostic and Nguyen, 2002). 

2.1.3.2) Impact of ICT on Corporate turnover/revenue 

Positive impacts of ICT investments and usage on the firms revenue have been  proved in  

the health care sector (Devaraj and Kohli, 2003). While in the insurance industry ,similar 

results were found. In this industry the insurers who had higher ICT expense ratio and lower 

non-ICT costs, experienced higher premium income growth (Harris and Katz, 1991). E-

Business W@tch survey (2006), shows that 70% of firms who used ICT in the year 2006 in 

Europe, reported turnover growth. A research conducted on  small and medium size 

enterprises  SMEs  in 14 African countries proved that ICT application had a significant 

positive effect on companies 'turnover (Esselaar et al., 2007; Khatibi et al.2003;Windrum 

and Berranger,2002). According to UNCTAD Report 2009, the firms that outpace their 

competitors in technological development are likely to capture market shares and profits 

from their  competitors, and even drive them out of business. But profits from ICT – enabled 

innovation are only sustainable until competitors are able to copy the innovation completely. 

Hence, clear relationship between ICT usage and profitability can not be hypothesized 

because profitability is dependent on the competitive dynamics in a market which are 

difficult to observe in empirical studies. 

According to Vu(2004), in addition to the firm level revenue/ turnover, on a macro level, 

economic growth theories on country level predict that the economic growth is increased as 

a result of investing on ICTs. Various  researches conducted on the impact of ICT on the 

economic growth indicate the contribution of ICT on economic growth has been very 

important for many countries . A research recently conducted by OECD  proves that ICT is 

one of the key drivers of the rapid growth for economies, and the service industry is the 

main ICT user. (OECD, 2001). 

2.1.3.3) Impact of ICT on Corporate market share 

ICT can help firms cross boundaries of their markets & industries , expand their market 

reach and as a result increase their share in the local and international markets. [Alam et 

al.2005;Dirk Pilat and Andrew Wyckoff,2003 ;Jones et.al 2003; Yeung et al.2003; Windrum 

and Berranger,2002; Kendall et al,2001;Walczuch et al.2000]. In a study about the impact of 

ICT on Canadian firms , Baldwin and Sabourin (2002) found that a considerable amount of 
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market share was transferred from firms who decline to use ICT to those firms which were 

increasing their ICT use. ICT will not only help firms avoid loss of market share but helps 

them increase such a share [Khong Sin Tan et.al,2009;e-business watch report,2008; 

OECD,2004; Kendall et al,2001]. In addition ICT and e-commerce can help firms reach 

narrow market segments which are scattered geographically. (Turban and King,2003;Turban 

et al.,2002). 

 

2.1.3.4) Impact of ICT on Innovation/ process innovation 

Many researches  show that there is a link between the use of ICT and the ability of a firm to 

innovate. This relationship was found by Bresnahan and Greenstein (1996). By testing the 

hypothesis that firms who introduce new products and processes or adjust their 

organizational structure can gain higher benefits from ICT investment than other firms, 

Helpman (1998) prove that innovation and ICT are complementary.  

The literature on service innovation is classified  by Gallouj(2002) into three main 

categories: (i) Technological approach (taking into account the introduction and diffusion of 

new technologies into services that may improve productivity and performance; (ii) Service 

oriented approach( believing that innovation in manufacturing and service industries are 

distinct) and (iii) Integrative approach (investigating the boundary between goods and 

services to develop a framework to bridge the dichotomous gap between them. According to 

Miles (2005), services are mostly interactive  as they require close communication between 

service suppliers and their customers in most phases of service provision. As most service 

industries are information intensive, innovation  focuses on this interaction as much as on 

conventional product and process features. This capability enables  ICT to change the costs, 

out put and quality  of most services. A study of OECD (2000) indicates that  service sectors 

are major users of new technologies especially ICT nowadays. ICT may thus be considered 

as the most important technology for innovation in service sectors which helps them boost  

their economic performance (Licht et al, 1999). In addition to the impact on innovation 

itself, ICT can impact process innovation by facilitating inter-organizational links (Lee, 

2000). In other words, ICT-enabled inter-organizational integration enhances innovation 

capabilities of firms by giving them the opportunity to share data, knowledge and resources 

and as a result, will optimize the value chain by eliminating the so-called  bullwhip effect. 

(European Commission, 2004). 
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2.1.3.5) Impact of ICT on firm /labour Productivity  

There is a common agreement among most people that ICT has positive impacts  on labour 

productivity and total factor productivity (Pilat 2005, van Ark 2002). It has been quoted by 

many researchers (E-business watch report 2008; UNCTAD,2005; Arvanitis,2004; Atrostic 

and Nguyen ,2002; Oliner and Sichel, 2000; Gelauff and Bijl, 2000; Walczuch et 

al.,2000;Brynjolfsson and Yang,1996] that ICT(especially computer) is not only an example 

of technological innovation , it also enhances firm’s productivity. It is also estimated that 

networks increase labour productivity by roughly 5 per cent (Dirk Pilat and Andrew 

Wyckoff,2003;Van Ark, 2002) .But such an impact of ICT on firm and labour productivity 

vary significantly between sectors and among countries as full productivity growth is 

however only found skilled labour is combined with organizational changes (European e-

Business watch Report,2008).A study of Canadian  manufacturing companies showed that 

the plants with higher productivity growth were those who used greater number of advanced 

technologies(Baldwin, 2002).Based on OECD report 2004, between the years 1988 and 

1997, the profitability and productivity of users of advanced technologies grew more than 

those of non-ICT users. But recent studies suggest that the positive impacts of ICT 

(including productivity) may become stronger overtime (Eurostat, 2008). Many researches 

indicate that ICT-related productivity growth is more observed in those sectors that use ICT 

more than other sectors . These sectors may include trade, financial services, business 

services, and the ICT manufacturing sectors themselves (Van Ark et al. 2003;van Ark 2002; 

Nordhaus 2002).  

 

2.1.3.6) Impact of ICT  on Costs 

Many researchers including Benjamin and Elsie, 2003; E-BusinessWatch, 2003; Nienhaus et 

al., 2003; Subramani, 2003; Cloete et al., 2002; and Brown, 2001, have tried to  show  how 

ICT/e-commerce application can have positive impacts on the firm's cost efficiency. To 

them, cost minimization decisions, is  one of the main areas of a company's efficiency 

improvement via using modern technologies. New ICTs have helped firms reduce the costs 

of gathering, storing, retrieving, processing, analyzing and transmitting information [Dean 

Parham, 2004], transaction costs [Ebusiness watch report, 2008; UNCTAD,2005,2001; 

OECD2004,2002a; Khatibi et al.2003;Jones et al. 2003; Yeung et al. ,2003;Berthon et al 

,2003; Turban and King ,2003;Turban et al.,2002;Laudon and Traver,2002; Windrum &, De 
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Berranger,2002; Walczuch et al.2000;Marable, 1997],and Communication & information 

transmission costs [Li et al.1999; European e-Business watch Report,2008; Alam 

et.al2005;Ratnasingam and Pavlou, 2003;Bedi, 1999; Zaheer et al., 1998;Poon & Swatman, 

1997; Abell and Limm,1996]. Quayle (2002) believes that in addition to administration and 

production costs reduction, ICT can reduce Lead time and stock and improve marketing and  

quality of information. Other costs reduced  by ICT application are : Inventory costs 

(Turban and King ,2003; Laudon and Traver,2002; Chan & Swatman,2000; Marable, 1997; 

Abell and Limm,1996), distribution costs (Ghosh, 1998;Benjamin & Elsie 2003), marketing 

costs (Poon & Swatman, 1999; Auger & Gallaugher, 1997; Strader & Shaw, 1997),operating  

and sales & purchase costs (Khong Sin Tan et.al ,2009; Kendall et al,2001; West, 2001; 

Woods, 2001). 

 

2.1.3.7) Impact of ICT on prices 

Four independent surveys carried out on the impact of ICT/ecommerce on prices, from 

March 1997 to Jan 1998 (quoted by Ziaul Hoq et al,2005), showed different results , but 

most proved price reduction impact of ICT and e-commerce. These surveys are summarized 

as following: 

• In March 1997 OECD compared 240000 prices for books, CDs and soft wares. It 

found that prices are slightly lower than those of hybrid stores.  

• In July 1997 Forrester research center compared 150 companies in 12 major 

industrial categories engaged in b2b business. This research found that Lower costs 

mean higher margin, most of which are currently being retained. 

• In Agust 1997 Goldman sachs compared a 30 item-market basket sold by Walmart, 

the result was that online prices were 10% higher, 9% with shipping costs included. 

• In January 1998, Ernst & Young compared 3 online and offline vendors for 32 

consumer products, the result was that online prices were lower for 88% of products. 

2.1.3.8) Impact of ICT on Marketing methods:.  

Poon and Swatman (1997) believe that ICT/E-commerce can help firms introduce new 

methods of direct and indirect marketing. In addition to introducing new methods of 

marketing, ICT can improve marketing and marketing techniques (Quayle,2002; Sparkes & 

Thomas,2001;Lawrence,1997). 
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2.1.3.9) Impact of ICT on creating better  relationship with business partners: 

ICT application can help firms Strengthen their relationships with business partners 

(Ratnasingam and Pavlou, 2003; Zaheer et al., 1998;Poon and Swatman,1997),improve their 

trading relationships (Mehrtens et al, 2001);build closer relationships among trading 

partners (Moodley, 2002), and build better relationships with their actual customers (E-

Business watch Report,2008). 

 

2.1.3.10) Impact of ICT on Access to new customers/suppliers: 

On the trade side, ICT will give firms access to new customers and ability to find new 

markets and reach new clients, which in turn will increase the profitability of the firm (E-

business watch report 2008; Thompson 2004;Quayle, 2002;  Raymond, 2001; Poon and 

Swatman,1997; Lawrence, 1997). 

2.1.3.11) Impact of ICT on the improvement of customer services: 

ICT and E-commerce  provide firms with virtual shopping facilities that will not only 

change concepts of retailing for goods and services, but also will enhance the ability of 

customers to browse and choose new products and services out of a range of products and 

services. It will also improve the range and quality of services rendered to customers and 

ultimately improve the customers services for firms (E-business watch, 2008; Khatibi et 

al.2003 Yeung et al. 2003;  Quayle,2002;  Mehrtens et al,2001; Walczuch et al.2000 ;Poon 

and Swatman,1997; Auger & Gallaugher, 1997; Marable, 1997; Abell and Lim,1996). 

2.1.3.12)  Impact of ICT on Communication: 

Alam et al 2005; Jones et al. 2003 ; Yeung et al.2003;Windrum & De 

Berranger,2002;Pricewaterhouse Coopers, 1999;Ghosh,1998;  and Huber,1990;  are on the 

idea that ICT will facilitate communications among business partners, because ICT :A) 

makes reliable and cheep recoding and indexing of the content of communication events 

possible; B) makes controlling access and participation in a communication event easy; C) 

enables impossible communications, possible. Other researchers also believe that ICT will 

not only improve but also increase the speed of communications between trade partners 

which leads to fast delivery of goods and services by suppliers (Khong Sin Tan et.al,2009; 

UNCTAD, 2005; OECD,2001;Iacovou, Benbasat, and Dexter,1995).ICT application will 

also make the management of the firm resources more efficient (OECD Report,2004). In 
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addition, e-commerce can be useful in creating virtual communities for products and 

services (Turban and King,2003;Turban et al. ,2002) 

2.1.3.13) Impact of ICT on Value/Supply Chain: 

ICT application can shrink the production and distribution chain by changing the nature of 

intermediation (E-Business watch Report,2008). It will also enhance efficiency through 

creating better co-ordination among firms in the value chain (Khong Sin Tan et.al,2009; 

Windrum and Berranger,2002). Internet as one of the mediums of ICT and a global 

communication network provides the supply chain participants with necessary infrastructure 

for communication and the platform needed for internet based applications in the supply 

chain processes. In addition, the use of networks to integrate markets directly with supply 

chain participants will help reduce inventory costs and allow more flexible production 

methods (Jaroslav Jando. and Libor Gála,2002). 

2.1.3.14) Impact of ICT on competition: 

Companies always look for new ways to cut costs by improving process efficiency and 

develop new products, especially in today's market where competition is fierce among 

companies. Increasing competition in the market may be an important factor that impacts 

decisions made on the adoption of new technologies and innovation (OECD,2004). By 

adopting ICT, firms will have the ability to achieve competitive advantages in the market 

(Whiteley, 1998). The competition among firms will increase (UNCTAD 2005,2001) as 

costs for consumers are reduced and as market entry barriers for suppliers are lowered (e-

business watch, 2008). 

 

2.1.3.15) Miscellaneous impacts of ICT/E-commerce:  

In addition to the above classified benefits of ICT/Ecommerce/internet application, different 
other benefits have been quoted by different researchers as following: 

• Creates new distribution channel, Makes e-procurement more efficient,  Opens up  

new ways of cooperation and Makes  provision of new global information services 

possible  (Jaroslav Jando. and Libor Gála,2002). 

• Makes it possible for firms to produce new products or modify their products 

(Windrum,P. &, De Berranger, P. 2002; OECD,2001) 
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• Gives firms the possibility of price comparisons, increases production flexibility, 

improves the quality of products by increasing interaction and coordination among 

buyers and sellers, decreases product cycle time, facilitates mass customization, 

increases opportunities for collaborating with suppliers and distributors and creates 

greater price transparency(E-business watch 2008; Yeung et.al 2003) 

• Improves/ increases sales (Walczuch.et al.2000; Abell and Lim,1996) 

• Improves internal business control (Auger & Gallaugher, 1997) 

• Transforms the market place, has a catalytic effect, increases interactivity in the 

economy and it changes the importance of time.(OECD,1999)  

• Makes it possible for firms to have: access to market information easy (Khong Sin 

Tan et.al,2009), access to knowledge(UNCTAD,2005), access to international 

markets (E-Business watch Report,2008). 

• Increases the speed of service/goods delivery (E-Business watch Report, 2008; 

OECD,2004 & 2002a; Walczuch et al.2000) 

• Increases market intelligence (Mehrtens et al,2001) 

• Increases firm efficiency (OECD,2004; Khatibi et al.2003; Windrum. &, De 

Berranger,2002) 

• Improves company innovation, production, sales and services (Turban and King 

,2003; Turban et al. ,2002; Esichaikul, and  hampanitchawong, 1998; Gosh, 1998; 

Hsieh, Lin, and Coveny, 1998;).  

• Improves people's knowledge of their product/services, increases the visibility of 

their products, integrates internal and external business processes (Khatibi et al.2003; 

Blachere, 2001; Klein, 2000; Zetlin, 2000; Vizard, 2000; Bettua, 1999) 

• Increases profitability by reducing errors, streamlines processes by reducing 

inventories (Turban, 2002). 

• 24 hours a day and seven days a week (24*7) service, effective promotion, quality 
and customer services enhancement, competitive advantage, more interaction among 
customers and suppliers, creating new business opportunities (Alam et 
al.2005;Drinjak et al.2001) 

• Decreasing cost of new customers acquisition and old customers retention,greater 

customer base, broadening market reach, lowering entry barriers, more 

communication channels for customers, improvement of customers services, 

betterment of company's perceived image, increasing customer knowledge, gaining 
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competitive advantage (Alam et al.2005; Khatibi et al.2003; lu 2001, Windrum, P. 

&, De Berranger, P. 2002; Walczuch et al.2000). 

• Enables firms to offer cheaper products and services (Brynjolfsson & Smith, 2000). 

• Saves time of the supplier and the buyer (Kalakota and Whinston,1997) 

• Makes continuous world wide advertisement possible, removes distance-related 

barriers , makes information collection easier , better customer service, customer 

satisfaction increases , business environment consciousness will be increased ,better 

information of customers ,and better supplier services and support ( Walczuch et 

al.,2000) 

• Increased information flow and customer loyalty (Khatibi et al,2003; Yeung et 
al.2003) 

• Saving time and quality and strategic improvement (Jones et al. 2003)  

• Improves information exchange with suppliers, reduces cost of maintaining company 
information (Yeung et al 2003) 

• Assists SMEs promote their products to potential customers, increases purchasing 

opportunities for the buyers and makes it possible for them to make variety of 

purchase choices (Turban and King ,2003;Turban et al.,2002). 

 
 

2.1.4) Barriers / Obstacles before ICT/e-Commerce application:  

The barriers before ICT / e-commerce application have been classified in different general 

categories by many researchers. For example Stockdale and Standing (2004) group these 

barriers into five general categories including lack of resources, knowledge, skill , security 

concerns and firm readiness. Education, management time, economic concerns and technical 

know how have been raised by Cragg and King (1993). Hadjimonolis (1999) classify them 

into two general types : external (supply, demand and environmental) and internal 

(resources and system barriers). 

Turban et al. (2002), classify the ICT and e-commerce barriers and limitations in to 

technical (which can be solved by money including security, reliability, 

telecommunications, software, integration of e-commerce software with existing databases) 

.and non-technical (which are more difficult to solve including people’s attitude, lack or 

trust, resistance to change, faceless transactions) . 
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Based on the general categories proposed by different researchers for barriers of ICT/e-

commerce adoption, for ease of reference, these barriers are classified into 4 main 

categories, namely Financial, Security, Technical, Managerial, (levy et.al 2005): 

 

2.1.4.1) Financial Barriers: 

2.1.4.1.1) Implementation Costs: 

Cost is a double edged sword, which can be a driver and an obstacle of new 

technologies/ecommerce adoption. ICT can lead to more cost effective operations but the 

initial financial resources for adoption of ICT/e-commerce is a major concern ( 

Hadjimonolis, A.1999). In other words, initial investment for hardware, software, 

connection, maintenance, training and etc, is a major concern for firms to adopt e-commerce 

( Quaddus & Achjari 2005). The implementation costs of ICT/e-commerce and lack of 

financial resources as a barrier have also been raised by other researchers including  Khong 

Sin Tan et.al,2009; UNCTAD,2004,2005; OECD,2004; Stockdale and Standing,2004;  

Turban and King,2003; Khatibi et al.2003, Jones et al. 2003;Turban et al.,2002; Quayle, 

2002; Riquelme, 2002; OECD, 2002a; Kendall et al,2001; Van Akkeren and Cavaye,2000; 

Hadjimonolis,1999; Strader and Shaw,1999; Van Akkeren and Cavaye, 1999; Purao and 

Campbell, 1998; Lawrence, 1997; Thong et al. 1996; Abell & Limm, 1996; Iacovou et 

al.1995; Cragg and king,1993.  

 
2.1.4.1.2) Limited financial resources: 

As mentioned, the adoption of new technologies requires initial heavy investments to 

purchase needs soft wares, hard wares, equipment, connections  and to train staff etc… With 

regards to especially, the small and medium sized enterprises, these companies seem to be 

limited in financial resources which will impede them from obtaining the equipment to 

adopt new ICT or E-commerce. Therefore, limited financial resources can be considered an 

important barrier of e-commerce/ICT adoption. (Mombeini Saeed,2008; Jones et al,2003; 

Hadjimanolis,1999). 

 

2.1.4.1.3) Return on investment: 

Return on Investment (ROI), is an important ratio in every company's financial books. Most 

of companies are established with profit making purposes and they don’t make any 

investment unless they are sure that the investment has a reasonable return, even if such an 
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investment is made on new technology application which will facilitate the company's 

operations. In other words, if companies are not convinced of the financial benefits of 

ICT/Ecommerce adoption or there is an imbalance between investment costs and return on 

investment, they will be reluctant to use such new technologies. In addition to the amount of 

financial return of investment on ICTs (which matters for companies), the time of such 

financial returns realization is also important. Normally the financial benefits of ICT 

investments emerge over long time, while small companies are in need of immediate return 

on such investment. Such a time gap is an other barrier of ICT application.( Khong Sin Tan 

et.al,2009; Saeed Mombeini,2008; Khatibi et al.2003; Quayle, 2002; Riquelme, 2002; Van 

Akkeren and Cavaye,1999; Purao and Campbell, 1998; Lawrence, 1997). 

 

2.1.4.2) Security Barriers: 

2.1.4.2.1) Concerns about confidentiality: 

Security issues are still the main concerns of people that will impede them from transacting 

online. Most people have heard stories about wrong use of personal information therefore 

they doubt that sending all personal data through Internet is secured (Miller and Weckert 

,2000).In an online transaction, the type of the information required and the nature of the 

company which collects the information in one hand and the individual differences between 

customers on the other hand are the main sources of privacy concern for customers. Such 

privacy concerns can be grouped into five levels : Collection( where the customers become 

sensitive about the huge amount of information required online), Unauthorized secondary 

use of data ( personal data collected may be  used for another purpose without permission), 

Errors( accidental alteration of information which will corrupt the reliability of the data 

base), Improper access(unauthorized  access to personal data), Invasion( unwanted contacts 

with consumers)[ Smith, Milberg, and Burke (1995)].System errors, invasion of customers 

privacy and unauthorized secondary data use are the main concerns of customer about 

confidentiality which may prevent them from using any online application or new ICTs. 

(Khatibi et al.2003 ; Turban and King,2003; Turban et al.,2002; Kendall et al,2001; Petrison 

and Wang 1993;Nowak and Phelps 1992). 

 

 

 



Chapter Two: Literature Review 

Impacts of ICT application on the insurer & its customers and major obstacles to be faced  

 

35 

2.1.4.2.2) Concerns about Fraud, Technical faults etc: 

An online transaction may require an online payment by the customer, as a result of which 

the account and credit bank details of the buyer will be spread via internet. Even if the 

customer is convinced to provide his private and personal information, doing online 

payment remains a major concern. An online business has always its own security risks 

which will concern customers. Some of these risks are of technical nature such as viruses 

which may invade the site during an online transaction.(Khong Sin Tan et.al,2009). In a 

survey conducted by UNCTAD in the year 2004, 71 percent of all countries named security 

concerns (including viruses) as to be the main barriers impeding the use of ICT and e-

commerce by customers.  

Many researchers believe that customer's fear and concern over ICT security, mistrust from 

the users side and lack of security systems are major barriers of ICT and e-commerce 

adoption (Mombeini Saeed,2008; UNCTAD 2005; OECD,2004;Stockdale and 

Standing,2004; Turban and King,2003; Khatibi et al.2003, Jones et al.2003;Yeung et 

al.2003; Quayle,2002; Riquelme,2002; OECD, 2002a; Turban et al. ,2002; Van Akkeren 

and Cavaye,2000; Hadjimonolis,1999; Purao and Van Akkeren and Cavaye,1999; Poon and 

Swatman,1999;  Abell & Limm, 1996). 

 

2.1.4.3) Technical Barriers: 

To handle all processes of E- commerce application, from designing web to online delivery 

of goods and services , firms may face with technical barriers which may impede them from 

ICT/E-commerce adoption. These technical barriers can be of two major types (Van 

Akkeren and Cavaye,2000): 

 

2.1.4.3.1) Complexity of new technologies which require new skills: 

Every new technology seems to be very complex to use in the beginning. Firms may not 

have the necessary skill and expertise to apply such technologies and they have to either 

develop new skills inside the firm or outsource part of the task. To acquire new skills in 

house or out sourcing it  would be expensive for firms (Quayle,2002; Van Akkeren and 

Cavaye,2000). In addition to existing information systems of firms may be not proper for 

future development (Van Akkeren and Cavaye,2000;). Yet an other problem exists if firms 
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want to buy  new information systems. Firms cannot trust the external IS suppliers 

(Hadjimonolis,1999). 

2.1.4.3.2) Limited in-house IT skills: 

As mentioned , in order for firms to adopt ICT/E-commerce in their processes, they will not 

only need necessary technical facilities, but also they would need technical staffs to work 

with new technologies. The lack of talented and skilled IT staff  in firms to develop and 

maintain the ecommerce system and difficulties in finding and recruiting qualified 

employees, level of IT knowledge of personnel, lack of technical resources, and lack of 

computer and e-business knowledge among staff, have been all mentioned by different 

researchers as the main technical barriers of ICT /E-commerce adoption by firms (Khong 

Sin Tan et.al,2009;e-Business watch Report,2008; Mombeini Saeed,2008; Stockdale and 

Standing,2004; UNCTAD2004 & 2005; Khatibi et al.2003 ;Jones et al.2003; Riquelme, 

2002; Quayle, 2002; OECD, 2002a ;Kendall et al,2001; Poon and Swatman,1999; Van 

Akkeren and Cavaye, 1999; Hadjimonolis,1999; Lawrence, 1997;Thong et al.1996; 

Iacovou,1995;Cragg and king,1993). 

In addition, Turban and King (2003)  and Turban et al. (2002)  mention other technical 

barriers for ICT and e-commerce adoption: some internet protocols not being standardized, 

certain processes are not reliable, insufficient bandwidth, expensive soft wares, difficulty in 

integrating digital and non digital sales and production information , limitations of dial-up, 

cable, ISDN, wireless systems. 

 

2.1.4.4) Managerial Barriers: 

Some of the barriers that halt the adoption of ICT/E-commerce in firms, might be of 
managerial nature and relate to the management of a firm. Such barriers can be classified in 
to : 

2.1.4.4.1) Insufficient time spent on planning: 

In fact the top management of a firm or its owner is the sole decision maker in a firm. The 

one whose decisions would cover all aspects of a firms from operations to processes. With 

regards to ICT/E-commerce adoption, one of the barriers is that the management of the firm 

does not spend sufficient time on the matter and plan for that. The reason behind this might 

be that he is not aware of the importance of ICT adoption and the benefits that might be 
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brought about for his firm. (Turban and King,2003;Turban et al. 2002; Thong et 

al.1996;Cragg and king,1993). 

 2.1.4.4.2) Insufficient knowledge or experience of IS : 

It is obvious that in case the management of a company suffers from insufficient knowledge 

or experience of information systems or IT as well as managerial skill, he might resist 

against any adoption of new technologies or be reluctant to network with other enterprises.( 

Jones et al.2003; Van Akkeren and Cavaye,2000; Hadjimonolis,1999; Thong et al,1996; 

Cragg and king,1993). 

2.1.4.5) Miscellaneous barriers of ICT/E-commerce adoption: 

In addition to the above mentioned financial, technical, security and managerial barriers of 

ICT/e-commerce adoption, other obstacles have been quoted by other researches, some of 

which are mentioned here: 

• Demand and system barrier ( Hadjimonolis,1999). 

• Lack of standards, lack of support from market forces and e-commerce entry barriers 

(Mombeini Saeed,2008). 

• Improper network infrastructure in the company (Khong Sin Tan et.al,2009). 

• Employees fear of new technology and loss of job (Van Akkeren and Cavaye,1999; 

Lawrence,1997). 

• Employees preference and satisfaction with traditional ICT mediums, such as phone, 

fax and face-to-face negotiations (Venkatesan and Fink,2002; Poon and 

Swatman,1999;  Lawrence,1997). 

• Lack of time for e-commerce implementation (Jones et al.2003;Walczuch et al.2000; 

Van Akkeren and Cavaye,1999;Lawrence,1997).  

• Public perception that e-commerce is not suitable for the way the organization or its 

clients do business (Hadjimonolis,1999;Iacovou et al.1995). 

• E-commerce is not suitable for products/services offered by SMEs 

(Kendall,2001;Walczuch et al.2000; Hadjimonolis,1999). 

• E-commerce is perceived as a technology lacking direction (Lawrence,1997). 

• People's lack of awareness about the benefits of ICT and e-commerce 

(Quayle,2002;Iacovou et al.1995). 

• Shortage of information about the benefits of ICT and e-commerce (Lawrence,1997). 
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• Firm's reliance on external expensive consultants to provide needed knowledge & 

expertise (Van Akkeren and Cavaye,1999;Lawrence,1997). 

• Lack of known standards for e-commerce (Tuunainen,1998). 

• Software and hardware  short life cycle, not all need of a company is satisfied by 

ICTs, clients and suppliers are not technically ready to adopt ICTs (UNCTAD, 2004, 

Windrum and De Berranger,2002). 

• Lack of familiarity , Cultural reluctance. (Khatibi,2003). 

• Organizational culture. (Van Akkeren and Cavaye,1999). 

• Reduced flexibility of work (Lee, 2000). 

• Duplication of work (MacGregor et al, 1998). 

• Broadband connections (OECD, 2001b).  

• Payment uncertainties and contract, delivery and guarantee uncertainties 

(OECD2002) 

• Internet access by suppliers and buyers, Internet channel conflicts with current 

physical channels (Khatibi et al2003).  

• Uncertainty of legal issues surrounding ICT adoption (Khong Sin Tan et.al 2009; 

Turban and King2003;Turban et al. ,2002). 

• Complexity of governmental regulations (Hadjimanolis 1999). 

• Cross-country legal and regulatory differences (OECD,2004 & 2002a;Khatibi et 

al.2003; Jones et al.2003). 

• Cultural and Linguistic obstacles, accessibility of urban and suburban areas, people 

not being used to paperless and non-physical transactions, business integration, rapid 

market change(Turban and King,2003;Turban et al. 2002). 

 

 

2.2) Insurance: 

2.2.1) Definition of Insurance/E-insurance /insurer/insured/EGFI 

According to Wikipedia Insurance is a form of risk management used to cover against the 

risk of a contingent loss. It is an equitable transfer of the risk of a loss, from one entity to 

another, against a premium. The company who sells the insurance policy and the company 

or person who buys the insurance policy (against a premium) are called insurer and insured 

(policy holder), respectively. (http://en.wikipedia.org/wiki/Insurance).  
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E-insurance can be defined as the application of Internet and related ICTs to produce and 

distribute insurance coverages.  In this method, an  insurance policy is negotiated and 

contracted online. In most cases the premium payment, policy delivery and claim processing 

can be done online.( A. Sanayei et al,2009) 

The Export Guarantee Fund of Iran (EGFI) as Iran's only state-owned Export credit agency 

which operates under the supervision of the Ministry of commerce. It is worth mentioning 

that EGFI was founded in 1973, and  re-started its operation in 1993 with the aim of non-oil 

export promotion by guaranteeing the Iranian exports. The EGFI’s role is to share the 

commercial as well as the political risks with the exporters of goods/services or investors 

throughout the entire validity of their contract and to collaborate with them before, during 

and after the risks period.(www.egfi.org.ir). 

2.2.1.1) Types of Insurance  

Generally speaking insurance can be classified in to two major classifications: General 

insurance and credit insurance: 

2.2.1.1.1) General Insurance is an insurance we buy to cover ourselves against risks in our 

daily life. General insurance may be of different types the major types of which are Fire, 

Cargo, Accident, Motor(P.D), Motor(T.P.L), Health,  Hull, Aviation, Engineering, Liability, 

Credit, Oil & Energy and  Life insurance. A typical insurance company's value chain seem 

as the following: 
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Sigma5/ 2000 .p18   

 

2.2.1.1.2) Credit insurance or trade credit insurance is an insurance which covers the 

non-repayment risk of a trader's receivables from a local or foreign buyers resulting from 

political risks (which are not controllable by the buyer or the seller) and commercial risks( 

which are pertinent to the buyer) [http://en.wikipedia.org/wiki/Credit_insurance]. From a 

seller's point of view there are three main advantages of  buying credit insurance: 

transferring the risk of default by the foreign buyer to the credit insurer, continuous 

monitoring of the creditworthiness of his customers by the insurer, receiving better credit 

terms from banks. A typical value chain of a company's trade credit department is as 

following (Sigma7/2000.p5): 
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2.2.2) Factors affecting ICT/E-commerce application in Insurance companies: 

Today, virtually all general insurance companies in the world have web presence and some 

of them provide their insurance services over internet, although it still accounts for a very 

small share of insurers' total revenues. (Gergana Rakovska (2001). But there are four factors 

that impact the success of insurance companies in adoption ICTs and e-commerce (Wells 

and Thomann (2006): 
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• Business imperative – to implement e-commerce successfully, insurance companies 

need to understand the reasons for and necessity of e-commerce and their business 

goals should be clear.  

• Executive sponsorship – the support on the side of the company's management is 

essential for any ICT and e-commerce adoption. 

• E-commerce development method – e-commerce adoption and development 

requires precise planning and a formal process. 

• Business process orientation – the ecommerce goals must be aligned with the 

company's business needs. 

 

2.2.3) From Insurance To E-insurance 

According to e-business watch report 2003, the insurance sector(including general and credit 

insurance) has the highest e-business/ICT application rate among other sectors. It also has 

the highest penetration of Internet access, the second highest level of extranet use, the third 

highest level of intranet and WAN application use in comparison to other sectors. With this 

rate of ICT application, insurance sector has had the highest rate of IT specialist 

employment. 

The insurance companies are also among top companies that support the human resources 

management by e-commerce/ICT means. These companies have also the highest share of 

enterprises selling online.(e-business watch 2003). Lets have a look at the e-insurance 

industry (general and credit) from the two following angles: 

 

2.2.3.1) General Insurance: 

Industries such as banking, traveling, and retailing have been pioneers in adopting new 

technologies that make electronic commerce possible. There have been good progress in 

adopting ICTs in other service industries such as insurance, although the adoption pace has 

been slow [Jackson, D.2003; Pastore, M. 1999;Garven, J. R1998). Some of the reasons 

behind this can be the cost and benefit analysis made by insurance companies (ISO ,1997). 

An other reason is that these companies are conservative in applying new ICTs and consider 

internet as only supplementary to traditional distribution channels. Further reasons can be: 

low Internet use of the customers, product complexity, security, internal conflicts in the 

insurance companies, fear of technical faults etc.(sigma 2000). The reality is that due to the 
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said reasons , less than 5% of all insurance sales are actually being done online (Jackson, D. 

,2003). 

In insurance industry, websites are mainly used to provide information about the insurance 

companies and their products. On the other hand the insurers' online presentations are often 

considered to be conservative and boring, in comparison with other sectors.  

ICTs/e-commerce are mainly applied in insurance industry for information purposes, 

application submission, proposal preparation and online contract conclusion, notification of 

claims, probable address changes, access to customer and contract data. (e-business watch 

report 2002). 

Gergana Rakovska (2001) identifies five stages of ICT application that insurance companies 

go through,  in the insurance market:  

1. Traditional insurers operate traditionally and have no plan for web-based policy issuance 

and distribution. 

2. New E-insurers look at internet as an introduction &  distribution  channel (at least for 

simple products).  

3. Traditional insurers improve their Web-based capabilities just for information providing 

purposes and making comparisons possible for customers.  

4. Traditional insurers increase their capability to sell their  products online. 

5. Competition between traditional and e-insurers increases particularly on the internet 

distribution side.  

A typical e-commerce transaction can have five phases : search, valuation, logistics, 

transaction and after sales services (Dasgupta and Sengupta,2002): 

A customer who intends to buy an electronic insurance policy, may pass the first five 

phases. The customer searches different insurance companies online to compare their 

services. Then he evaluates the products which suit his needs. After that, there would be an 

electronic correspondence between the customer and the insurance company regarding the 

terms and conditions (logistics). In the fourth phase, the customer and insurance company 

agree to go ahead with the transaction. The online claim settlement involves complex 

interactions between the insurance company and the insured and may entail the involvement 

of legal and judicial authorities. Therefore, the claim settlement in an insurance company 

may be difficult to be done online. 
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2.2.3.2) Credit Insurance: 

ICTs/E-commerce provide new opportunities and challenges to credit insurance industry. 

With regards to internet, credit insurers are utilizing the internet in three different ways: 

improvement of client communication, marketing and management of traditional credit 

insurance and provision of new products online. Internet is expected to help insurance 

companies deliver high quality information to their clients and reduce paper work and other 

costs (up to 9%) related to processing information ,improve efficiency in underwriting, 

distribution, administration and claims settlement. (Ben_e Corneliu,2004). 

E-credit insurance platforms typically insure online sellers against the risk of buyers’ non-

payment. In addition, e-credit opinion and/or e-credit rating on the buyers are also provided. 

Referring to the website of a credit insurer, a customer can get a credit opinion on an 

individual buyer or subscribe to various credit insurance policies. In case the buyer is given 

a credit rating, the seller automatically gets the insurance coverage on that buyer former. 

(UNCTAD,2005).  

Large credit insurers (all being the members of the burne union) have different approaches 

to the internet and e-commerce. At Coface (France), internet is used to enhance the 

relationship with important clients to sell insurance services to them, and a large number of  

applications for foreign buyers' credit limit and policy amendments are handled online.  

Euler Hermes (Germany) uses its Online Information Service (EOLIS) to manage the 

insurance policies of its clients. Customers can use EOLIS to check the outstanding credit 

limit on existing clients, check credit information on potential buyers and track claims. 

 NCM (Nederland) provides online services(credit management and the Payment Guarantee) 

via its  affiliated company, eCredible.com. (Ben_e Corneliu,2004). 

 

2.2.4) Impacts of ICTs/E-commerce on the Insurers: 

Generally speaking, The insurance companies, as firms active in financial sector, also 

benefit from the positive impacts of ICT and e-commerce mentioned in section 3 above.  In 

addition, the insurance companies embrace the following special benefits of ICT and e-

commerce adoption: 

 

2.2.4.1) Impact on costs: 

The insurance companies may be exposed to different administration, agency commission, 

personnel, paperwork and distribution costs which can be reduced significantly by the 
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application of new technologies. When an insurer deals directly with the customer using 

ICTs, it can save costs for running agencies and for paying commissions to agents. The 

paperwork can also be reduced by processing claims via Internet and the number of staff can 

be reduced by automation of processes. (Fisher, S. E. 2003; McCarthy, R. V. and Aronson, 

J. E.2000; sigma 2000; Conning & Company ,2000).Nearly 12 to 26% , 9 to 15% and 4 to 

12% of an insurance company's premium income  goes to pay the costs of distribution, 

administration and claims settlement respectively. These costs can be reduced if an insurer 

applies new ICTs in its processes.(sigma 2000). 

 

2.2.4.2) Impact on service quality: 

Every customer has a number of expectations which, if satisfied,  can increase the  service 

quality of a firm. An insurance company's customer expects to: be served 24 hours a day and 

7 days a week, have access to necessary information to make needed price comparisons, 

have no national boarder restrictions, get response in the fastest possible time, be 

anonymous and receive the loss in the shortest possible time. New ICTs can help an insurer 

satisfy the said needs of its customers and as a result increase its service quality (sigma 

2000). 

 

2.2.4.3) Impact of online sales 

In a survey conducted by e-business watch, the insurance companies in Europe who sell 

insurance policies online were asked about the impacts of online sales on the company's 

performance. More than 50% of the interviewees confirmed the top three positive impacts as 

“increase of quality of customer service” (18% answered “very positive”, 56% “fairly 

positive”), “increase in the number of customers” (0.4% / 61%) and “ increase of efficiency 

of internal business processes” (8% / 46%). (e-business watch 2003).   

 

2.2.4.4) Impact on communications: 

The insurance business is managed in a very decentralized manner, which makes 

optimization of business processes between headquarters, agencies, broker , salespersons 

and customers is a challenge. The application of ICTs can in fact facilitate communication 
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between the said parties involved and allow immediate access to data from any location. (e-

business watch 2002). 

 

2.2.4.5) Impact on supply chain: 

The break up of the value chain has been made easier by new ICTs. Various functions in an 

insurance company ranging from underwriting, policy administration and claims 

management to investment and risk management can be optimized within the company's 

divisions or can be outsourced to a rapidly growing number of specialized service providers. 

Nowadays the  cost pressure will force traditional insurers to review their business model 

and to think of ICT application in their value chain .(sigma 2000). 

 

2.2.4.6) Impact on insurance market entry barriers and transparency: 

To day the ICT and e-commerce application reduce the amount of capital needed to enter 

the insurance market, which makes it possible for new insurers face lower barriers to enter 

the market and compete. On the other hand the new technologies can increase transparency 

of the insurance market, giving customers more market power. The higher market 

transparency and lower market entry barriers in the insurance industry have intensified 

competition in the market and forced prices down. (sigma 2000). 

 

2.2.4.7) Impact on virtualization and specialization: 

The ICTs and e-commerce allow virtualization of organizational networks, which in turn 

increase the opportunity for systematic co-operative service offers. In addition, as 

mentioned, ICTs help firms reduce transaction costs which changes the make-or-buy 

decision of insurance firms. Some of the product related services such as product 

development, distribution, administration, asset management and claim management can be 

outsourced to special suppliers, of which , new firms can be a part. .(e-business watch 2002 ) 

  

2.2.4.8) Impact on Marketing, Sales, Administration, Claims management: 

The new ICTs help an insurer present itself via its website and get the insurance applications 

online, which will reduce the customers' personal contacts and increase the firm's marketing 

power. By referring to an insurer's website, a customer can easily calculate his premium, 
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read the conditions of a policy, sign the insurance policy electronically and receive his 

electronic copy of the insurance policy. All these facilities will help the cost cuts and 

ultimately, increase an insurer's sales volume. The automation of internal and administrative 

processes of an insurance company can lead to costs reduction. An Internet-based 

administration can reduce time and costs for both the insurance company and its customers 

and the insurers. In case there is a damage, the policy beneficiary can provide the damage 

information, reports and digital photos online, by which the paperwork for underwriting and 

claims processing can be reduced. The claim payments can also take place electronically.(e-

business watch 2002 ) 

 

2.2.4.9) Miscellaneous impacts  

In addition to the above mentioned impacts of ICTs and e-commerce on insurance 

companies, the following miscellaneous impacts on insurance industry (general and credit) 

have been identified by other researchers:  

• Facilitates work processes, changes relationships to customer & suppliers, changes 

organizational structure & products and services offer (e-Business Watch,2003). 

• More competitive products by increasing the speed, flexibility and interactive 

capabilities of the network, growth of markets by expanding markets more quickly 

via lower cost and increased revenues, improvement of investment (Fisher, S. E. 

2003; McCarthy, R. V. and Aronson, J. E.2000). 
• Provides less expensive distribution channel and high speed communications, 

enhances fee-based revenues by leveraging the insurer's information on the 

creditworthiness of buyers(for credit insurers), allows more personalized products, 

greater flexibility and better support for risk management (sigma 2000).  

 

2.2.5) Impacts of ICTs/E-commerce on The Insureds: 

In addition to the benefits of ICT/E-commerce application mentioned so far, the customers 

of the insurance companies may also affected by the following impacts of ICT adoption:  

• Increase of value creation for customers by increased transparency and improved 

services resulted from ICT/E-commerce application.(Sigma.2000). 
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• Better perception of customers of the better services they can get via internet, which 

makes price comparisons, evaluating insurers, cost savings and creating closer 

relations with insurers possible for them. (Archer. et al.2000; IAIS,1999). 

• Possible track of claim processes to see where their claims are in terms of payment 

(IAIS 1999). 

• Increased service quality via availability of services 24 hours a day and 7 days, 

possibility of price comparisons, faster response time, transparency, anonymity, 

speed of claims management. Insurance customers (sigma, 2000, e-business watch 

2003). 

• Automation and rationalization lead to the insurer's cost cuts which lower the 

premium imposed to the customer. ICTs give the customer the opportunity to have 

direct communication with the insurer. The insurers who implement customer-

friendly ICT service applications have an advantage over those who don't. (e-

business watch 2003). 

• ICT application simplifies the processes of searching, ordering and receiving 

products to consumers (Pautasso and Alonso, 2004; Clegg et al., 2002).  

 

2.2.6) Barriers /Obstacles before ICT/E-commerce application by insurance 
companies and their customers:  

As mentioned before, the insurance industry is lagging behind the ICT/E-commerce 

application in comparison to other sectors. There are some barriers before the insurers and 

insureds to fully apply ICTs and ecommerce in their operations and inter-relations. These 

barriers can be summarized as following: 

 

 2.2.6.1) Barriers from the insurer's view point 

2.2.6.1.1) Technical/Security barriers: 

As the insurance transactions may contain important and sensitive data (including the 

personal data of the policy holder),the customers of the insurance companies may be 

concerned about their data security, when dealing online with an insurer (Sigma 2000). 

Generally speaking , data security risks in insurance companies can be grouped into two 

main categories: Security risk (caused by technical flaws such as information leak or loss)  

identified within the system of an insurance company and security risk arising from 

intentional or negligent external data breaks. (IAIS2000). 
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In addition to the danger of virus infection through the internet, ICTs and ecommerce 

adoption may increase the vulnerability of the insurance company and its customers to 

technical faults including power loss, unintentional changes or leaks of information, system 

faults and capacity problems of servers. In addition, the ongoing networking trend increases 

the danger of hackers and virus infections.(Sigma 2000). 

In October 2002 the Actuary Magazine reported that there are more than 6,000 hacker 

groups worldwide, which may invade the websites of the insurance companies and result in 

the following security risks of doing business over the web: 

� Masquerading/spoofing: some websites/ individuals may pretend to be legitimate 

insurers or customers 

� Theft of credit card information 

� Disclosure of customer personal data information 

� Communications error which lead to the corruption of an online transaction 

� Attack on server and its content 

� Virus infected e-mails (Anshu Arora,2003). 

 

2.2.6.1.2) Connectivity barriers: 

The internet connectivity is very important for an insurance company (who sells insurance 

products online) and the client (who buys such products online). In case any part of the 

internet’s operational system is damaged or modified intentionally or as a result of 

negligence, the impact on the insurer’s systems and its reputation can be devastating. To 

minimize such risks a number of steps can be taken such as establishing backup facilities 

and recovery and disaster planning (IAIS 2002).  

 

2.2.6.1.3) Operational barriers: 

In an e-commerce environment, any failure or default in the IT infrastructure may entail 

operational risk. If an insurance company does not manage the application and use of 

internet properly, it may be exposed to operational risks. In case the IT infrastructure of an 

insurance company does not have the capacity to handle increased website traffic, and may 

not: be accessible at all times, be secure from external and internal disruption, be compatible 

in every market and be scalable, this insurer may experience a sort of operational barrier. 

To avoid such operational risks, an insurance company need to outsource its technological 

needs, in which case, it should be able to assess the service provider’s operational viability, 
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financial liquidity and project management skills. In addition, the insurer would be in need 

of skilled staff and project management specialists for delivering insurance-related internet 

and e-commerce solutions. (IAIS 2002).  

 

2.2.6.1.4) Financial  barriers: 

In case the traditional insurers and their customers intend to adopt  the new technologies or 

new e-commerce opportunities, there would be direct costs to prepare technical 

infrastructure and indirect cost of changing the existing business models. Changing any 

business process or corporate structure, may lead to internal conflicts. (Sigma,2000).  

 

2.2.6.1.5) Transactional barriers: 

Any unauthorized modification of information and text exchanged between an insurer and 

its client, or vice versa, which is due technological fault and not the insurer or the client may 

result in transactional risk. To sell insurance services online, an insurance company must 

guarantee that the terms and conditions of the insurance policy will not change unless by 

mutual agreement. If there is a technological fault on the server, there is no guarantee that 

the insurance policy terms are not modified due to the occurred fault. 

Consequences of transaction risk arising from faulty information or flaws in the system can 

be summarized as following: 

� Certain insurance products cannot be offered online; 

� An insurance product which does not fit the needs and expectations of the customer 

is provided to him; 

� The insurance Policy issued may miss some standard clauses; 

� The electronic signature is not recognizable ; 

� The insurer's internet platform is used fraudulently and the customers may dispute 

the validity of communications and transactions (IAIS 2002). 

 

2.2.6.1.6)  Miscellaneous barriers: 

In addition to the above mentioned categorized barriers that the insurer and its clients may 

face in applying ICT/E-commerce, other  barriers have been recognized by some 

researchers:  
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• Personnel's resistance to change, threat of dis-intermediation  of the insurance 

company or broker, lack of technology regulatory, shortage of insurance vendor 

solutions and conflict between internet as new distribution channel and traditional 

sales channels (Hann 1999). 

• Fears of cannibalization (Jackson, D. 2003), 

• Regulations dominating insurance companies (McCarthy, R. V. and Aronson, J. 

E.2000), 

• Conservative culture of the insurance industry (Mieczkowska, S., Barnes, D. and 

Hinton, M. 2002).  

• The complexity of the technology involved  (Chatterjee, D. and Jessup, L. M.2002). 

• Lack of standards in the industry(McCarthy, R. V. and Aronson, J. E.2000). 

• Electronic signatures  not being legal & Credit card payments  not acceptable  for 

insurance purchases in many countries, physical insurance policies must be delivered 

to the clients, and Physical proof of coverage is required (Walker, 1999). 

 

2.2.6.2) Barriers, in the eyes of the customers: 

Besides the above stated barriers to which both, the insurance company and its clients are 

exposed, there are other factors that may especially hamper ICT application by insurance 

customers ( E-business watch 2002): 

 

 

2.2.6.2.1) Low-interest product and product complexity :  

Most insurance customers do not normally think about buying insurance policies in their 

everyday life because the insurance policies are low-interest products for them. The only 

thing they do is to search for insurance information on the internet. More over, some 

insurance products are complex and require individual negotiations and therefore can not be 

purchased online.  

 

2.2.6.2.2) Low Internet use: 

It is true that the insurance companies are interested in high income customers. But these 

customers are mostly among old companies who have lower tendency to use internet. 

Moreover, the clients are not always equipped with the most recent technology which let 

online purchase of insurance policies.  
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2.2.6.2.3) Personal consulting preference:  

A study about online customer management in financial services of Germany, Spain, 

France, the UK, Italy, Sweden and the US, in 2001, showed that customers prefer personal 

consulting to buy an insurance package than doing it through internet. In this study, nearly 

in all countries (except Italy) more than 50% of the respondents answered that they preferred 

to pay more for a service from a real human being.  

In addition to the above mentioned barriers which especially important from the customers 

perspective, Gergana Rakovska (2001) refers to more barriers: 

 

 2.2.6.2.4)Too Much Data Entry and lack of customer control over the insurer's 

website:  

Many customers believe that buying an insurance policy by walking in to an agent's office 

or through telephone would be easier and faster than doing that through online channels, 

because getting online quotes usually takes more time than traditional methods. In addition, 

the process is made more difficult by some insurers by asking the client to fill out online 

useless forms, the information of which they do not even use in the initial quote process. 

In addition,  many insurers' claim that getting a quote on their website takes only ten 

minutes, but the fact is that the customers have to spend 10 to 20 minutes on each site to 

compare the premium rates. Many websites do not let customers to get multiple quotes from 

single data entry session and in other words, they limit the customer's control over the 

insurer's website.  

 

2.2.6.2.5) Quote Accuracy and Price Variation:  

Significant time and effort of potential customers is spent in online quote process. To make 

a decision on buying an insurance package online, these customers need to be sure that the 

quotes they get from the website are real and final. But the problem is that in many cases the 

premium rates vary due to certain conditions and the risks involved, thus an estimation of 

the premium rate is provided on the website, which makes the potential customer suspicious 

of the whole quote process and prevent them from buying online. 
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2.2.6.2.6) Lack of Decision Support:  

The insurance terms and conditions are essentially complex and most people may need 

simple and enough explanation to understand them. To make a decision on purchasing an 

insurance policy online, a potential customer needs to understand the terms and conditions 

of each insurance policy presented. In most cases, the websites of insurance companies lack 

the capability to help the client understand the terms and make a decision on what product to 

buy.  

In addition to the above cited barriers which, in the eyes of the customers, hinder their 

electronic interaction with an insurer company, other barriers exist, including: Concerns 

about security issues, cost advantage being  insignificant, expensive technology (e-business 

watch2003). Internet is an insecure medium, regulatory hurdles, internet marketing is a 

threat to the traditional distribution channels (sigma2000). 
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3.1) Research Questions:  
 
In the previous chapter the available literature on the impacts of ICT/Ecommerce on firms in 

general and on the insurers and their customers in specific and barriers of ICT/Ecommerce 

adoption by firms in general and specific barriers to be faced by insurers and their customers 

have been explored and listed. 

Based on the findings of the literature reviewed, the present study is intended to address the 

main question which is “what is the impact of ICT application on EGFI and its customers 

and major obstacles they may face?” Four research questions have been extracted based on 

the available literature, which are to be answered in this study: 

1- What major obstacles does EGFI face to have ICT-enabled interaction with its 

customers? 

2- What benefits can be sought by EGFI from its ICT-enabled interaction with 

customers? 

3-What major obstacles do customers face to have ICT-enabled interaction with 

EGFI? 

4-what benefits can be sought by customers from their ICT-enabled interaction with 

EGFI? 

 

 Chapter 

3  
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3.2) Frame of Reference: 
  
As the frame of reference provides guidance for the collection of data needed to answer the 

research questions, the aim of the present chapter is to select relevant concepts out of the 

literature reviewed. But since, not all concepts (found in the literature review), can be used 

in the data collection process in detail, they are grouped, merged and summarized as 

following. It is worth mentioning that as both, the insurers and their customers, are financial 

and business enterprises, they are not only subject to the  general impacts of 

ICT/Ecommerce and general barriers mentioned in the literature review but also they benefit 

from the positive impacts of ICT application and face the barriers specifically mentioned for 

insurance companies and their customers, therefore, the selection of concepts (impacts and 

barriers), would be done out of all findings of the literature review. In addition, most of the 

benefits and barriers of ICT/ecommerce application are common for both the insurer and its 

customers and some are special for each. Therefore, the impacts and barriers are classified 

as common impacts and barriers; special benefits and barriers for the insurer (in terms of 

their electronic interaction with their customers) and special benefits and barriers for the 

insured (in terms of their electronic interaction with the insurer):     

 
 
3.2.1) Impacts /Benefits of ICT/Ecommerce: 
 
According to the above classification, common benefits (3.2.1.1 & 3.2.1.2), benefits for 
insurers (3.2.1.3 to 3.2.1.5) and benefits for insured (3.2.1.6 to 3.2.1.8) are presented here: 
   
3.2.1.1) Improvement of Corporate performance: 
 
There are different dimensions and variable which are used to measure the performance of a 

firm: Market share, Personnel and new markets and products development, R&D, rate of 

sales growth, return on sales, return on investments , cost reduction programs, public 

relations, operational results and cash flow. In case a company is able to achieve its 

objectives in terms of the said indicators, it is considered to have had a good performance 

(Guimaraes, 1996; Gupta, 1984). March and Sutton (1997) mention profits, sales, market 

share and productivity. A more comprehensive classification has been provided by Lin 

Fitzgeral et.al (2008) as following: 
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Corporate Performance Dimensions  Sub dimensions  

Competitiveness 
Market share, competitive advantage, sales growth, 
market intelligence, Return on sales and investment 
. 

Financial Performance 
Profitability, Revenue , Liquidity, Capital Structure, 
Market Rations, decrease of costs & prices etc. 

Resource Utilization Productivity, Efficiency, etc. 

Innovation 
Performance of the innovation process, 
Performance of individual innovations, etc. 

 

According to the above given classification, when we say that ICT/E-commerce application 

helps a firm to have better performance, such a good performance will include: increased 

revenue, market share, productivity, competitive advantage, increased sales, market 

intelligence , firm efficiency and profitability, better innovation, saving time , decreased 

costs/prices and better access to market information1.  

 
3.2.1.2)Improvement of supply chain and relations with business partners  

ICT application can shrink the production and distribution chain by changing the nature of 

intermediation(European e-Business watch Report,2008; Sigma 2000). It will also enhance 

efficiency through creating better co-ordination among firms in the value chain (Khong Sin 

Tan et.al,2009; Windrum and Berranger,2002). ICT application can also help firms 

Strengthen their relationships with business partners (Ratnasingam and Pavlou, 2003; 

                                                           
1
 [UNCTAD (2009); Li et al.(1999); Khong Sin Tan et.al (2009); Eurostat (2008);E-business watch report (2008); Esselaar 

et al.( 2007);E-Business Watch (2006); UNCTAD (2005);  Alam et al.(2005); Miles (2005); Pilat (2005); 

UNCTAD(2005,2001); Ziaul Hoq et al(2005) ;Vu( 2004); OECD (2004,2002a); European Commission( 2004); Arvanitis 

(2004); Dean Parham ( 2004);Dirk Pilat and Andrew Wyckoff (2003); Jones et al.(2003); Yeung et al.(2003); Turban and 

King (2003); Nienhaus et al. (2003);; Khatibi et al.(2003); Benjamin and Elsie ( 2003); Van Ark et al.( 2003); E-

BusinessWatch (2003); Subramani (2003); Berthon et al (2003); Ratnasingam and Pavlou ( 2003); Fisher, S. E. 

(2003);Nordhaus (2002); Cloete et al.( 2002);Gallouj (2002); van Ark( 2002); Quayle (2002); Windrum and Berranger 

(2002); Baldwin and Sabourin (2002); Turban et al.(2002); Laudon and Traver (2002); Atrostic and Nguyen (2002); Van 

Ark, Inklaar, McGuckin (2002); OECD( 2001); Kendall et al (2001); West ( 2001); Woods (2001);Brown( 2001); Turley( 

2001) Mehrtens et al (2001) Devaraj and Kohli ( 2000,2003); Lee ( 2000);Walczuch et al.(2000); Sigma( 2000);  Oliner 

and Sichel (2000); OECD (2000) ;Stratopoulos ( 2000); Gelauff and Bijl (2000); McCarthy, R. V. and Aronson, J. 

E.(2000); Chan & Swatman (2000); Licht et al. (1999); Poon & Swatman (1999); Bedi (1999); Ghosh( 1998); Whiteley 

(1998);Zaheer et al.(1998) ; Gosh (1998); Hsieh, Lin, and Coveny (1998)Esichaikul and  hampanitchawong, (1998);  Poon 

& Swatman (1997); Conning & Company (1997); Strader & Shaw (1997);Auger & Gallaugher (1997);Bresnahan and 

Greenstein (1996); Abell and Limm (1996) ;Brynjolfsson and Yang (1996);Barua (1995); Harris andKatz ( 1991)]   
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Zaheer et al., 1998;Poon and Swatman,1997),improve their trading relationships (Mehrtens 

et al, 2001);build closer relationships among trading partners (Moodley, 2002), and build 

better relationships with their actual customers (European e-Business watch Report,2008). 

 
3.2.1.3) Better Customer’s Relations Management (CRM):  

Crminfoline (2010)2 classifies the components of Customer’s Relations Management 

(CRM) into: People Management ,Lead Management ,Sales Force Automation ,Customer 

Service ,Marketing ,Workflow  Automation , and  Business Reporting. According to this 

classification, we can group some of the impacts of ICT/ Ecommerce application as 

components of CRM for the ease of reference and therefore when we say that ICT/E-

commerce helps a firm (especially an insurer) have better Customer’s Relations 

Management, such a good CRM will include better marketing methods, better access to new 

customers/suppliers, lower cost of new customer acquisition and old customers retention , 

improvement of customer’s service, better communication, possibility of price comparison 

by customers, faster delivery, improvement of people knowledge of the services, every 

moment access, retention of old customers, and increase of customer’s satisfaction and 

loyalty, better service quality, increased transparency and facilitation of work process3.  

 

3.2.1.4) New distribution channel and efficiency of e-procurement: 

ICT creates new distribution channel, makes e-procurement more efficient,  Opens up  new 

ways of cooperation and Makes  provision of new global information services possible  

(Jaroslav Jando. and Libor Gála,2002; Brynjolfsson & Smith ,2000). 

3.2.1.5) New products: 

                                                           
2  Available at http://www.crminfoline.com/crm-articles/crm-components.htm 
3 Khong Sin Tan et.al (2009); E-business watch report (2008); Alam et al (2005);  UNCTAD( 2005); Thompson (2004); 
OECD (2004);Jones et al.( 2003); Yeung et al.(2003); Khatibi et al.(2003); Turban and King (2003); Quayle(2002); Turban 
et al. (2002);E-business watch (2002) ; Windrum and Berranger (2002); Jaroslav Jando and Libor Gála (2002); Mehrtens et 
al (2001); lu (2001); Drinjak et al.(2001); Raymond (2001); Sparkes & Thomas(2001); OECD(2001-2002a);Walczuch et 
al.(2000) ; Sigma( 2000);Klein( 2000); Brynjolfsson & Smith (2000); Zetlin( 2000); Vizard( 2000); Pricewaterhouse 
Coopers (1999); Bettua(1999); Ghosh (1998); Poon and Swatman (1997); Auger & Gallaugher (1997);Lawrence(1997); 
Marable(1997); Kalakota and Whinston (1997);Abell and Limm (1996); Iacovou, Benbasat, and Dexter(1995);Huber 
(1990); 
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ICT application makes it possible for insurance companies to produce new cheaper products 

or modify their products (Windrum,P. &, De Berranger, P. 2002; OECD,2001) 

 

3.2.1.6) Better service quality: 

ICT application increases the quality of services the customers get from the insurance 

company (possibility of price comparisons, every moment access to the services, faster 

response time, transparency, anonymity, speed of claims management. (Sigma.2000; 

Archer.et al.2000; IAIS, 1999, e-business watch 2003). 

 

3.2.1.7) Decrease of insurance costs:  

The customers pay less premium due to cost cuts resulted from the automation of the 

insurers processes (e-business watch 2003). 

3.2.1.8) Simplification of the  processes: 

Application of ICT/Ecommerce makes searching, ordering and receiving  services easier for 

the customers of an insurance company (Pautasso and Alonso, 2004; Clegg et al., 2002).  

 

3.2.2) Barriers of ICT/Ecommerce application: 
 
The common barriers faced with insurance companies and their customers are grouped into 

cultural and legal in addition to financial, security, technical and organizational /managerial 

as proposed by levy et.al 2005.  

 

3.2.2.1) Financial Barriers: 

Implementation costs, limited financial resources and uncertainty about the return on 

investment are major financial barriers that will prevent firms to adopt new technologies. 

Initial investment for hardware, software, connection, maintenance, training and etc, is a 

major concern for firms to adopt e-commerce. The firms limited financial resources to make 

the initial investment and their uncertainty on the financial benefit that such investment will 

bring for them, all are considered to be financial barriers in ICT/ E-commerce adoption. 4 

                                                           
4
 Khong Sin Tan et.al (2009);  Mombeini Saeed (2008); Quaddus & Achjari (2005); UNCTAD (2004,2005); OECD 

(2004);  Stockdale and Standing (2004);  Turbanand King (2003); Khatibi et al.(2003); Jones et al.( 2003); Turban et 
al.(2002); Quayle( 2002); Riquelme ( 2002); OECD( 2002a); Kendall et al (2001); Van Akkeren and Cavaye (2000); Sigma 
(2000);Hadjimonolis (1999); Strader and Shaw (1999); Van Akkeren and Cavaye (1999); Purao and Campbell (1998); 
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3.2.2.2) Technical Barriers: 

Both the insurance company and its customers may be faced with technical barriers which 

may impede them from ICT/E-commerce adoption. These technical barriers can be : 

Complexity of new technologies which require new skills, Limited in-house IT skills, 

improper network infrastructure in the company, reliance on external expensive consultants, 

software and hard ware short life cycle, broad band connections, internet access, 

connectivity problems, low internet use.5 

 

3.2.2.3) Organizational / Managerial Barriers: 

Some of the barriers that halt the adoption of ICT/E-commerce by insurance companies and 

their customers, might be of managerial or organizational nature. Such barriers can be: 

insufficient time spent by the management on planning, the management’s insufficient 

knowledge or experience of IS, less time spent on e-commerce implementation and 

employee’s lack of awareness about the benefits of ICT and e-commerce.6 

 

3.2.2.4) Cultural  Barriers: 

There are cultural barriers that prevent the employees of the insurance companies and the 

customers to embrace the benefits of new technologies. These barriers can be: fear of new 

technology  and loss of job, cultural reluctance, organizational culture, linguistic obstacles, 

                                                                                                                                                                                  
Lawrence (1997); Thong et al. ( 1996); Abell & Limm (1996); Iacovou et al.(1995); Cragg and king (1993); Jones et al 
(2003);  
5
 Khong Sin Tan et.al (2009);E-business watch (2008); Saeed Mombeini (2008); UNCTAD(2004 & 2005); Stockdale and 

Standing (2004); Khatibi et al.(2003) ;Jones et al(2003);Quayle(2002); IAIS (2002); E-business watch 
(2002,2003),chatterjee,D. and Jessup,L.M ;(2002)Van Akkeren and Cavaye (2000);Hadjimonolis(1999);Turban et al. 
(2002)  ;Turban and King (2003); Riquelme( 2002); Quayle( 2002); OECD( 2002a) ;  Windrum and De Berranger (2002); 
OECD (2001b); Akoh( 2001) ;Kendall et al (2001); Poon and Swatman(1999); Van Akkeren and Cavaye (1999); 
Hadjimonolis(1999); Purao and Campbell (1998); Lawrence,  (1997);Thong et al.(1996); Iacovou (1995);Cragg and 
king(1993);  

 
6
 Turban and King (2003); Jones et al.(2003); Turban et al. (2002); Quayle (2002); Walczuch et al.(2000); Van Akkeren 

and Cavaye (2000);  Thong et al.(1996);Cragg and king (1993); Hadjimonolis(1999); Van Akkeren and 
Cavaye(1999);Lawrence (1997), Iacovou et al.(1995). 
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employees preference to use traditional ICT medium(personal consulting preference), 

reduced flexibility, duplication of work, resistance to change   7  

3.2.2.5) Legal Barriers: 

In addition to the barriers mentioned above, the regulatory and legal atmosphere 

surrounding ICT/Ecommerce world could halt the application of these new technologies. 

These legal barriers include: lack of known standards for e-commerce, uncertainty of legal 

issues surrounding ICT adoption, complexity of government regulations, cross country legal 

and regulatory differences, electronic signatures not being legal.  8 

 

3.2.2.6) Security Barriers: 

There are common security barrier that both the insurance company and its customers are  

exposed to: The danger of virus infection through the internet, power loss, unintentional 

changes or leaks of information, system faults and capacity problems of servers, danger of 

hackers, masquerading/spoofing (Sigma 2000, Anshu Arora,2003). 

In addition to the above mentioned security barriers, the customers of an insurance company 

may be subject to certain security barriers: theft of credit card information and payment 

uncertainties, disclosure of personal data(confidentiality),concerns about fraud and technical 

fault, quote accuracy, too much data entry. 9  

 
 
 
 
 

                                                           
7
 Van Akkeren and Cavaye (1999); Lawrence(1997),Khatibi(2003), Khatibi et.al(2003), Jones et al(2003); Venkatesan and 

Fink (2002); Poon and Swatman(1999);  Lee (2000);MacGregor et al (1998); E-business watch (2002,2003) 

8 Tuunainen(1998), Khong Sin Tan et.al(2009), Turban and King(2003), Turban et 
al.(2002),Hadjimanolis(1999),OECD(2004 & 2002a), Khatibi et.al(2003), Jones et al(2003),McCarthy,R.V and 
Aronson,J.E.(2000) 
9
 Miller and Weckert (2000);Smith, Milberg, and Burke (1995);Khatibi et al.(2003); Turban and King (2003); Turban et 

al.(2002); Kendall et al (2001); Petrison and Wang (1993);Nowak and Phelps (1992);Khong Sin Tan et.al 
(2009);UNCTAD (2004) ; Mombeini Saeed (2008); UNCTAD (2005); OECD(2004);Stockdale and Standing (2004); Jones 
et  al.(2003);Yeung et al.(2003); Quayle (2002); Riquelme (2002); OECD (2002a);  Van Akkeren and Cavaye (2000); 
Hadjimonolis (1999); Purao and Van Akkeren and Cavaye(1999); Poon and Swatman(1999);  Abell & Limm (1996); 

sigma (2000). 
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For 
Insurer 

For 
Insured 

RQ1 & 3 

Benefits of ICT application  

• Improvement of Corporate 
performance: 

increased revenue, market share, productivity, 
competitive advantage, increased sales, firm 
efficiency and profitability, better innovation, 
saving time , decreased costs/prices and better 
access to market information 

• Improvement of supply chain and 
relations with business partners 

• Better service quality: 
 possibility of cost comparisons, every 
moment access to the services, faster response 
time, transparency, speed of claims 
management and service delivery 

• Decrease of insurance costs 

• Simplification of the  processes 

 

• Improvement of Corporate 
performance: 

increased revenue, market share, productivity, 
competitive advantage, increased sales, firm 
efficiency and profitability, better innovation, 
saving time , decreased costs/prices and better 
access to market information 

• Improvement of supply chain and 
relations with business partners  

• Better Customer’s Relations 
Management (CRM): 

better marketing methods, better access to 
new customers/suppliers, lower cost of new 
customer acquisition and old customers 
retention , improvement of customer’s 
service, better communication, possibility of 
price comparison by customers, faster 
delivery, improvement of people knowledge 
of the services, every moment access, 
retention of old customers, and increase of 
customer’s satisfaction and loyalty,  increased 
transparency and facilitation of work process 

• New distribution channel  
• New products 

  

 

• Financial Barriers: expensive initial investment, uncertainty  on ROI, limited financial resources 

• Technical Barriers: Complexity of new technologies which require new skills, Limited in-house IT skills, 
improper network infrastructure in the company, reliance on external expensive consultants, software and hard 
ware short life cycle, broad band connections, internet access, connectivity problems, low internet use 

• Organizational / Managerial Barriers: insufficient time spent by the management on planning, the 
management’s insufficient knowledge or experience of IS, employee’s lack of awareness about the benefits of ICT 
and e-commerce 

• Cultural  Barriers:  fear of new technology  and loss of job, cultural reluctance, organizational culture, employees 
preference to use traditional ICT medium(personal consulting preference), reduced flexibility, duplication of 
work, resistance to change 

• Legal Barriers: lack of known standards for e-commerce, uncertainty of legal issues surrounding ICT adoption, 
complexity of government regulations, electronic signatures not being legal 

• Security Barriers: danger of virus infection, leaks of information, system faults and capacity problems of servers, 

danger of hackers, theft of credit card information and payment uncertainties, disclosure of personal data 
(confidentiality),concerns about fraud, quote accuracy, too much data entry 
 

 

RQ2   RQ4 

Common Obstacles of ICT application 
For Insurer and insured 

 
3-3) Emerged Frame of Reference : 
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4.1) Introduction: 

The first three chapters dealt with justifying the study, studying the available literature and 

defining the research questions and research problem. We should bear in mind that 

conducting any research would require a well – defined methodology, which consists of a 

series of steps. This chapter will outline the methodology employed and defines the methods 

and techniques used to test the conceptual framework empirically and provide answers to 

the research problem and questions as a result. The following diagram is a schematic 

presentation of the methodology chapter. As the diagram shows, a series of steps in this 

chapter will be followed, i.e. research purpose, research approach, research strategy, 

research design (including sample selection, data collection and analysis): 

 

 

 

 

 

 

 

 

 

 

Schematic Presentation of the Methodology  

Source: Foster (1998.p.81) 

Research Paradigm 

Quality standards for Research 

Research Purpose Research approach Research Design Research strategy 

 Chapter  

4  
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4.2) Research Purpose: 

Researchers use different ways to do a research. According to Yin (1994 & 2003) the 

research may be classified in to exploratory, descriptive or explanatory based on its 

purpose. An exploratory research is often used to investigate a problem or phenomena that 

is not known, understood or which is new. The objective of a descriptive research is to 

provide a description or documentation of  a phenomena of interest. It is normally used in 

cases where the problem is clear for the researcher and he knows what he wants to 

investigate about (Eriksson & Wiedersheim-Paul,1997). Explanatory or casual research 

describes the relationship between different phenomena or variables or it explains the cause 

and effect relationships and what causes produce what effects (Marshall & Rossman,1999; 

Philips & Pugh,2000).   

Based on the purpose of the present study and the research questions, the research purpose 

of this study would be mostly descriptive (since the problem is clear for me and I know what 

I am going to investigate about) and somewhat explanatory (since I would try to describe 

the relationship between ICT application and its impact on insurer and its customers and 

also I would try to explain the finding by answering the research questions). 

 

4.3) Research Approach: 

Denzin & Lincoln (2000), Guba & Lincoln(1994) and Potter(1996), believe that there are 

two general research approaches: Quantitative and Qualitative. A quantitative approach is 

normally adopted when the researcher is supposed to test hypotheses and generalize the 

results (Hair et.al,2003;Holme & Solvang,1991). The quantitative methods are generally 

concerned with quantifiable data and are usually expressed in statistics and numbers and 

associated with large numbers. On the other hand, Yin (1994) believes that qualitative 

method is concerned with case studies whose aim is to receive thorough information and a 

deep understanding of the research problem.  

Since the main aim of this study is to get a general picture of the impacts and barriers  of 

ICT application on EGFI and its customers as a case study, a qualitative research approach 

seems to be most suitable approach for this study and has, therefore, been selected.  
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4.4) Research Strategy: 

Marshall and Rossman call the research strategy "a road map" (1999, p.61) in a research 
process. According to Yin (2003), there are five major research strategies in social sciences:  

• Surveys: A technique in which the required information is collected via 
questionnaire from a sample (Zikmund, 1994). 

• Experiments: Manipulating one or more independent variables and measuring their 
effect on one or more dependent variables (Marshall and Rossman,1999). 

• Archival analysis: The goal is to describe the prevalence or the incidence of a 
phenomenon.  

• Historical: Deals with the past and can be used when no reporting person from past 
is alive. (Yin,1994). 

• Case study: The aim is to obtain information from one or more situations which are 
similar to our research problem area (Yin, 1994). 

According to Yin (2003), the type of research questions, degree of focus on contemporary 

events and the extent of control a researcher has over actual behavioral events, will help a 

researcher select an appropriate research strategy out of those mentioned above. The table 

below shows, in detail, the conditions that should be met, when selecting one research 

strategy out of others (Yin,2003,p.5): 

 

 

Strategy 

Form of Research 

question 

Requires control 

over behavioral 

events? 

Focuses on 

contemporary events? 

Experiment How, Why Yes Yes 

Survey Who, What, Where, How 

many, How much 

No Yes 

Archival 

analysis 

Who, What, Where, How 

many, How much 

No Yes/No 

History How, Why No No 

Case study How, Why No Yes 
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Yin(1994) also points out that each of the above explained strategies suits one research 

purpose. For example, surveys and historical strategies are good for descriptive research 

purpose, case studies are suitable for exploratory phase and experiments are the only method 

of doing explanatory or casual research.  

Considering the three conditions presented above and regarding: 1) The research questions 

of this study start with "what", 2) A survey strategy best suits a descriptive research purpose 

and 3) A survey does not require control over behavioral events and focuses on 

contemporary events, a Survey is selected as the research strategy. 

4.5) Research Design: 

After explaining research purpose, approach and strategy, it is now time to develop the 
research design, which, according to Yin (1994), links data to be collected to the research 
questions, and specifies the procedures for data collection, measurement and analysis.  

4.5.1) Data collection: 

Normally there are two kinds of data that a researcher uses: primary and secondary. Primary 
data is gathered, for the first time, for a specific research especially to response to a 
particular problem, while secondary data is a data which already exists and has been 
collected for other researches other the one at hand (Zikmund 2003).     

In order to find the answers to the research questions in this study, it would be necessary to 
collect primary data within the frame of reference which is based on the secondary data 
collected. 
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The primary data collection approaches can be shown as follow: 

 

 

 

 

 

 

 

 

 

 

 

 

According to Joseph et.al (2007), with exploratory research, the researcher should collect 
narrative data through observation on interviewing people. The data collected through these 
techniques is referred to a qualitative data. But, if the research is descriptive, then the data, 
called quantitative, would be collected through self-completed surveys (via mail, fax, 
internet), interviewer- completed surveys (via telephone, at a shopping mall or home and 
office) or observations (conducted mechanically or electronically).  

As the research strategy of this study is survey, and questionnaire is the most common 
instrument to collect quantitative primary data in a survey, therefore, the most appropriate 
data collection instrument for this research is deemed to be a questionnaire.     

 

4.5.1.1) Questionnaire: 

Before saying any words regarding the design of the questionnaire, it should be mentioned 
that the frame of reference presented so far in chapter 3, form the framework of the  
questionnaire used in this research.  

According to Zikmund (2003), determining the format of a questionnaire and the list of 
questions to be inserted in, is an important phase in a survey research design. A 
questionnaire must be relevant and accurate. A questionnaire is relevant only when it  

Quantitative Data 

Joseph F . Hair.Jr et.al(2007.p.192) 

Data Collection 

Secondary Data 

Primary Data 

Qualitative Data 

 -Self Completed
surveys 

• Regular mail 
• Overnight delivery 
• Fax 

• Internet 

Observation 

• Human 
• Electronic 

• Mechanical 

Interviews 

• Depth Interviews 
• Focus groups 
• Case studies 

• Projective techniques 

Interviewer- 
Completed surveys 

• Telephone 
• Shopping Mall 

• Home, Office 

Observation 

• Human 
• Electronic 
• Mechanica
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collects the data which is needed and it is considered to be accurate when it has an 
acceptable level of reliability and validity which will be explained later in this chapter. 

 

4.5.1.1.1) Form of Questions:  

The form of questions and the order in which they appear in a questionnaire are influential 
on the response rate. Broadly speaking, there are two forms of questions: open-ended and 
close ended. The open- ended questions are easy for the researcher to develop since he does 
not have to specify the answer alternatives for the respondent in advance. Such forms of 
questions are mostly used in exploratory research. On the other hand, in close-ended 
questions, the researcher will provide the respondent with predetermined answers to choose 
from. Although the design of close-ended questions is more expensive and time consuming 
but the computer analysis of data collected would be easier and less expensive. In addition, 
the rate of response of close-ended questions are relatively higher that open-ended ones 
(Joseph et.al, 2007). Therefore , regarding the type of the research and the benefits of close- 
ended questions and to get a higher rate of response, the form of questions appearing in the 
questionnaire have been chosen to be close-ended.  

 

4.5.1.1.2) Design of Questions:  

Converting research objectives into understandable and correctly answered questions by 
respondents is not an easy task and requires observing special guidelines. Most of guidelines 
recommended by Joseph et.al, (2007), have been observed as following while designing the 
questionnaire to eliminate any bias from the researcher side and increase the rate of 
response: 

• The questions were translated into Persian language which is familiar to the 
respondents. The use of jargon or technical terms has been avoided, unless 
absolutely necessary. 

• The questions have been written as short as possible and right to the point 

• In order to avoid ambiguity and vagueness the wording of the questions has written 
in a clear and concise way.  

• In order to avoid bias responses, the questions were not asked in a leading form 
which encourage respondents to give a particular response that the researcher likes 

• Double- barreled questions and answers have been eliminated, to avoid mis-
interpretation. 

• To avoid position bias, the questions were set in logical order (from general to 
specific)  

 

 



Chapter Four: Research Methodology 

Impacts of ICT application on the insurer & its customers and major obstacles to be faced  

 

68 

 

4.5.1.1.3) Scaling of Responses: 

As explained, the type of the questions in this research is selected to be close- ended, i.e, the 
response options are given to the respondents to choose from. To make a numerical 
conclusion using the responses, we will need to measure the variables to which we should 
assign numbers. These numbers must reflect the characteristics of the phenomenon to be 
measured. Such a measurement is achieved through the use of scales which are tools to 
measure a question with predetermined number of outcomes. Summated scales are the most 
commonly used scales to measure opinions. Summated scales use a three-point, five-point or 
seven-point scale (referred to as Liker scale) to assess the strength or weakness of the 
respondent's agreement with a statement or group of statements. A label is given to each 
point of the scale to express the intensity of the respondent's feelings (Joseph et.al, 2007).  

Since the aim of this study is to measure the opinions of the respondents on the impacts and 
barriers of ICT application, summated rating scales were used to make such a measurement. 
In order to avoid too detailed (7 scaled) or too general (3 scaled) responses, a 5- point Liker 
scale was used. To show the intensity of the respondents' feeling regarding the barriers of 
ICT application, the labels "Strongly Disagree", "Disagree somewhat", "Neither Agree or 
Disagree", "Agree Somewhat" and "Strongly Agree" were developed for the points 1 to 5 
respectively. In addition, to express the intensity of the respondents' feeling regarding the  
impacts of ICT application, the labels "Very low", " Low", "So-So", "Much" and "very 
much" were developed for the points 1 to 5 respectively.           

 

4.5.1.1.4) Disposition of the Questionnaire: 

Within the framework of the research questions, the emerged frame of reference and the 
samples to be studied, two independent questionnaires have been designed (as per annex) , 
one to get primary data from our selected sample at EGFI and one to obtain necessary data 
from selected EGFI's customers. Regarding the relatively large number of questions to be 
asked from the respondents and in order not to discourage them by any additional and 
irrelevant questions, the questionnaires were designed to entail only four parts. The first part 
(which is common in both questionnaires) includes questions regarding personal profile of 
the respondent. Depending on the respondent, in the second part of the questionnaires, 
questions regarding the perceived benefits of ICT application (research questions 2 & 4) 
from the view point of EGFI respondents and also its customers have been asked. The third 
part of both questionnaires has been devoted to questions regarding common obstacles of 
ICT application for EGFI and its customers. EGFI's questionnaire entails 11 main questions 
with nearly 54sub questions in the 2nd and 3rd part of the questionnaire. While the 
questionnaire designed for the customers, includes 11 main question (some of which are 
common with those of EGFI) with 52 sub questions in the mentioned parts. Both 
questionnaires contain two open ended question asking for the respondents' probable 
comments or suggestions on other impacts and barriers of ICT application. The  
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questionnaires were originally designed in Persian language, but an English translation has 
been provided as attachment.         

 

4.5.1.1.5) Reliability & Validity test via a pilot study:  

Joseph et.al, (2007) believe that the questionnaire should not be administered before the 
accuracy (validity) and consistency (reliability) of the responses are evaluated. A 
questionnaire is said to be reliable when it yields the same results if used repeatedly, in other 
words, reliability is concerned with the consistency of the research findings. If a reliable 
questionnaire is used by another researcher who undertakes the same study, he would get the 
same results and come to the same conclusions. In addition, the reliability of a questionnaire 

is tested using Alpha Cronbach formula: ��= 
�

���
(1-

∑ �	



�

), where "α" is the alpha coefficient , 

"J" is the number of questions/items, "��
 " is variance of question "i" and  "��

" is the total 
test variance.  

  A questionnaire is considered to be valid if it is able to measure what it is supposed to 
measure. The results of an un-valid questionnaire is useless (Eriksson and 
Widersheim,1997).  

Such a validity and reliability is achieved by pretesting or pilot testing of the questionnaire 
using a small sample of respondent who have characteristics similar to the target population( 
Joseph et.al, 2007). To do so, two small groups (named "Test Sample"), comprising of 3 
people each, was selected. In each group, there were 2 people from EGFI and one person 
from its customers who had characteristics similar to the real study population. In addition, 
the methodology of selecting the "Test Sample" would be explained in " Target population" 
section of this chapter.  

The questionnaires were handed over to the first group to check all parts of the 
questionnaire, from instructions to scaling to format to wording, to see if the questions are 
unambiguous, clearly worded and relevant. Some minor errors mentioned by the said Test 
Sample were eliminated from the questionnaire. In the second phase, the modified 
questionnaires were handed over to the second Test Sample, who gave some minor 
recommendations on the format and the content of the questionnaires. In addition to the said 
groups, the validity of the questionnaires was checked and verified by 3 university 
professors. In other words, the validity of the questionnaires was confirmed by 9 experts. 

 In the next step, the final questionnaires were handed over to both groups to fill them out. 
After a while, the questionnaires were given to both groups to be filled out for the second 
time to ensure that the result of the first and the second survey are the same.  

The reliability of both questionnaires (completed by the test group) was calculated by alpha 
Cronbach formula (using SPSS) .The result was that the Cronbach's alpha of EGFI's 
questionnaire (with 57 items and 4 cases) was 0.938 and the Cronbach's alpha of the  
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customer's questionnaire (with 55 items and 2 cases ) was 0.963. As the results were greater 
than 0.7, then it was concluded that both questionnaires were reliable.    

 After testing the validity and reliability of the questionnaires and test retesting them, the 
said Test Samples were eliminated from data collection process.       

 

4.5.1.1.6) Administration of the Questionnaire: 

After testing the reliability and validity of the questionnaires, a cover letter was prepared in 
which the purpose and importance of the study as well as the method of respondent's 
selection were explained. To manage the time, a deadline of 10 days was provided.  Before 
delivery of questionnaires, EGFI's respondents and the customer - respondents were 
contacted personally and on phone respectively, to explain that they were going to receive 
questionnaires on the subject. After preliminary contact (as suggested by Joseph et.al, 2007), 
the questionnaires of EGFI's respondents were delivered to them personally, and those of the 
customer respondents were sent to them via fax10.  Some telephone follow ups were made to 
increase the rate of response. Fortunately, all selected respondents completed and returned 
the questionnaires before and a few after the deadline. 

 

4.5.2) Target population: 

4.5.2.1) Target population of EGFI:  

According to the rules, in order to have job promotion at EGFI, every person should have 
certain criteria to be eligible for a position. In other words, he/she should have certain years 
of working experience and have good knowledge of the field he/she works in. For example, 
in order to become the head of a department (with at least 4 personnel under supervision), 
deputy manager and manager, the candidate should have more than 4, 6 and 8 years of 
experience respectively and certain technical knowledge. Regarding the said job promotion 
procedure and  in order to collect more precise primary data from a group of experts with 
sufficient reliable knowledge and to save time, it was decided that EGFI's well- 
knowledgeable personnel with acceptable working experience from different insurance, 
financial, legal, administration, IT etc..departments, who occupy positions such as head of 
department , deputy manager and managers  are selected (as expert) to answer the 
questionnaire. The reason for covering all departments at EGFI is to have a holistic view of 
people (with different working experience) who are a part of the insurance value chain. 

 For the time being, out of EGFI's 120 personnel, 40 people have occupied the said positions 
(in different sections), therefore, they have been selected as our target population. As, nearly 
all members of the said population have been asked to answer the questionnaire (for EGFI), 
no smaller sample have been selected out of them.      

                                                           
١٠After faxing the questionnaires, I made sure that the right person has received the questionnaire.   
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4.5.2.2) Target population of EGFI's Customers: 

 For the time being, there are 30 customers who have valid insurance policies with EGFI. 
As, surveying the opinions of all  these customers does not require much time and money, 
and on the other hand, such a holistic survey will provide EGFI with valuable opinions of all 
of its customers regarding the subject of this study, the said 30 companies have been 
selected as target population of EGFI's customers. As the managing directors or the export 
managers of these companies are in direct contact and are more familiar with EGFI, one of 
them (in each company) has been approached, as expert, to fill out the questionnaire (for 
customers).   

As mentioned earlier, a small sample named "Test Sample" (who have characteristics 
similar to the main target population) has been selected to test the reliability and validity of 
the questionnaires. Based on the sample selection chart proposed by Krejcie and Morgan 
(1970), and Cohen (1969), the size of the "Test Sample" was determined to be 6 people who 
were selected randomly from the two mentioned target populations, and were eliminated 
from the target populations later. As a result, the ultimate size of the target populations was 
36 for EGFI and 28 for its customers. 

 

4.6) Data Analysis: 

To draw valid meaning from the data collected, we should order, structure and interpret 
data, and in one word, analyze the data (Marshall & Rossman, 1999). According to Yin 
(2003), there are three general strategies for data analysis: Relying on the theoretical 
propositions (where the previous studies and research questions are the basis for data 
collection), Thinking of rival explanations (where the researcher tests and defines the rival 
explanations)  and Development of a case description( which is used when there is a lack of 
previous researches). As the research questions were based on the previous findings and 
studies and the aim is to compare the data collected with the findings of the previous studies, 
therefore, the theoretical propositions has been selected as data analysis strategy.  

On the other hand, Miles and Huberman (1994), define three concurrent activities for data 
analysis: Data Reduction (includes sharpening , sorting, focusing, discarding and organizing 
data to draw final conclusions), Data Display (which is the process of taking the reduced 
data and displaying them in an organized and compressed way to conclude more easily) and 
Conclusion Drawing/Verification (in this stage the researcher looks for patterns, 
explanations, propositions, casual flows and possible configurations to decide the meaning 
of the data). To  analyze the data collected, I have gone through all  three mentioned stages 
proposed by Miles and Huberman (1994), the result of which appears in chapter 5. In 
addition, an SPSS software would be used to analyze the data to collected.  
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4.7) Summary: 

To summarize, the methodology adopted in this study can be illustrated schematically as 
following:  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 
 
 
 
 
 
 
 

Research Paradigm  

Research Purpose:  

Mostly Descriptive  

Somewhat explanatory 

Research approach: 

Qualitative 

  

Research Design: 

1) Data collection tool: Two independent Questionnaires 
Form of Questions: Close-ended 
Design of Questions: short, Persian, clear, no bias 
Scale: 5 liker scale 
Disposition: 4 parts 
Validity and Reliability: Tested by two sample groups 
Administration: 
Sent to EGFI's customers via fax and submitted to EGFI's experts personally after being 
accompanied by a cover letter with a 10- days deadline 

2)  Target Population: EGFI's respondents(36 people), Customers(28 people) 
Test Samples: 6 people 

    

Research strategy: 

Survey 
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5.1) Introduction 
 
This chapter is devoted to the presentation of the data collected regarding the four research 

questions of the present survey. The presentation of the data would be done in the sequential 

order of the questions as they appear in the questionnaires, in other words, the personal 

profile of the respondents, the impacts of ICT application and probable obstacles before 

EGFI and its customers to have ICT-enabled interaction would be presented respectively. 

First, the data collected from EGFI's staff would be presented and the presentation of the 

customer's data would be done in the second stage. As explained in chapter 4, a 

questionnaire was used as data collection instrument, and based on the research questions, 

two independent questionnaires were designed to collect data from both EGFI's selected 

staff and customers. The distribution and collection of completed questionnaires from both 

groups of respondents took nearly 36 days (starting 1st of October and ending 6th of 

November 2010). Although the collection of the completed questionnaires required 

telephone follow-ups in some cases, but the response rate of both samples was 100% which 

is a wonderful rate and an excellent base for judgment. 

 
5.2) EGFI's Data presentation  
 
5.2.1) personal profile: 
 
This part of the questionnaire was designed to collect socio-demographic information about 

EGFI's selected population. This information included the position, age, education, work 

experience at EGFI and total work experience of the respondents.  

 Chapter  

5    
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 5.2.1.1) Position, age and education

 

As figure 5.1 shows, 50% or 

are deputy directors, 22% are directors and 

not disclose their organizational positio

 

five people are between 26 to 

people are 55 years old or older

undergraduate, 20 are graduate 

(holding Masters). 

   

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Figure 5.1- Position of EGFI's Respondents
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Position, age and education: 

 or 18 out of 36 EGFI's respondents are head of departments

 are directors and 8% are members of the board

not disclose their organizational position. According to figure 5.2, of EGFI

 to 34 years old, 21 between 35 to 44, 6 between 

 years old or older. Figure 5.3 indicates that out of 36 respondents

raduate (holding MA or BSc), and 14 people are post graduated 

Position of EGFI's Respondents 

  

Figure 5.2- Age Distribution of EGFI's Respondents

Figure 5.3- Education of EGFI's Respondents 
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are head of departments,11% 

 are members of the board. Two people did 

of EGFI's respondents,  

 between 45 to 54, and 4 

 respondents, 2 are 

 people are post graduated 

Age Distribution of EGFI's Respondents 
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5.2.1.2) Working Experience: 
 
In order know the working experience of the respondents, two separate questions were asked 

in the first part of the questionnaire. With regards to the years of working experience at 

EGFI, as figure 5.4 shows, 19% (7 people), 42% (15 people) and 39% (14 people) of the 

respondents had less than 5 years, between 6 to 10 years and between 10 to 15 years of 

working experience at EGFI respectively. As the respondents may have had working 

experience in other organizations other than EGFI, figure 5.5 is presented here to show the 

respondents' total working experience. Based on the presented figure, 6, 10 and 20 people 

had less than 10 years, between 11 to 15 years and more than 16 years  total working 

experience respectively. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
5.2.2) Impacts of ICT application on EGFI: 
 
As explained before, one of the main research questions to be addressed is: What benefits 

can be sought by EGFI from its ICT-enabled interaction with customers? To find the answer 

to this question and based on the findings of the literature reviewed, 5 main questions with 

24 sub-questions were designed and asked from EGFI's selected sample. The data collected 

is presented as following:   

 
 5.2.2.1) Impact of ICT on EGFI's performance improvement 
 
According to the classification provided in part 3.2.1.1 of this study, 11 factors were 

recognized as the indicators of a company's good or bad performance. The views of EGFI's 

selected respondents on the impacts of ICT application on the said 11 elements (i.e. 

  

Figure 5.4-Work experience at EGFI 

 

Figure 5.5- Total work experience 
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increased revenue, market share, productivity, competitive advantage, increased sales, 

market intelligence, firm efficiency and profitability, better innovation, saving time, 

decreased costs/prices and better access to market information) as main ind

performance are presented in 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
As it can be seen from the said 

insurance services" and "Increase of revenues" (

ideas), more than 50% of the respondents have rated the impact of ICT application on the

factors of EGFI's performance to 

  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
5.2.2.2) Impact of ICT on EGFI's CRM improvement
 
Based on the findings of the literature reviewed

customers were found. As explained in part 

  

Table 

 

Figure 5.6 
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increased revenue, market share, productivity, competitive advantage, increased sales, 

market intelligence, firm efficiency and profitability, better innovation, saving time, 

decreased costs/prices and better access to market information) as main ind

in table 5.1. 

As it can be seen from the said table and figure 5.6, except for "Decrease of final price of 

"Increase of revenues" (on which the respondents have different 

 of the respondents have rated the impact of ICT application on the

factors of EGFI's performance to be "Much" and "Very Much". 

Impact of ICT on EGFI's CRM improvement  

Based on the findings of the literature reviewed, 13 positive impacts

As explained in part 3.2.1.3, to save the time, these

Table 5.1- Impact of ICT on EGFI's performance 

5.6-Impact of ICT application on the factors of EGFI's performance
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on which the respondents have different 

 of the respondents have rated the impact of ICT application on the 
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marketing methods, better access to new customers, lower cost of new customer acquisition 

and old customers retention, improvement of customer services, better communication, 

faster service delivery , possibility of price comparisons by customers, improvement of 

people knowledge of the services, every moment access to services, retention of old 

customers, increase of customer's satisfaction and loyalty, increased transparency and 

facilitation of work processes) were classified under the title "improvement of CRM".  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
As it can be seen from the said chart and figure 5.7, nearly all respondents, have the impacts 
of ICT application on all 13 factors to be "Much" and "Very Much". 
 
 
 
  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
  

Figure 5.7-Impact of ICT application on the factors of EGFI's CRM 

Table 5.2- Impact of ICT on EGFI's CRM  
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5.2.2.3) Impact of ICT on: EGFI's Supply chain and its relations with SC's 
members, providing new distribution channel and the possibility of providing new 
services  
 
The literature reviewed showed that ICT application may have positive impact on a 

company's supply chain and its relations with business partners, or it may give the 

possibility of providing new services or create new distribution channel for a company. The 

respondents were asked to give their idea on these three impacts that ICT application may 

have on EGFI. As figure 5.8 and Table 5.3 show, more than half of the respondents agreed 

that the impact of ICT on the said three factors are to be much and very much. In other 

words, 22 , 29 and 21 respondents (out of 36), believed that ICT will improve EGFI's supply 

chain, and provides EGFI with new distribution channel and possibility of providing new 

services, and they rated these impacts to be much or very much.   

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
5.2.3) Obstacles before EGFI to have ICT-enabled interaction with its 
customers: 
 
Based on the literature reviewed, nearly 30 most probable and common obstacles before any  

company to have ICT interaction with other businesses, were recognized. These obstacles  

 

Figure 5.8-Impact of ICT application on EGFI's new services & distribution channel and supply chain 

Table 5.3- Impact of ICT on EGFI's Supply chain, new services and distribution channel  
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were grouped into Financial, Technical, Organizational/managerial, Cultural, Legal and 

Security. EGFI's respondents were asked to express the level of their agreement with the 

degree that each of these obstacles may impede EGFI to have ICT-enabled interaction with 

its customers. The results are presented as following:  

 
 5.2.3.1) Financial obstacles 
 
The financial obstacles included three sub-obstacles: Expensive initial investment, 

uncertainty of return on investment and limited financial resources. Besides figure 5.9 which 

visualizes the level of agreement/disagreement of the respondents with each of the three 

asked financial obstacles, Table 5.4 reveals that no strong agreement has been expressed on 

any of the mentioned obstacles. The disagreement on the obstacles has not been too strong. 

Between 11 to 19% of the respondents have neither agreed nor disagreed with the obstacles. 

Out of 36 people, 16, 11 and 12 respondents have said that they are somewhat agree with 

expensive initial investment, uncertainty of ROI and Limited financial resources 

respectively as to be financial obstacles before EGFI. Meanwhile 15 respondents have 

expressed their somewhat disagreement on the said three obstacles.  

 
 
 
 
 
 
 
 
 
 
 

Figure 5.9- Financial obstacles before EGFI 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

  

 

Table 5.4- Financial obstacles before EGFI to have ICT-enabled interaction with customers   
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5.2.3.2) Technical obstacles
 
Among obstacles which may impede the ICT

categorized as technical which are related directly to information and communication 

technologies. The respondents were asked to say whether or no

technical obstacles really exist before EGFI to have ICT

customers. Figure 5.10 gives

few respondents expressed their strong agreement or disagreement. Instead,

scatter (nearly equally) around somewhat disagreement

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

  

Table 5.5- Technical obstacles before EGFI to have ICT  

  

Chapter Five: Empirical Data Presentation 

Impacts of ICT application on the insurer & its customers and major obstacles to be faced 

obstacles 

Among obstacles which may impede the ICT-enabled interaction with customers

categorized as technical which are related directly to information and communication 

technologies. The respondents were asked to say whether or not they agree that these 

technical obstacles really exist before EGFI to have ICT- enabled interaction with 

s us a snapshot on the general views of the respondents. 

few respondents expressed their strong agreement or disagreement. Instead,

scatter (nearly equally) around somewhat disagreement and agreement (Table

Technical obstacles before EGFI to have ICT-enabled interaction with customers 

Figure 5.10 – Technical obstacles before EGFI 

Impacts of ICT application on the insurer & its customers and major obstacles to be faced  80 
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they agree that these 9 

d interaction with 

us a snapshot on the general views of the respondents. Only a 

few respondents expressed their strong agreement or disagreement. Instead, the rest of ideas 

Table 5.5).  

enabled interaction with customers 
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5.2.3.3) Organizational/Managerial obstacles 
 
In another part of the questionnaire, the respondents were asked to tell to what extent they 

agree or disagree that organization/managerial obstacles such as insufficient time spent by 

management on planning, management's insufficient knowledge of IS and employees' lack 

of awareness about the benefits of ICT will hinder the use of ICT by EGFI in its interaction 

with the customers. While figure 5.11 gives us a general view of the respondent's view 

points, Table 5.6 reveals that non of the respondents have strongly disagreed with any of the 

options. Instead, between 46 to 61% have expressed their somewhat to strong agreement on 

the options given. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
  
5.2.3.4) Cultural obstacles 
 
Six of the obstacles extracted from the literature were categorized as cultural, on which the 

respondents were asked to express their ideas. With a glance at figure 5.12 , one can see that 

the number of respondents who expressed their strong agreement or disagreement is very 

low. Disagreement somewhat and agreement somewhat shared nearly equal positive  

 

Table 5.6- Organizational/Managerial obstacles before EGFI to have ICT-enabled interaction with customers  

  

Figure 5.11 – Organizational/Managerial obstacles before EGFI 
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responses on 3 of the options while disagreement with one option (reduced flexibility)  has 

passed "agreement" option. The respondents agreed somewhat or agreed strongly on the 

remaining 2 cultural obstacles.(Table 5.7).   

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
5.2.3.5) Legal obstacles 
 
In addition to other obstacles, four obstacles were recognized as to be of legal nature, on 

which the respondents were asked to give their ideas. These legal obstacles included lack of 

known standards of e-commerce in the country, uncertainty of legal issues surrounding ICT 

adoption, complexity of government ICT regulations and electronic signatures not being 

legal. It was interesting that more than 50% of the respondents somewhat agreed or strongly 

agreed that all the four mentioned legal obstacles may impede EGFI to have ICT-enabled 

interaction with its customers. Figure 5.13 visualizes the results while Table 5.8 gives more 

details on the viewpoints. 

 

 

 

Table 5.7- Cultural obstacles before EGFI to have ICT-enabled interaction with customers   

  

Figure 5.12 – Cultural obstacles before EGFI 
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5.2.3.6) Security obstacles 
 
According to the literature, danger of virus infection, danger of information leaks, system 

faults, danger of hackers and concern about fraud, are top six security obstacles that may 

impede a business to use ICT. The respondents were asked to tell us how much they are 

agree or disagree with the mentioned items as to be a security obstacle before EGFI. As 

figure 5.14 and Table 5.9 reveal, nearly no one expressed his/her strong disagreement. 

Except for "Danger of virus infection", which the respondents were reluctant to name it a 

security obstacle before EGFI, there was a moderate to strong support on other 5 obstacles 

as to be security obstacles with which EGFI faces.  

 
 
 
 
 
 
 
 

 

Figure 5.13– Legal obstacles before EGFI 

  

Table 5.9- Security obstacles before EGFI to have ICT-enabled interaction with 
customers   

 

Table 5.8- Legal obstacles before EGFI to have ICT-enabled interaction with customers   
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5.3) EGFI's customers' data presentation 
5.3.1) personal profile: 
The first part of the questionnaire was devoted to the socio-demographic information about 

the companies who are EGFI's customers. Name and the date of establishment of the 

company, and position, age and education of the respondent and work experience with EGFI 

were the questions asked from the respondents. The respondents were either the managing 

director or the export manager of the companies selected as sample. Nearly 70% of the 

respondents were managing directors.  

5.3.1.1) Work experience with EGFI, age and education of the respondents: 
Regarding the record of obtaining insurance coverage from EGFI, 29% or 8 companies (out 

of 28) , had cooperated with EGFI for less than one year, 7 companies between 1 to 3 years, 

7 customers between 4 to 5 years and 6 companies had a working experience (with EGFI) of 

more than 5 years. 6.5 years was the average record of obtaining insurance services from 

EGFI.(Figure 5.15) 

  

Figure 5.15- Record of cooperation with EGFI 

 

Figure 5.14– Security obstacles before EGFI 

 

Figure 5.16- Age of respondents   
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Figure 5.17- Education  of respondents   
 
 
 
According to figure 5.16, out of 28 EGFI's 

customers (respondents), one person is less 

than 25 years old, 10 between 26 to 34, 6 

between 35 to 44, 6 between 45 to 54 and 5 

people are 55 years old or older. Out of 28 

respondents, 18 are graduate (holding MA or 

BSc), 9 are post graduated (holding Masters) 

and one holds a high school diploma.(Figure 5.17). 

   
 
 
5.3.2) Impacts of ICT application on EGFI's customers: 
 
Of the 4 main research questions, one is: what benefits can be sought by customers from 

their ICT-enabled interaction with EGFI? In order to answer this question, based on the 

literature reviewed, five main questions with 17 sub-questions were designed and asked 

from EGFI's selected customers. The data collected is presented as following:   

 
 5.3.2.1) Impact of ICT on Customers' performance improvement 
 
Once again reference is made to part 3.2.1.1 of this study, where eleven factors were 

recognized as the indicators of a company's good or bad performance. The EGFI's 

selected customers were asked whether they believe that having ICT-enabled interaction 

with EGFI will bring about any of the said 11 results as factors of their performance 

improvement. Table 5.10 represents the views of EGFI's customers in this regard. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

  

Table 5.10- Impact of ICT on Customers' performance  
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As it can be seen from the said Table and figure 5.18, except for "Decrease of final price 

of export goods/services" and "Increase of revenues" (on which the respondents have 

different ideas), more than 50% of the respondents believe that the impact of their ICT-

enabled interaction with EGFI will have much or very much impact on their performance.  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
5.3.2.2) Impact of ICT on EGFI's service quality 
 
According to the literature, ICT application may have positive impact on the quality of 

services a company gets from an insurance company. Six service quality factors were 

recognized and the respondents were asked to tell how influential ICT-enabled 

interaction with EGFI would be on the quality of services they get from EGFI. No need 

to say that more than 75% of the respondents believe that the impact of ICT on the 

factors of EGFI's service quality is "much" or "very much".   

 
 
 
 
 
 
 
 
 
 
 
 

  

Figure 5.18-Impact of  ICT application on the factors of Customers' performance 

Table 5.11- Impact of ICT on EGFI's Service quality  
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5.3.2.3) Impact of ICT on: Customer's Supply chain and its relations with 
business partners, decrease of insurance costs and simplification of receiving 
EGFI's services  
 
Having a short glance at figure 5.20 and Table 5.12 reveals that except for "decrease of 

insurance costs" (28%, 44% and 4% of the respondents rated the impact to be so-so, 

much and very much respectively), more than 63% of the respondent have rated the 

impact of ICT application on the improvement of their supply chain and simplification of 

EGFI's insurance processes as to be "much" and " very much".  

 

  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

Figure 5.19-Impact of  ICT application on the factors of EGFI's service quality  

  

Figure 5.20-Impact of ICT application on Supply chain, decrease  
of insurance costs and simplification of insurance processes 

Table 5.12- Impact of ICT on Customer's supply chain,  
decrease of insurance costs and simplification of insurance processes 
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5.3.3) Obstacles before Customers to have ICT-enabled interaction with 
EGFI:  
 
The available literature revealed, nearly 35 most probable and common obstacles that 

may prevent EGFI's customers from having ICT-enabled interaction with EGFI. 

Regarding the nature, these obstacles were classified under 6 titles, namely: Financial, 

Technical, Organizational/managerial, Cultural, Legal and Security. The selected 

customers were asked to express the level of their agreement with the degree that each of 

these obstacles may impede them to have ICT-enabled interaction with EGFI. The results 

are presented as following:  

 
 5.3.3.1) Financial obstacles 
The respondents were asked to tell if they agree that the three financial obstacles derived 

from the literature (i.e. expensive initial investment, uncertainty of return on investment 

and limited financial resources), impede their having ICT-enabled interaction with EGFI. 

In addition to figure 5.21 which visualizes the level of agreement/disagreement of the 

respondents with each of the three asked financial obstacles, Table 5.13 reveals that more 

than 70% of the respondents disagreed that uncertainty on ROI is an obstacle, or didn’t 

express any agreement or disagreement on this to be an obstacle. The respondents 

supported the two other obstacles to be somehow obstacles before them.  

 
 
 
 
 
 
 
 
 
 

Figure 5.21- Financial obstacles before Customers  

 
 
 
 
 
 
 
 
 
 
  

  

Table 5.13 - Financial obstacles before Customers to have ICT-enabled interaction with EGFI  
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5.3.3.2) Technical obstacles 
 
Nine obstacles derived from the literature may be categorized as technical which are 

related directly to ICTs. The respondents were asked to say whether or not they agree that 

these 9 technical obstacles really exist before them to have ICT- enabled interaction with 

EGFI. Figure 5.22 gives us a general view on what the respondents think of theses 

obstacles. Although most responses moved around "agreement somewhat" and 

"disagreement somewhat", but in general, the weight of agreement with these obstacles 

was heavier than disagreement. (Table 5.14).  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
5.3.3.3) Organizational/Managerial obstacles 
Regarding three obstacles categorized as organizational/managerial, While figure 5.23 

gives us a general view of the respondent's view points, Table 5.15 reveals that except for 

"employee's lack of awareness ….." , the other two obstacles won "agreement" approval 

of the respondents.  

  

Table 5.14- Technical obstacles before Customers to have ICT-enabled interaction with EGFI  

  

Figure 5.22 – Technical obstacles before Customers 
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5.3.3.4) Cultural obstacles 
The literature revealed that six cultural obstacles may impede customers from having 

ICT-enabled interaction with an insurance company. A glance at figure 5.23, shows that 

on average, the respondents were somehow disagree that employees resistance to change 

and fear of new technology and loss of job can be a major obstacle before them to have 

ICT-enabled interaction with EGFI. The respondent's views on the other 4 obstacles 

ranged from abstain to strong agreement. (Table 5.16).   

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

Table 5.15- Organizational/Managerial obstacles before Customers to have ICT-enabled interaction with EGFI   

  

Figure 5.23 – Organizational/Managerial obstacles before Customers 

  

Figure 5.23 – Cultural obstacles before Customers  
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5.3.3.5) Legal obstacles 
 
In addition to other obstacles, four obstacles were recognized as to be of legal nature, on 

which the respondents were asked to give their ideas. These legal obstacles included lack 

of known standards of e-commerce in the country, uncertainty of legal issues surrounding 

ICT adoption, complexity of government ICT regulations and electronic signatures not 

being legal. A short glance at both Table 5.17 and figure 5.24 shows that most 

respondents have strongly supported the mentioned legal obstacles to exist before them to 

have relations with EGFI based on ICTs. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

Figure 5.24– Legal obstacles before Customers 

 

Table 5.17- Legal obstacles before Customers to have ICT-enabled interaction with EGFI 

 

Table 5.16- Cultural obstacles before Customers to  have ICT-enabled interaction with  EGFI 
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5.3.3.6) Security obstacles 
 
According to the literature, 10 security obstacles were recognized which may prevent 

customers from electronic interaction with an insurer. EGFI's selected customers were 

asked to tell us how much they are agree or disagree with the mentioned items as to be a 

security obstacle before them. According to figure 5.25 and Table 5.18, except for " too 

much online data entry", nearly all other 9 items were somewhat and strongly believed to 

be an obstacle before the customers. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

 

 

  

Table 5.18- Security obstacles before Customers to  have ICT-enabled interaction EGFI 
customers  

  

Figure 5.25– Security obstacles before Customers 
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6.1) Introduction 
 

Chapter 5 was devoted to the presentation of the data collected from the selected 

respondents. The general presentation was made using Table and graphs which gave a 

very general picture of the respondents' attitude towards each question. But such a 

presentation would not be enough to answer the research questions, unless the answers 

are analyzed in details and a correct conclusion is driven out of them. As with data 

presentation, the data on EGFI and its customers would be analyzed separately since the 

aim is not to compare EGFI's attitudes with the customers' viewpoints.   

 

6.2) Research questions reviewed 
 
In order to have a better analysis of the data collected, it would be useful to refresh the 

minds of the reader on the research questions to be answered. 

As explained before, based on the findings of the literature reviewed, the present study is 

intended to address the main question which is “what is the impact of ICT application 

on EGFI and its customers and major obstacles they may face?” Four research 

questions have been extracted based on the available literature, which are to be answered 

in this study: 

 

 

 Chapter  

6  
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1) What major obstacles does EGFI face to have ICT-enabled interaction with 

its customers? 
2) What benefits can be sought by EGFI from its ICT-enabled interaction with 

customers? 
3) What major obstacles do customers face to have ICT-enabled interaction 

with EGFI? 
4) What benefits can be sought by customers from their ICT-enabled 

interaction with EGFI? 

With the a.m. research questions in mind, we can interpret the findings to draw 
conclusions and give the answers of the research questions.  

 
6.3) Basis of statistical analysis 
 

In order to provide a more detailed and scientific analysis of the data gathered and to 

build the main pillars of the answers to each research question, the SPSS software was 

employed. Unlike chapter 5 where the presentation was made only based on the number 

of respondents or percentage of responds given to each question, in this chapter, the basis 

for acceptance or rejection of an item was the "T test" for significance test of differences 

between the mean values and the Test value. As explained before, in order to avoid too 

detailed (7 scaled) or too general (3 scaled) responses, a 5- point Liker scale was used. To 

show the intensity of the respondents' feeling regarding the barriers of ICT application, 

the labels "Strongly Disagree", "Disagree somewhat", "Neither Agree nor Disagree", 

"Agree Somewhat" and "Strongly Agree" were developed for the points 1 to 5 

respectively. In addition, to express the intensity of the respondents' feeling regarding the  

impacts of ICT application, the labels "Very low", " Low", "So-So", "Much" and "very 

much" were developed for the points 1 to 5 respectively. In other words, the weights 

allocated to each answer were as following : 

For obstacles: "Strongly Disagree" = 1, "Disagree somewhat"= 2, "Neither Agree nor 
Disagree"= 3, "Agree Somewhat" = 4 and "Strongly Agree"=5 

For Impacts: "Very low"=1, "Low"=2, "So-So"=3, "Much"=4 and "very much"=5 

When we are dealing with a range of answers, a mean of the answers would be a good 

basis for data analysis. Here the mean of the answers (1+2+3+4+5/5) is "3". With this 

indicator (Test value) in mind, if the majority of answers to questions have been "so-so", 

"much", and "very much" for the impacts of ICT and "neither agree nor disagree", "agree 

somewhat" and "strongly agree" for the obstacles, then the impacts or the obstacles for  
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which the respondents have chosen response options 3,4 and 5, would be accepted as 

impacts or obstacles.    

In addition to the above criteria, if the Significance level (2 tailed) of each option is 

greater than 0.05, it means that the mean of the answers given to each item (obstacle or 

impact) does not have a meaningful/significant difference with the mean "3" (Test value) 

with 95% confidence, therefore they are also accepted as obstacles or impacts, although 

their intensity has been a bit lower than the Test value "3".  

As some Tables extracted from SPSS would be presented, explaining some of the terms 
in the Tables would be useful: 

• The t column displays the observed t statistic for each sample, calculated as the 
ratio of the mean difference divided by the standard error of the sample mean 

• The df column displays degrees of freedom. In this case, this equals the number of 
cases in each group minus 1. 

• The column labeled Sig. (2-tailed) displays a probability from the t distribution 
with 5 degrees of freedom.  

• The Mean Difference is obtained by subtracting the test value from each sample 
mean 

• The 95% Confidence Interval of the Difference provides an estimate of the 
boundaries between which the true mean difference lies in 95% of all possible 
random samples  

 

6.4) EGFI's Data Analysis 
 
6.4.1) Impacts of ICT application on EGFI: 
 
6.4.1.1) Impact of ICT on EGFI's performance improvement 
 
According to the basis of statistical analysis explained in part 6.3, having a look at Table 

6.1 shows that although the Significance level (Sig 2-tailed) on eight of the impacts is 

smaller than 0.05, but all means are greater than the Test value "3" which means that all 

11 sub impacts of performance improvement have been accepted by the respondents to be 

the direct impact of ICT- enabled interaction of EGFI with its customers. These impacts 

can be sorted based on the importance the respondents have given to each impact. In 

other words the impacts can be sorted according to their mean values: 

 
1. Saving time 

2. Better access to market information 

3. Increase of efficiency 
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4. Possibility of better innovation 

5. Increase of competitive advantage in Insurance market 

6. Increase of Personnel Productivity 

7. Decrease of costs 

8. Increase of Insurance sales and profit 

9. Increase of Market Share 

10. Increase of revenue 

11. Decrease of final price of insurance services 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
6.4.1.2) Impact of ICT on EGFI's CRM improvement 
 
A short glance at the means of responses given to the impact of ICT on the  factors of 

EGFI's Customers Relation Management (CRM) shows that all means are greater than 

the test value "3", therefore, it can be concluded that all respondents have agreed that ICT 

enabled interaction of EGFI with its customers will bring about the 13 positive results 

categorized under CRM improvement (Table 6.2). The impacts can be sorted as 

following in the order of their importance (value means): 

1. Faster service delivery 

2. Every moment access to services 

3. Better communication 

  

Table 6.1- T-Test of  the Impact of ICT on EGFI's performance   
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4. Improvement of customer's service 

5. Facilitation of work processes 

6. Better access to new customers 

7. Improvement of people knowledge of the services 

8. Increase transparency 

9. Better Marketing Methods 

10. Possibility of price comparisons by customers 

11. Lower cost of new customer acquisition and old customers retention 

12. Increase of customer's satisfaction and loyalty 

13. Retention of old customers 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
6.4.1.3) Impact of ICT on: EGFI's Supply chain and its relations with SC's 
members, providing new distribution channel and the possibility of providing 
new services 
 
Comparing the means of the last three impacts of ICT application on EGFI, reveals that 

they are far greater than the Test value and therefore have gained the respondents' 

approval to be a positive impact of ICT on EGFI (Table 6.3). The results are sorted 

according to the value of their means as following: 

 

Table 6.2- T-Test  Impact of ICT on EGFI's CRM   
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1. Providing new distribution channel 

2. Supply chain improvement  

3. Possibility of providing new services  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Table 6.3- T-Test of the Impact of ICT on EGFI's Supply chain, new services and distribution channel  

  

  

Figure 6.1- mean of the responses on the impacts 
of ICT on factors of EGFI's  performance improvement 

  

Figure 6.2- mean of the responses on the impacts 
of ICT on factors of EGFI's  CRM 
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6.4.2) Obstacles before EGFI to have ICT-enabled interaction with its 
customers: 
 
6.4.2.1) Financial, Technical, Organizational/Managerial obstacles 
 
To refresh the minds of the readers, the obstacles or impacts for which the respondents 

have chosen one of the answer options 3, 4 or 5 , those items would be accepted as main 

obstacles or impacts of ICT application. In addition to the above criteria, if the 

Significance level (2 tailed) of each option is greater than 0.05, it means that the mean of 

the answers given to each item (obstacle or impact) does not have a 

meaningful/significant difference with the mean "3" (Test value) with 95% confidence, 

therefore they are also accepted as obstacles or impacts, although their intensity has been 

a bit lower than the Test value "3". Therefore, if we look at the Sig(2-tailed) of the 

obstacles mentioned under title "financial obstacles" (Table 6.4), the significance level is 

greater than 0.05, therefore all three financial obstacles are acceptable although they are a 

little lower than the Test value "3". Having a look at the mean of the answers, the three 

financial obstacles can be sorted in the order of their importance as following: 

1. Expensive initial investment  

2. Limited financial resources  

3. Uncertainty of Return on Investment 

 
With regards to the technical obstacles, since the mean of the first six technical obstacles 

is greater than the test value (3), they have been  accepted as technical obstacles. Also, 

since the significance level of the last three obstacles is greater than 0.05, they should 

also be added to the technical obstacles that EGFI may face to have ICT-enabled 

interaction with its customers. The technical obstacles can be sorted as following based 

on the level of their importance from the view point of the respondents: 

 

Figure 6.3- Mean  of the responses on the impacts of ICT on 
EGFI's Supply chain, new services and distribution channel  
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1. Broad band connections  
2. Limited in-house IT skills/experts 
3. Low internet use 
4. Complexity of new technologies which require new skills 
5. Internet access 
6. Improper network infrastructure in the company 
7. Connectivity problems 
8. Reliance on external expensive consultants 
9. Software and hardware short life cycle 

Now coming to three organizational/ managerial obstacles, as the means of the answers 

given on all three mentioned obstacles have been greater than the test value (3), therefore, 

they should be added to the obstacles before EGFI. Theses three obstacles in the order of 

importance are as following: 

1. The Management's insufficient knowledge or experience of Information/internet 

systems 

2. Employee's lack of awareness about the benefits of ICT 

3. Insufficient time spent by the management on planning 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
   

Table 6.4- T-Test of the Financial, Technical, 
Organizational/Managerial obstacles before EGFI 
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6.4.2.2) Cultural, Legal, Security obstacles 

 
According to Table 6.5, the means of the responses given on the first three cultural 

obstacles are greater than 3 (Test value), therefore they have been accepted by the 

respondents to be cultural obstacles before EGFI. Although the means of the last three 

obstacles are a bit smaller than the Test value, the Significance level greater than 0.05 

gives them privilege to be added to the cultural obstacles. The cultural obstacles before 

EGFI, are as following in the order of their importance (mean values): 

1. Employee's resistance to change 

2. Employee's preference to use traditional ICT medium (personal consulting 

preference 

3. Reduced flexibility 

4. Cultural reluctance 

5. Fear of new technology and loss of job 

6. Duplication of work  

 
All four obstacles grouped under "legal", have been approved by the respondents to be 

legal obstacles before EGFI to have ICT-enabled interaction with customers, because the 

means are much higher than 3 which is our test value. These four obstacles can be sorted  

as following according to the level of the importance the respondents have give to each: 

1. Lack of known standards of e-commerce in the country 

2. Electronic signatures not being legal 

3. Uncertainty of legal issues surrounding ICT adoption 

4. Complexity of government ICT regulations   

 

With regards to the security obstacles, all 5 obstacles grouped under security title, have 

got means greater that 3 therefore have been accepted to be obstacles with which EGFI 

may face. The hierarchy of importance of these five security obstacles would be as 

following: 

1. Danger of leaks of information 

2. Concern about fraud 

3. Danger of hackers 

4. System faults and capacity problems of servers 

5. Danger of virus infection  
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Table 6.5- T-Test of the Cultural, Legal and Security obstacles before EGFI 
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Security obstacles 

Legal obstacles 

Cultural obstacles 

Organizational obstacles 

Technical obstacles 

Financial obstacles  

Figure 6.4- Mean of the responses on the obstacles before EGFI 
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6.5) EGFI's customers' data Analysis 
 
6.5.1) Impacts of ICT application on EGFI's customers: 
 
6.5.1.1) Impact of ICT on Customers' performance improvement 
 
Having a look at Table 6.6 shows that all means of responses given on all eleven sub-

factors of performance improvement are greater than the Test value "3" which means that 

all 11 impacts have been accepted by the respondents to be the direct impact of ICT- 

enabled interaction of customers with EGFI. These impacts can be sorted based on the 

importance the respondents have given to each impact. In other words the impacts can be 

sorted according to their mean values: 

1. Saving time 
2. Better access to market information 
3. Increase of efficiency 
4. Decrease of costs 
5. Increase of export market share 
6. Possibility of better innovation 
7. Increase of competitive advantage in export markets 
8. Increase of Personnel Productivity 
9. Increase of sales/export and profit 
10. Decrease of final price of export goods/services 
11. Increase of Revenue 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

Table 6.6- T-Test of  the Impact of ICT on Customers' performance   
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6.5.1.2) Impact of ICT on EGFI's Service quality (from the eyes of customers) 
 
As the means of responses given to the impact of ICT on the factors of EGFI's service 

quality improvement (from the view point of respondents) show, they are all greater than 

the test value "3", therefore, it can be concluded that all respondents have agreed that the 

customers' ICT - enabled interaction with EGFI will bring about the 6 positive results and 

ultimately will improve the quality of services they get from EGFI (Table 6.7). The 

impacts can be sorted as following in the order of their importance (value means): 

1. Possibility of every moment access to the services  

2. Faster service delivery by EGFI 

3. Faster response time by EGFI personnel 

4. Increase of EGFI's operations transparency 

5. Possibility of insurance costs comparisons 

6. Speed of claims payment 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
6.5.1.3) Impact of ICT on: Customers' Supply chain and their relations with 
business partner in SC, decrease of insurance costs and simplification of 
receiving services from EGFI 
Comparing the means of the last three impacts of ICT application on customers, reveals 

that they are greater than the Test value "3" and therefore have gained the respondents' 

approval to be among positive impacts of ICT application on EGFI's customers (Table 

6.8). The results are sorted according to the value of their means as following: 

1. Simplification of receiving services from EGFI 

2. Improvement of supply chain and relations with business partners in the SC 

3. Decrease of insurance costs 

 

 

Table 6.7- T-Test of the  Impact of ICT on EGFI's Service quality  
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Figure 6.6- mean of the responses on the impacts 
of ICT on factors of EGFI's  service quality 

 

Table 6.8- T- Test of Impact of ICT on Customer's supply chain,  
decrease of insurance costs and simplification of insurance processes 

  

  

Figure 6.5- mean of the responses on the impacts 
of ICT on factors of Customers'  performance improvement 

 

 

Figure 6.7- Mean  of the responses on the impacts of ICT on Customer's supply 
chain, decrease of insurance costs and simplification of insurance processes 
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6.5.2) Obstacles before Customers to have ICT-enabled interaction with 
EGFI: 
6.5.2.1) Financial, Technical, Organizational/Managerial obstacles 
 
As explained in part 6.3, the obstacles or impacts for which the respondents have chosen 

one of the answer options 3, 4 or 5, would be accepted as main obstacles or impacts of 

ICT application. In addition, if the Significance level (2 tailed) of each option is greater 

than 0.05, it means that the mean of the answers given to each item (obstacle or impact) 

does not have a meaningful/significant difference with the mean "3" (Test value) with 

95% confidence, therefore they are also accepted as obstacles or impacts, although their 

intensity has been a bit lower than the Test value "3".  

Therefore, if we look at the Sig(2-tailed) of the obstacles mentioned under title "financial 

obstacles" (Table 6.9), the significance level is greater than 0.05, therefore all three 

financial obstacles are acceptable although they are a little lower than the Test value "3". 

Having a look at the mean of the answers, the three financial obstacles can be sorted in 

the order of their importance as following: 

1. Limited financial resources  

2. Expensive initial investment  

3. Uncertainty of Return on Investment 

Regarding the technical obstacles (Table 6.9), since the mean of the first four technical 

obstacles is greater than the test value (3), they have been accepted as technical obstacles. 

Also, since the significance level of the 5th , 6th , 7th and 8th technical obstacles is greater 

than 0.05, they should also be added to the technical obstacles that the customers may 

face to have ICT-enabled interaction with EGFI. But since the mean of the last obstacle 

(Low internet use) is lower than the Test value (3) and also the significance level (sig 2-

tailed) is lower than 0.05, therefore this obstacle has not been approved by the 

respondents to be an obstacle therefore it is eliminated from the list of technical obstacles 

before customers. The remaining technical obstacles can be sorted as following based on 

the level of their importance from the view point of the respondents: 

1. Improper network infrastructure in the company 

2. Broad band connections  

3. Internet access 

4. Connectivity problems 

5. Limited in-house IT skills/experts 
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6. Complexity of new technologies which require new skills 

7. Reliance on external expensive consultants 

8. Software and hardware short life cycle 

 
Now coming to three organizational/ managerial obstacles, as the means of the answers 

given on all three mentioned obstacles have been equal to or greater than the test value 

(3), therefore, they should be added to the obstacles before EGFI's customers. Theses 

three obstacles in the order of importance are as following: 

1. Insufficient time spent by the management on planning 

2. The Management's insufficient knowledge or experience of Information/internet 

systems 

3. Employee's lack of awareness about the benefits of ICT 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Table 6.9- T-Test of the Financial, Technical, 
Organizational/Managerial obstacles before Customers 
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6.5.2.2) Cultural, Legal, Security obstacles 

 
As Table 6.10 shows, only the mean of the first cultural obstacle (Reduced flexibility) is 

greater than 3 (Test value), which let us name it a main obstacle. In addition, the 2nd,3rd 

,4th and 5th cultural obstacle should be added to the list because although their means are a 

bit smaller than the Test value, but the Significance level greater than 0.05 which means 

that their means do not have a significant difference with the Test value. But the last 

cultural obstacle (cultural reluctance) should be eliminated from the list because its mean 

is much smaller than the Test value (the significance level is lower than 0.05). The 

remaining cultural obstacles before customers, are as following in the order of their 

importance (mean values): 

1. Reduced flexibility 

2. Employee's preference to use traditional ICT medium (personal consulting 

preference 

3. Duplication of work 

4. Fear of new technology and loss of job 

5. Employee's resistance to change 

 
With regards to four legal obstacles, they are all approved as legal obstacles before 

customers to have ICT-enabled interaction with EGFI, because the means are much 

higher than 3 (Test value). These four obstacles can be sorted as following according to  

the level of the importance the respondents have give to each: 

1. Lack of known standards of e-commerce in the country 

2. Electronic signatures not being legal 

3. Uncertainty of legal issues surrounding ICT adoption 

4. Complexity of government ICT regulations 

 

The respondents were asked to give their ideas on the ten security obstacles. As the 

means of responses given on all 10 mentioned obstacles were greater that the Test value 

(3), all ten security obstacles have been accepted to be obstacles with which customers 

may face. The hierarchy of importance of these ten security obstacles would be as 

following: 

1. Concern about disclosure of personal data(confidentiality) 

2. Concern about fraud  
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3. Concern about theft of credit card data (in online payment of insurance costs) 

4. System faults and capacity problems of servers 

5. Danger of hackers 

6. Danger of virus infection 

7. Concern about leaks of information 

8. Concern about online quote accuracy 

9. Online payment uncertainties 

10. Too much online data entry 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 
 
   

Table 6.10- T-Test of the Cultural, Legal and Security obstacles before Customers 
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Security obstacles 

Legal obstacles 

Cultural obstacles 

Organizational obstacles 

Technical obstacles 

Financial obstacles  

Figure 6.8- Mean of the responses on the obstacles before Customers 
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7.1- Introduction 

The purpose of the present study was to answer the main question which is “what is the 

impact of ICT application on EGFI and its customers and major obstacles they may 

face?” . Based on the literature reviewed (chapter 2), a frame of reference was emerged 

(chapter 3) which built the basis of the four research questions, answering which was the 

aim of this study. Four research questions to be answered were as following: 

1-What major obstacles does EGFI face to have ICT-enabled interaction with its 

customers? 

2- What benefits can be sought by EGFI from its ICT-enabled interaction with 

customers? 

3-What major obstacles do customers face to have ICT-enabled interaction with EGFI? 

4-What benefits can be sought by customers from their ICT-enabled interaction with 

EGFI? 

To find the answers to the mentioned four research questions, 28 EGFI's selected 

customers and 36 EGFI's selected personnel were given two separate questionnaires 

which contained closed ended questions on the probable impacts and barriers of ICT-

enabled interaction with each other. The findings were presented generally in chapter 5 

and analyzed in detail in chapter 6. The present chapter is devoted to give the answers to 

the four research questions.  

 

 Chapter 

7  
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 7.2- General Discussion  

Before giving the final answer to the research questions, it is worth having an other look 

at the general results gained from the analysis of the data collected. As figures and Table 

7.1 show, regarding answers given to the questions about EGFI, except financial 

obstacles, the mean of the responses given to the other 10 general questions has been 

more than the Test value (3), which means that the respondents have approved the items 

mentioned to be impacts of ICT on EGFI and obstacles it may face with. The financial 

obstacles should also be added to the list since its mean does not have a significant 

difference from the Test value.   

 
  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 

 

 

 

 

 

 

 

 

 

Table 7.1- T-Test of the answers given to all questions on EGFI 

 

Figure 7.1- Mean of the responses given to all questions on EGFI 
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According to figures & Table 7.2, the means of the responses given to the 11 main 

questions were either more than the Test value ore their difference with the test value (3), 

has not been significant, therefore although two of the sub-obstacles have been 

eliminated by the respondents from the list, but all main 11 impacts and obstacles have 

bee approved by EGFI's customers. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 
 
 
 

 

Table 7.2- T-Test of the answers given to all questions on Customers 

  

Figure 7.2- Mean of the responses given to all questions on Customers 
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7.3) Conclusions 
 
7.3.1) Answer to research question one 
With regards to RQ 1 which is : What major obstacles does EGFI face to have ICT-

enabled interaction with its customers? The collected data indicate that according to the 

respondents, EGFI will face the following 30 obstacles if it intends to have ICT-enabled 

interaction with its customers. The obstacles have been sorted according to their 

importance (mean value): 

1. Lack of known standards of e-commerce in the country 
2. Electronic signatures not being legal 
3. Uncertainty of legal issues surrounding ICT adoption 
4. Complexity of government ICT regulations 
5. The Management's insufficient knowledge or experience of Information/internet 

systems 
6. Danger of leaks of information 
7. Employee's lack of awareness about the benefits of ICT 
8. Employee's resistance to change 
9. Concern about fraud 
10. Danger of hackers 
11. Broad band connections  
12. System faults and capacity problems of servers 
13. Limited in-house IT skills/experts 
14. Employee's preference to use traditional ICT medium (personal consulting 

preference 
15. Insufficient time spent by the management on planning 
16. Low internet use 
17. Complexity of new technologies which require new skills 
18. Internet access 
19. Danger of virus infection  
20. Improper network infrastructure in the company 
21. Reduced flexibility 
22. Expensive initial investment  
23. Cultural reluctance 
24. Connectivity problems 
25. Fear of new technology and loss of job 
26. Duplication of work 
27. Reliance on external expensive consultants 
28. Limited financial resources  
29. Software and hardware short life cycle 
30. Uncertainty of Return on Investment 

 

7.3.2) Answer to research question two 
Research question 2 is: What benefits can be sought by EGFI from its ICT-enabled 

interaction with customers? The collected data which has been analyzed in chapter 6, 

indicates that according to EGFI's selected personnel, EGFI's ICT-enabled interaction 
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with its customers will bring about the following 27 benefits for EGFI , sorted according 

to their level of importance (from the eyes of the respondents): 

1- Saving time 
2- Faster service delivery 
3- Every moment access to services 
4- Better communication 
5- Improvement of customer's service 
6- Facilitation of work processes 
7- Better access to market information 
8- Providing new distribution channel 
9- Increase of efficiency 
10- Possibility of better innovation 
11- Better access to new customers 
12- Improvement of people knowledge of the services 
13- Increased transparency 
14- Better marketing methods 
15- Increase of competitive advantage in insurance market 
16- Increase of personnel productivity 
17- Supply chain improvement   
18- Decrease of costs 
19- Possibility of providing new services 
20- Possibility of price comparisons by customers 
21- Increase of Insurance sales and profit 
22- Increase of market share 
23- Lower cost of new customer acquisition and old customers retention 
24- Increase of customer's satisfaction and loyalty 
25- Retention of old customers 
26- Increase of revenue 
27- Decrease of final price of insurance services 

 
 
7.3.3) Answer to research question three 
The analysis of the data collected from EGFI's selected customers regarding the 3rd 

research question "What major obstacles do customers face to have ICT-enabled 

interaction with EGFI", indicate that customers believe that they may face the following 

33 obstacles if they wan to have ICT-enabled interaction with EGFI. It is worth 

mentioning that the respondents did not consider low internet use and cultural reluctance 

to be obstacles. The obstacles are presented in the order of their importance: 

1. Lack of known standards of e-commerce in the country 
2. Electronic signatures not being legal 
3. Concern about disclosure of personal data (confidentiality) 
4. Uncertainty of legal issues surrounding ICT adoption 
5. Complexity of government ICT regulations 
6. Concern about fraud  
7. Concern about theft of credit card data (in online payment of insurance costs) 
8. Improper network infrastructure in the company 
9. Broad band connections  
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10. System faults and capacity problems of servers 
11. Danger of hackers 
12. Reduced flexibility 
13. Danger of virus infection 
14. Concern about leaks of information 
15. Concern about online quote accuracy 
16. Online payment uncertainties 
17. Limited financial resources  
18. Internet access 
19. Connectivity problems 
20. Insufficient time spent by the management on planning 
21. Too much online data entry 
22. The Management's insufficient  knowledge or experience of Information/internet 

systems 
23. Employee's lack of awareness about the benefits of ICT 
24. Employee's preference to use traditional ICT medium (personal consulting 

preference 
25. Expensive initial investment  
26. Limited in-house IT skills/experts 
27. Complexity of new technologies which require new skills 
28. Uncertainty of Return on Investment 
29. Reliance on external expensive consultants 
30. Software and hardware short life cycle 
31. Duplication of work 
32. Fear of new technology and loss of job 
33. Employee's resistance to change 

 
7.3.4) Answer to research question four 
The last RQ is "What benefits can be sought by customers from their ICT-enabled 

interaction with EGFI". Based on the analysis of the data collected, EGFI's customers 

recognized 20 benefits which will be brought to them in case they have ICT-enabled 

interaction with EGFI. These benefits are sorted based on the level of their importance as 

following: 

1. Saving time 
2. Possibility of every moment access to the services  
3. Better access to market information 
4. Faster service delivery by EGFI 
5. Faster response time by EGFI personnel 
6. Simplification of receiving services from EGFI 
7. Increase of efficiency 
8. Increase of EGFI's operations transparency 
9. Decrease of costs 
10. Possibility of insurance costs comparisons 
11. Increase of export market share 
12. Possibility of better innovation 
13. Speed of claims payment 
14. Increase of competitive advantage in export markets 
15. Increase of Personnel Productivity 
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16. Improvement of supply chain and relations with business partners in the SC 
17. Increase of sales/export and profit 
18. Decrease of final price of export goods/services 
19. Decrease of insurance costs 
20. Increase of Revenue 

 

7.4- Recommendations for further research  

As mentioned previously, EGFI as a credit insurer, is a click and mortar company. In 

other words, some of EGFI’s tasks are carried out electronically and via internet and 

intranet and some (most of them) are carried out physically and manually.  

 Providing on- time credit insurance coverage to local exporters by an ECA like EGFI, 

would be vital for exporters as customers, since any minute delay in goods delivery will 

hand the market to the foreign competitors. There is no doubt that electronic interaction 

between EGFI and its customers and possibly on-line insurance coverage, will surely 

give the clients the opportunity to seize the foreign export markets and increase the 

country's volume of exports. To step in the world of e-credit insurance, as the first step, it 

was necessary to know the positive benefits of ICT application on EGFI and its 

customers and the probable barriers they may face to have complete electronic interaction 

based on ICTs. Therefore, this study was devoted to take this first step. Using the results 

of the present study, and bearing in mind the positive benefits of ICTs, the management 

of EGFI with collaboration of its customers can study the existing obstacles before them 

to have ICT-enabled interaction in more details and take practical steps to setup an 

electronic interaction between them.    

Although , unlike commercial insurance sector, credit insurance in the world has not 

taken many practical steps towards e-insurance , but doing a comparative study between 

EGFI and other ECAs to see how EGFI has progressed in interacting electronically with 

its customers and to know probable shortcomings would be useful and is highly 

recommended (After e-interaction between EGFI and its customers starts). In addition, 

studying the variety of credit insurance products would be recommended to see which 

ones are suitable to be provided electronically.  
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(filled by EGFI's selected staff ) 

 

Part One: Respondent's Profile: 

Position of the respondent: 

      Head of Department           Deputy Director             Director           MOB 

Age (years): 

     26 to 34             35 to 44             45 to 54            more than 55 

Education: 

Years of work at EGFI: 

      Less than one year                between 6 to 10              between 10 to 15 

Total years of work experience: 

        Less than 10 years                between 11 to 15           more than 16 

 

 

Part Two: Impacts & Benefits of ICT application: 

Below are some of probable impacts/benefits of ICT application in interaction with EGFI's 
customers, please express your view points by choosing one of the proposed options: 

1- To what extent do you think ICT application in EGFI's 
interaction with its customers can bring about the following 
results as indicators of EGFI's performance improvement  
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1.1.Increase of  revenue       

1.2.Increase of  market share      

1.3. Increase of productivity      

1.4. Increase of competitive advantage in insurance market     

1.5. Increase of insurance sales and profit     
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1.6. Increase of efficiency      

1.7. Possibility of better innovation      

1.8.Saving time      

1.9. Decrease of costs     

1.10.Decrease of final price of the insurance services      

1.11. Better access to market information       

2- To what extent do you think ICT application in EGFI's 
interaction with its customers can bring about the following 
results as indicators of  EGFI's CRM improvement 
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2.1.Better marketing methods      

2.2.Better access to new customers      

2.3.lower cost of new customer acquisition and old customers retention      

2.4.Improvement of customer's service      

2.5. Better communication      

2.6. Faster service delivery      

2.7. Possibility of price comparisons by customers      

2.8.Improvement of people knowledge of the services      

2.9. Every moment access      

2.10. Retention of old customers      

2.11.Increase of customers' satisfaction and loyalty      

2.12. Increased transparency      

2.13.Facilitation of work processes      

 3- To what extent do you think ICT application in EGFI's interaction 
with its customers can improve the supply chain and EGFI's relations 
with the members of the supply chain 

    

 

4- To what extent do you think ICT application in EGFI's interaction 
with its customers can provide EGFI with a new distribution channel  
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Dear respondent, please indicate other probable impacts, if there are any, other than those 
mentioned above. 

 

Part Three: Probable obstacles before ICT application: 

Below are some of probable obstacles that EGFI may face to apply ICT in its interaction with 
its customers, please express your view points by choosing one of the proposed options: 

5- To what extent do you think ICT application in EGFI's interaction 
with its customers can help EGFI provide new services 

    

 

 
 

1- The following financial obstacles impede ICT application in  
EGFI's interaction with its customers:  
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1.1.Expensive initial investment       

1.2.Uncertainty of Return on Investment      

1.3. Limited financial resources      

 
 
 

2- The following Technical obstacles impede ICT application 
in  EGFI's interaction with its customers: 
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2.1.Complexity of new technologies which require new skills     

2.2. Limited in-house IT skills/experts     

2.3.Improper network infrastructure in the company      

2.4. Reliance on external expensive consultants     

2.5. Software and hardware short life cycle     

2.6. Broad band connections      
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2.7. Internet access      

2.8. connectivity problems      

2.9 Low internet use      

 
 

3- The following Organizational/Managerial obstacles impede 
ICT application in  EGFI's interaction with its customers: 
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3.1. Insufficient time spent by the management on planning      

3.2. The Management's insufficient knowledge or experience of 
Information Systems 

     

3.3. Employee 's lack of awareness about the benefits of ICT       

 
 

4- The following Cultural obstacles impede ICT application in  
EGFI's  interaction with its customers: 
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4.1. Fear of new technology and loss of job 

    

 

4.2. Cultural reluctance 

    

4.3. Employee's preference to use traditional ICT medium (personal 
consulting preference) 

     

4.4. Reduced flexibility      

4.5. Duplication of work      

4.6. Employee's resistance to change        

 
 

5- The following Legal obstacles impede ICT application in  
EGFI's interaction with its customers: 
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Dear respondent, please indicate other probable obstacles, if there are any, other than those 
mentioned above. 

  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

5.1. Lack of known standards of E-commerce in the country      

5.2. Uncertainty of legal issues surrounding ICT adoption      

5.3. Complexity of government ICT regulations        

5.4. Electronic signatures not being legal      

 
 

6- The following Security obstacles impede ICT application in  
EGFI's interaction with its customers: 
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6.1.Danger of virus infection      

6.2. Danger of leaks of information      

6.3. System faults and capacity problems of servers        

6.4. Danger of Hackers      

6.5. Concern about fraud      
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(filled by EGFI's selected exporters/customers ) 

 

Part One: Respondent's Profile: 

Name of Company:     Date of Establishment: 

Years of relations with EGFI (years): 

     less than one              between 1 to 3            between 3 to 5          more than 5  

Position of the respondent:    

Age of the respondent (Years): 

     Less than 25          26 to 34            35 to 44          45 to 54            more than 55         

Education of the respondent: 

 

Part Two: Impacts & Benefits of ICT application: 

Below are some of probable impacts/benefits of ICT application in interaction with EGFI, 
please express your view points by choosing one of the proposed options: 

3- To what extent do you think ICT application in your interaction 
with EGFI can bring about the following results as indicators of 
your company's performance improvement  
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1.1.Increase of  revenue        

1.2.Increase of  market share      

1.3. Increase of productivity      

1.4. Increase of competitive advantage in export markets     

1.5. Increase of sales/ export and profit     

1.6. Increase of efficiency      

1.7. Possibility of better innovation      

1.8.Saving time      
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Dear respondent, please indicate other probable impacts, if there are any, other than those 
mentioned above. 

 

Part Three: Probable obstacles before ICT application: 

Below are some of probable obstacles that your company may face to apply ICT in its 
interaction with EGFI, please express your view points by choosing one of the proposed 
options: 

1.9. Decrease of costs     

1.10.Decrease of final price of the export goods       

1.11. Better access to market information        

4- To what extent do you think ICT application in your interaction 
with EGFI can bring about the following results as indicators of 
better quality of services you get from EGFI 
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2.1. Possibility of insurance costs comparison       

2.2. Possibility of every moment access to the services       

2.3. Faster response time by EGFI       

2.4. Faster service delivery by EGFI       

2.5. Speed of claims payment/ management       

2.6.Increase of EGFI's operations transparency       

 3- To what extent do you think ICT application in your interaction with 
EGFI can improve the supply chain and your relations with your 
business partners 

    

  

4- To what extent do you think ICT application in your interaction with 
EGFI can decrease your insurance costs 

    

  

5- To what extent do you think ICT application in your interaction with 
EGFI can simplify the process of receiving services from EGFI  
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7- The following financial obstacles impede ICT application in  
our interaction with EGFI:  
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1.1.Expensive initial investment        

1.2.Uncertainty of Return on Investment      

1.3. Limited financial resources      

 
 
 

8- The following Technical obstacles impede ICT application 
in  our interaction with EGFI: 
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2.1.Complexity of new technologies which require new skills     

2.2. Limited in-house IT skills/experts     

2.3.Improper network infrastructure in the company      

2.4. Reliance on external expensive consultants     

2.5. Software and hardware short life cycle     

2.6. Broad band connections       

2.7. Internet access       

2.8. connectivity problems       

2.9 Low internet use       

 
 

9- The following Organizational/Managerial obstacles impede 
ICT application in  our interaction with EGFI: 

S
tr

on
gl

y 
D

is
ag

re
e 

D
is

ag
re

e 
so

m
ew

ha
t 

N
ei

th
er

 a
gr

ee
 

 n
or

 D
is

ag
re

e 

A
gr

ee
 s

om
ew

ha
t 

S
tr

on
gl

y 
ag

re
e

 



Appendix: Questionnaires 

Impacts of ICT application on the insurer & its customers and major obstacles to be faced  

 

137

3.1. Insufficient time spent by the management on planning       

3.2. The Management's insufficient knowledge or experience of 
Information Systems/ internet services (IS) 

      

3.3. Employee 's lack of awareness about the benefits of ICT        

 
 

10- The following Cultural obstacles impede ICT application in  
our interaction with EGFI: 
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4.1. Fear of new technology and loss of job 

    

  

4.2. Cultural reluctance 

    

4.3. Employee's preference to use traditional ICT medium (personal 
consulting preference) 

      

4.4. Reduced flexibility       

4.5. Duplication of work       

4.6. Employee's resistance to change         

 
 

11- The following Legal obstacles impede ICT application in  
our interaction with EGFI: 
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5.1. Lack of known standards of E-commerce in the country       

5.2. Uncertainty of legal issues surrounding ICT adoption       

5.3. Complexity of government ICT regulations         

5.4. Electronic signatures not being legal       
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Dear respondent, please indicate other probable obstacles, if there are any, other than those 
mentioned above. 

 
 

12- The following Security obstacles impede ICT application in  
our interaction with EGFI: 
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6.1.Danger of virus infection       

6.2. Danger of leaks of information       

6.3. System faults and capacity problems of servers         

6.4. Danger of Hackers       

6.5.Fear of theft of credit card information       

6.6. Online payment uncertainties        

6.7. Disclosure of personal data (confidentiality)         

6.8. Concern about fraud       

6.9. Online quote accuracy       

6.10. Too much data entry       


