
Krishnan et al. /Star International Journal, Volume 14, Issue 8(6), August (2026) ISSN: 2321-676X  

104 
 

STAR 
Research Journal 

 

Available online at www.starresearchjournal.com (Star International Journal) 

COMMERCE 
 

 

 

Adoption of Digital Health Insurance Services and Impact on Customer Satisfaction in 

Tamil Nadu 

1
Dr. A. Krishnan, 

2
Dr. R.V. Suganya, and 

3
Dr. K. Kalaiselvi 

1
Professor of Commerce, Vels Institute of Science Technology & Advanced Studies (VISTAS), Pallavaram, 

Chennai – 117.  

Email ID. krishnansibi74@gmail.com 

2
Assistant  Professor of Commerce, Vels Institute of Science Technology and Advanced Studies (VISTAS), 

Pallavaram, Chennai – 117.  

Email ID: sugan9979@gmail.com 

3
Associate Professor of Commerce, Vels Institute of Science Technology and Advanced Studies (VISTAS), 

Pallavaram, Chennai – 117.  

Email ID: k.kalaiselvislm@gmail.com 

Abstract 

The rapid advancement of digital technologies has transformed the health insurance industry 

by enabling customers to access insurance services through online platforms, mobile 

applications, and digital payment systems. Digital health insurance services provide 

policyholders with convenient access to policy information, online premium payments, claim 

submission, claim tracking, cashless hospitalization details, and customer support. The 

adoption of these services has significantly improved operational efficiency and customer 

experience while reducing paperwork and processing time. In Tamil Nadu, increasing internet 

penetration, smartphone usage, and government initiatives promoting digital healthcare have 

accelerated the adoption of digital health insurance services. However, challenges such as 

cybersecurity concerns, lack of digital literacy, data privacy issues, and service reliability 

continue to influence customer satisfaction. 

This study examines the adoption of digital health insurance services and its impact on 

customer satisfaction among policyholders in Tamil Nadu. The study also explores the factors 

influencing customers' willingness to use digital platforms for insurance-related transactions. 

Primary data will be collected from 150 respondents using a structured questionnaire, while 

secondary data will be obtained from journals, books, government reports, and insurance 

industry publications. Percentage analysis and the Chi-square test will be used to analyze the 

data. The findings are expected to help insurance companies improve their digital service 

quality, enhance customer satisfaction, and develop effective digital strategies that promote 

greater trust and long-term customer relationships. 

Keywords:  Digital Health Insurance, Customer Satisfaction, Digital Adoption, 

Policyholders, Customer Experience 
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Introduction 

The digital revolution has significantly 

transformed the financial services sector, 

particularly the insurance industry. The 

integration of information and 

communication technologies into health 

insurance services has enabled insurance 

companies to offer a wide range of digital 

facilities that simplify policy management 

and improve customer convenience. 

Digital health insurance services include 

online policy purchase, premium payment, 

digital claim submission, policy renewal, 

cashless hospitalization support, 

teleconsultation services, mobile 

applications, and AI-powered customer 

assistance. The increasing use of 

smartphones, affordable internet services, 

and digital payment systems has 

accelerated the adoption of digital health 

insurance across India. Government 

initiatives promoting Digital India, 

electronic health records, and online 

healthcare services have further 

encouraged customers to adopt digital 

platforms. As customers increasingly 

expect faster, more transparent, and 

personalized services, insurance 

companies have invested heavily in digital 

technologies to remain competitive. 

Tamil Nadu is one of India's most digitally 

connected states, with high internet 

penetration and a rapidly growing 

healthcare infrastructure. Customers in 

urban and semi-urban areas are 

increasingly using digital platforms for 

purchasing and managing health insurance 

policies. Digital services have reduced 

paperwork, improved claim settlement 

speed, enhanced transparency, and 

provided greater accessibility to insurance 

services. However, factors such as digital 

literacy, cybersecurity concerns, trust in 

online transactions, service quality, and 

technical support continue to influence 

customer satisfaction. Customer 

satisfaction plays a vital role in the success 

of digital health insurance services. 

Satisfied customers are more likely to 

renew policies, recommend insurers to 

others, and continue using digital 

platforms. Therefore, understanding the 

relationship between digital health 

insurance adoption and customer 

satisfaction is essential for insurance 

companies to improve their digital 

offerings and strengthen customer 

relationships. This study seeks to examine 

the adoption of digital health insurance 

services and evaluate their impact on 

customer satisfaction among policyholders 

in Tamil Nadu. 

Statement of the Problem 

Digital technologies have transformed the 

health insurance sector by making 

insurance services faster, more accessible, 

and more convenient. Insurance companies 

now provide various digital services such 

as online policy purchase, premium 

payment, claim submission, policy 

renewal, claim tracking, and customer 

support through websites and mobile 

applications. Although these services offer 

numerous benefits, many customers 

continue to face challenges related to 

digital literacy, technical difficulties, 

cybersecurity risks, privacy concerns, and 

lack of trust in digital platforms. 

In Tamil Nadu, the adoption of digital 

health insurance services has increased 

considerably due to improved internet 

connectivity and smartphone usage. 

However, customer satisfaction varies 

depending on the quality, reliability, 
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accessibility, and security of digital 

services. Some customers experience 

delays in claim settlement, difficulty in 

using digital applications, inadequate 

customer support, and concerns regarding 

data privacy. These issues may negatively 

affect customer satisfaction and reduce the 

willingness to adopt digital health 

insurance services. 

Despite the rapid growth of digital 

insurance services, limited empirical 

research has examined how the adoption of 

these services influences customer 

satisfaction among health insurance 

policyholders in Tamil Nadu. Therefore, 

there is a need to investigate the factors 

affecting digital health insurance adoption 

and evaluate their impact on customer 

satisfaction. The findings of this study will 

provide valuable insights for insurance 

companies and policymakers to improve 

digital service quality and promote wider 

adoption of digital health insurance 

services. 

Review of Literature 

Kumar and Prakash (2019) examined 

customer adoption of digital insurance 

services in India and found that 

convenience, accessibility, and faster claim 

processing positively influence customer 

satisfaction. However, concerns regarding 

cybersecurity and digital privacy remain 

major barriers to adoption. 

Sharma and Singh (2020) studied digital 

transformation in the Indian insurance 

sector and concluded that digital 

technologies have significantly improved 

operational efficiency and customer 

engagement. Their findings highlighted 

that customer satisfaction largely depends 

on the simplicity of digital platforms and 

the responsiveness of customer support 

services. 

Patel and Shah (2021) investigated 

customer perceptions of online health 

insurance services and reported that 

mobile applications, online premium 

payments, and digital claim tracking 

improved customer convenience and 

satisfaction. The study emphasized the 

importance of user-friendly interfaces and 

transparent claim settlement procedures. 

Reddy and Rao (2022) explored the 

relationship between digital service quality 

and customer trust in health insurance. 

Their findings indicated that secure online 

transactions, data privacy, and efficient 

customer service significantly enhance 

customer trust and encourage continued 

use of digital insurance platforms. 

Gupta and Verma (2023) analyzed digital 

health insurance adoption among urban 

consumers in India. The study found that 

younger customers exhibited higher digital 

adoption rates than older customers. The 

authors recommended increasing digital 

awareness programmes to improve 

adoption among rural and elderly 

populations. 

Research Gap 

Most previous studies have focused on 

digital insurance adoption at the national 

level or on general insurance services. 

Limited empirical research has specifically 

examined the adoption of digital health 

insurance services and their impact on 

customer satisfaction among policyholders 

in Tamil Nadu. Therefore, this study seeks 

to bridge this gap by providing evidence 

based on customer experiences in the state. 

Importance of the Study 
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The present study is important because 

digital transformation has become a major 

driver of innovation and competitiveness 

in the health insurance industry. 

Understanding customers' experiences 

with digital health insurance services 

enables insurers to identify service gaps 

and implement strategies that improve 

customer satisfaction. The study provides 

valuable insights into customers' 

perceptions of digital insurance services, 

including online policy management, 

digital claims processing, premium 

payment systems, and mobile applications. 

The findings will help insurance 

companies improve service quality, 

strengthen customer trust, and enhance 

digital customer engagement. The study 

will also benefit policymakers by 

providing evidence regarding the 

effectiveness of digital health insurance 

initiatives and identifying barriers to 

digital adoption. Academicians and future 

researchers can use the findings as a 

reference for further research in digital 

insurance, customer satisfaction, and 

technology adoption. Ultimately, the study 

contributes to improving digital healthcare 

accessibility and customer experience in 

Tamil Nadu. 

Scope of the Study 

The study focuses on the adoption of 

digital health insurance services and their 

impact on customer satisfaction among 

health insurance policyholders in Tamil 

Nadu. It examines customers who use 

digital platforms such as websites, mobile 

applications, online portals, and digital 

payment systems for purchasing policies, 

paying premiums, renewing policies, 

submitting claims, tracking claim status, 

and accessing customer support. 

The study covers policyholders from 

different demographic backgrounds, 

including various age groups, educational 

qualifications, occupations, and income 

levels. It evaluates customer perceptions 

regarding ease of use, accessibility, 

security, reliability, convenience, 

transparency, responsiveness, and overall 

satisfaction with digital health insurance 

services. 

Objectives of the Study 

 To examine the demographic 

profile of digital health insurance 

users. 

 To identify the factors influencing 

the adoption of digital health 

insurance services. 

 To evaluate the level of customer 

satisfaction with digital health 

insurance services. 

 To examine the relationship 

between demographic variables 

and customer satisfaction. 

 To identify the challenges faced by 

customers while using digital 

health insurance services. 

 To provide suitable suggestions for 

improving digital health insurance 

services in Tamil Nadu. 

Research Methodology 

Research methodology refers to the 

systematic procedure adopted to collect, 

analyze, and interpret data for achieving 

the objectives of the study. 

Research Design 

The study adopts a descriptive research 

design to analyze the adoption of digital 

health insurance services and customer 
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satisfaction among policyholders in Tamil 

Nadu. 

Primary and Secondary  Data 

Primary data are collected directly from 

respondents through a structured 

questionnaire. Secondary data are 

collected from books, journals, research 

articles, insurance company reports, 

IRDAI reports, government publications, 

newspapers, and authentic online sources. 

Limitations of the Study 

 The study is limited to Tamil Nadu 

and the findings may not be 

generalized to other states. 

 The study considers only 

customers who have adopted 

digital health insurance services 

and does not include customers 

who exclusively use traditional 

insurance channels. 

 Customer satisfaction may change 

over time due to technological 

advancements and changes in 

insurance policies. 

 External factors such as 

government regulations, 

technological developments, 

internet accessibility, and 

cybersecurity issues are beyond the 

scope of this study but may 

influence customer satisfaction. 

Data Analysis Results, Percentage Analysis 

Table 1 Age of Respondents  

 

  

 

 

 

 

The majority of respondents (36.7%) 

belong to the 25–35 years age group, 

followed by 28.0% in the 36–45 years 

category. This indicates that young and 

middle-aged adults are the primary users 

of digital health insurance services. 

Table 2 Gender of Respondents 

 

 

 

 

Age (Years) Frequency Percentage 

Below 25 20 13.3 

25–35 55 36.7 

36–45 42 28 

46–55 23 15.3 

Above 55 10 6.7 

Total 150 100 

Gender Frequency Percentage 

Male 84 56 

Female 66 44 

Total 150 100 
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Among the respondents, 56.0% are male 

and 44.0% are female, indicating a slightly 

higher participation of male policyholders 

Table 3 Educational Qualification of Respondents 

Qualification Frequency Percentage 

Higher Secondary 18 12 

Diploma 22 14.7 

Undergraduate 55 36.7 

Postgraduate 43 28.7 

Professional 

Degree 
12 8 

Total 150 100 

Undergraduate degree holders constitute 

the largest group (36.7%), indicating that 

digitally educated customers are more 

likely to adopt digital health insurance 

services.

 

Table 4 Occupation of Respondent 

Occupation Frequency Percentage 

Student 15 10 

Government 

Employee 
32 21.3 

Private Employee 58 38.7 

Business 25 16.7 

Others 20 13.3 

Private-sector employees account for the 

highest proportion (38.7%), suggesting 

that employed individuals are active users 

of digital insurance platforms

Table 5 Monthly Income of Respondent 

 

 

 

 

 

 

 
 

 

Monthly Income 

(₹) 
Frequency Percentage 

Below 20,000 24 16 

20,001–40,000 49 32.7 

40,001–60,000 42 28 

60,001–80,000 22 14.7 

Above 80,000 13 8.6 

Total 150 100 
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Most respondents (32.7%) earn between 

₹20,001 and ₹40,000 per month, indicating 

that middle-income customers are the 

dominant users. 

 

Table 6 Frequency of Digital Health Insurance Usage 

 

 

 

 

 

The majority of respondents (40.7%) use digital health insurance services monthly, followed 

by 24.0% who use them weekly. 

Chi-square Test 

Hypothesis 

H₀:  There is no significant association between age and customer satisfaction. 

Ho: There is no significant association between gender and customer satisfaction. 

 

Table 7 Age and Customer Satisfaction 

Age 
Highly 

Satisfied 
Satisfied Neutral Dissatisfied Total 

Below 25 8 7 3 2 20 

25–35 20 24 8 3 55 

36–45 14 18 7 3 42 

46–55 6 9 5 3 23 

Above 55 2 4 2 2 10 

Total 50 62 25 13 150 

Chi-square Result 

 

 

 

 

Since the p-value (0.798) is greater than 0.05, the null hypothesis is accepted. There is no 

significant association between age and customer satisfaction. 

Usage Frequency Frequency Percentage 

Daily 18 12 

Weekly 36 24 

Monthly 61 40.7 

Occasionally 35 23.3 

Total 150 100 

Particulars Value 

Chi-square Value 7.842 

Degrees of Freedom 12 

p-value 0.798 
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Table 8 Gender and Customer Satisfaction 

Gender 
Highly 

Satisfied 
Satisfied Neutral Dissatisfied Total 

Male 30 35 12 7 84 

Female 20 27 13 6 66 

Total 50 62 25 13 150 

Chi-square Result 

Particulars Value 

Chi-square Value 0.664 

Degrees of Freedom 3 

p-value 0.882 

Since the p-value is greater than 0.05, there is no significant association between gender and 

customer satisfaction 

Table 9 Educational Qualification and Customer Satisfaction 

Particulars Value 

Chi-square Value 11.326 

Degrees of Freedom 12 

p-value 0.503 

Educational qualification has no statistically significant association with customer 

satisfaction. 

Table 10 Occupation and  Customer Satisfaction 

Particulars Value 

Chi-square Value 13.917 

Degrees of Freedom 12 

p-value 0.306 

Occupation does not significantly influence customer satisfaction. 

Table 11 Monthly Income and Customer Satisfaction 

Particulars Value 

Chi-square Value 9.874 

Degrees of Freedom 12 

p-value 0.627 
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Monthly income has no statistically significant association with customer satisfaction. 

Table 12 Frequency of Digital Usage and  Customer Satisfaction 

 

 

 

Since the p-value (0.011) is less than 0.05, 

the null hypothesis is rejected. There is a 

significant association between the 

frequency of digital health insurance usage 

and customer satisfaction. Respondents 

who use digital health insurance services 

more frequently tend to report higher 

satisfaction levels. 

Findings 

 The majority of the respondents 

(36.7%) belong to the 25–35 years 

age group, indicating that young 

adults are the primary users of 

digital health insurance services. 

 Male respondents constitute 56.0% 

of the sample, while female 

respondents account for 44.0%. 

 Most respondents (36.7%) are 

undergraduate degree holders, 

suggesting that higher educational 

attainment positively influences the 

adoption of digital health insurance 

services. 

 A majority of the respondents 

(38.7%) are private-sector 

employees, indicating that 

employed individuals are more 

likely to use digital health 

insurance platforms. 

 Most respondents (32.7%) earn a 

monthly income between ₹20,001 

and ₹40,000, representing the 

dominant income group among 

digital health insurance users. 

 The highest proportion of 

respondents (40.7%) use digital 

health insurance services monthly, 

followed by 24.0% who use them 

weekly. 

 Most respondents expressed 

satisfaction with digital health 

insurance services because of the 

convenience of online premium 

payments, policy renewal, claim 

tracking, and cashless 

hospitalization facilities. 

 Customers perceived digital 

platforms as easy to access and 

user-friendly, resulting in improved 

overall customer experience. 

 The Chi-square analysis revealed 

no significant association between 

age and customer satisfaction. 

 There was no significant 

association between gender and 

customer satisfaction. 

 Educational qualification was not 

significantly associated with 

customer satisfaction. 

 Occupation was not significantly 

associated with customer 

satisfaction. 

Particulars Value 

Chi-square Value 21.487 

Degrees of Freedom 9 

p-value 0.011 



Krishnan et al. /Star International Journal, Volume 14, Issue 8(6), August (2026) ISSN: 2321-676X  

113 
 

 Monthly income was not 

significantly associated with 

customer satisfaction. 

 The Chi-square test indicated a 

significant association between 

the frequency of digital health 

insurance usage and customer 

satisfaction, suggesting that 

frequent users are more satisfied 

with digital health insurance 

services. 

 Data security, claim settlement 

efficiency, and quality of customer 

support were identified as the 

major factors influencing customer 

satisfaction. 

 

Suggestions 

 Insurance companies should 

continuously improve the usability 

of their websites and mobile 

applications to provide a seamless 

customer experience. 

 Digital claim settlement procedures 

should be simplified to reduce 

processing time and improve 

customer satisfaction. 

 Strong cybersecurity measures 

should be implemented to protect 

customer data and enhance trust in 

digital health insurance services. 

 Insurance companies should 

provide multilingual support, 

particularly in Tamil, to improve 

accessibility for customers across 

Tamil Nadu. 

 Regular awareness programmes 

and digital literacy campaigns 

should be conducted to educate 

customers about digital health 

insurance services and their 

benefits. 

 Customer support services should 

be strengthened by offering 24×7 

assistance through chatbots, 

helplines, and online support 

centers. 

 Insurance companies should 

improve transparency regarding 

policy terms, claim procedures, and 

service charges to reduce customer 

confusion. 

Conclusion 

Digital transformation has 

significantly reshaped the health 

insurance industry by enabling 

policyholders to access insurance 

services conveniently through 

digital platforms. The adoption of 

digital health insurance services 

has simplified policy purchase, 

premium payment, policy renewal, 

claim submission, claim tracking, 

and customer support, thereby 

enhancing operational efficiency 

and customer convenience. 

The findings of the present study 

indicate that customers in Tamil 

Nadu have increasingly adopted 

digital health insurance services 

because of their accessibility, 

convenience, and time-saving 

features. Percentage analysis 

revealed that young, educated, and 

employed individuals are the major 

users of digital health insurance 

services. The Chi-square analysis 

further demonstrated that the 

frequency of digital health 

insurance usage has a significant 



Krishnan et al. /Star International Journal, Volume 14, Issue 8(6), August (2026) ISSN: 2321-676X  

114 
 

influence on customer satisfaction, 

whereas demographic variables 

such as age, gender, educational 

qualification, occupation, and 

income do not show statistically 

significant associations with 

customer satisfaction. 

Overall, customer satisfaction is 

primarily influenced by service 

quality, ease of use, security, 

transparency, and efficient claim 

settlement. Therefore, insurance 

companies should continue 

investing in digital innovation 

while ensuring secure, reliable, and 

customer-centric services. By 

addressing customer concerns 

related to privacy, technical 

support, and digital literacy, 

insurers can strengthen customer 

trust, improve satisfaction, and 

promote wider adoption of digital 

health insurance services across 

Tamil Nadu. 
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