International Journal of Research Publication and Reviews, Vol (6), Issue (6), June (2025), Page — 7591-7593

International Journal of Research Publication and Reviews

Journal homepage: www.ijrpr.com ISSN 2582-7421

WWW.IJRPR.COM

Strategic Marketing and Operational Insights of Bajaj Allianz General
Insurance: A Study on Digital Transformation and Customer-Centric
Innovations

MD HAMZA FAHAD HASSAN

Galgotias University

ABSTRACT :

The Indian general insurance sector has experienced a transformative journey over the past two decades, driven by regulatory liberalization, increasing risk
awareness, and digitization. With gross direct premiums exceeding 2.9 trillion in FY 2023-24, the sector is poised for sustained double- digit growth. Amid this
landscape, Bajaj Allianz General Insurance Company Ltd. (BAGIC), a joint venture between Bajaj Finserv and Allianz SE, has emerged as a pioneer in
leveraging technology and customer-centric innovation. This research paper investigates BAGIC’s strategic priorities, operational transformation, and
performance, based on an eight-week Industrial Research Project (IRP), secondary financial data, and published industry reports. Key findings highlight
BAGIC’s early adoption of digital tools, robust financial resilience, rural expansion, and hybrid distribution channels. However, areas such as micro-insurance
outreach, end-to-end claims automation, and Al- enabled fraud analytics remain under-leveraged. This paper recommends actionable steps for BAGIC to

consolidate its leadership in India’s rapidly evolving insurance ecosystem.

Introduction

India’s non-life insurance sector has matured into a 2.9 trillion industry, growing at over 13% CAGR since 2011. The sector covers diverse risk
categories—from motor and health to marine and liability—and is projected to reach X11 trillion by 2035. Factors such as increased financial literacy,
mandatory third-party coverage, rising middle-class aspirations, and digital penetration have fueled this surge. Concurrently, the Insurance Regulatory
and Development Authority of India (IRDAI) has enforced solvency, digital reporting, and product standardization frameworks.

Bajaj Allianz General Insurance, established in 2001, has aligned its strategy with these macroeconomic and regulatory trends. Its recent branding as
“Caringly Yours” encapsulates a pivot from transactional insurance to customer-experience-driven services. BAGIC’s agile response to COVID-19, its
digital-first claims management system, and its growing rural footprint illustrate its dual focus on innovation and inclusion.

This paper condenses observations and data from a comprehensive IRP into an academically structured analysis, with cross-comparison to industry
benchmarks and literature.

Objectives

To identify the key strategic and digital drivers behind BAGIC’s operational growth.

To evaluate BAGIC’s customer-centric approach using performance and satisfaction indicators.

To benchmark BAGIC’s financial and operational metrics against peer insurers and industry norms.
To explore gaps and challenges in current service delivery, particularly in Tier 2—4 markets.

RN

To recommend scalable interventions for growth, digital optimization, and rural inclusion.

Methodology
Design:

A mixed-methods approach was adopted, combining primary data (IRP) with secondary industry research.
Primary Data Sources:

° 22 in-depth interviews with BAGIC staff across operations, sales, claims, and underwriting departments.
° Shadowing insurance agents across urban and semi-urban locations in Maharashtra and Karnataka.
° Field observation of customer service interactions at three regional branches.

Secondary Data Sources:
® IRDAI Annual Reports (2022-2024)
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* BAGIC quarterly and annual financial reports (FY 2022-25)

Reputed publications: Business Standard, The Hindu BusinessLine, Economic Times
Peer-reviewed insurance and fintech journals

® Industry presentations from FICCI and CII

Data Analysis Tools:

® Thematic analysis for qualitative interview data

® Ratio analysis for financial performance (combined ratio, claim settlement ratio, solvency ratio)

* Comparative benchmarking with ICICI Lombard, HDFC ERGO, and Tata AIG

Findings and Discussion
Digital Transformation at BAGIC

® Al & Chatbots: Over 74% of initial customer queries are resolved via Al chatbot “BOING” (BAGIC's smart assistant). This reduces wait
times and call-center load.

Mobile App Penetration: Over 3 million users have downloaded BAGIC’s “Caringly Yours” app, enabling self-service for policy
management and claims.

Telematics & IoT: Motor insurance telematics (DriveSmart) integrates with GPS to offer dynamic premium discounts based on driving
behavior.

Financial Performance

Q4 FY 2024-
Metric Industry Avg
25

Gross Premium 34,326 crore —
Net Profit %576 crore -
Combined
Ratio 103.7% ~106%

155% (IRDAI
Solvency Ratio 325%, . .

minimum)

BAGIC’s financial resilience is reflected in its strong solvency and profitability, outperforming many private insurers.

Claims Efficiency and Customer Satisfaction

Claim Turnaround: BAGIC’s average TAT for general insurance claims is 23 days, faster than the national average of 28-30 days.

. Settlement Ratio: In FY 202425, BAGIC Life arm achieved a 99.29% claim settlement ratio.

Customer Feedback: Survey data from IRP indicates >90% satisfaction rate in Tier-1 cities, but this drops to 65% in rural areas due to

documentation and connectivity challenges.

Distribution and Inclusion

° BAGIC uses a hybrid channel—agents, bancassurance, brokers, and online portals.
® 18% of retail health policies in FY 24 were issued in Tier-3 and Tier-4 regions.
° Partnerships with Common Services Centers (CSCs) and gram panchayats are improving rural reach.

Operational Challenges

High reliance on paper-based documentation in rural claims slows down settlements.
Fraudulent claims—particularly in motor insurance—continue to affect the loss ratio.
Need for deeper Al and blockchain integration to detect fraud and automate claim approvals.
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Recommendations
Full-Stack Digital Claims

Implement image analytics and blockchain for straight-through processing (STP) in claims below
%50,000. This could reduce turnaround time by 30-40%.

Modular Micro-Insurance Products

Launch sachet-sized crop, accident, and health policies through UPI-linked interfaces. These products, priced below 50/month, can boost rural

penetration.

AI-Driven Fraud Analytics

Leverage a consortium-based fraud detection network using machine learning to analyze anomaly patterns across insurers.

Skill Development Academy

Launch an in-house “InsurTech Academy” offering nano-degrees in data analytics, digital ethics, and behavioural insurance through gamified content.

ESG-Aligned Product Innovation

Introduce eco-tagged motor insurance for electric vehicles and green buildings, with discounted premiums. Integrate Allianz SE’s global ESG
frameworks.

Conclusion

Bajaj Allianz General Insurance exemplifies how digital agility, customer empathy, and financial discipline can combine to build a leading insurer in a
competitive, regulated market. Its robust digital infrastructure, diversified distribution, and customer-first philosophy position it well for future
disruption. However, to maintain its edge, BAGIC must accelerate claims automation, embrace rural digitization, and focus on inclusive innovation.
These efforts will not only drive profitability but also contribute meaningfully to India’s goal of universal risk protection.
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