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CONSUMER PERCEPTION TOWARDS HEALTH INSURANCE
POLICIES AFTER COVID-19 PANDEMIC

ABSTRACT

Insurance has long been considered to be the most crucial tool in financial planning. And now that the global
pandemic has passed, everyone is much more aware of how important health insurance is. Because of the
developing pace of expansion in clinical expenses, there is a rising requirement for health insurance in the
present. Understanding client conduct toward health insurance during COVID-19 was the objective of this
review. The study was founded on primary information gathered from Mumbai respondents. A self-administered
guestionnaire with distinct parts for demographic and subjective items was created. A five point Likert scale was
utilized for the emotional piece. 200 respondents were gathered involving an irregular examining method for the
review. The principal objective of this study was to examine the factors that impact how consumers will see
health insurance during the pandemic. In the ongoing review, we painstakingly analyzed and broke down a
sizable number of distributed distributions considering their commitments to the collection of data in regards to
the helpful impacts of COVID-19 as an ever increasing number of individuals have been putting resources into
health plans. Measurements show that during the beyond about fourteen days, talk time has significantly
expanded and that inquiries concerning health insurance have move by half. Similarity, mindfulness,
straightforwardness, tax cuts, precision lucidity, accessibility of data, guarantee settlement rate, and number of
organization medical clinics were the models that impacted how clients saw their health insurance. Through the
examination, it was shown that most of the respondents knew about health insurance items. Health insurance
deals might increment because of public mindfulness endeavors about the worth of health insurance and its
advantages. The wellspring of mindfulness had the most grounded relationship with orientation of any segment
factor. For ladies, TV is a critical wellspring of data, while for men, companions and colleagues are. Second,
the investigation likewise showed that individuals decide to buy a health insurance inclusion to take care of their
clinical expenses, no matter what their pay level. The review additionally showed that the pandemic had shown
everybody the benefit of buying the fitting insurance inclusion to manage future unforeseen occasions.

Keywords: Pandemic, Lockdown, Digital, Consumer perception, COVID -19, Health Insurance

1. INTRODUCTION

The COVID-19 scourge struck out of nowhere, influencing individuals from one side of the planet to the other.
Most Indians used to consider insurance an item for "venture" or “expense reserve funds,” but following the
pandemic; they have understood that the fundamental objective of buying insurance is "Security." Client
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perception depends on each immediate or roundabout connection they have had with the business as well as how
they feel about the brand [1]. Interests in insurance effectively safeguard against the gamble of unanticipated
future occasions. Bank stores, shares, common assets, insurance, gold, and steady resources like land are only a
couple of instances of venture items. However, the majority of investment in India is made through more
traditional channels, such as gold, real estate, and bank fixed deposits. Consequently, the insurance industry has
enormous potential. Insurance firms assume the risk and guard against losses brought on by unforeseen events in
the future. When compared to potential future losses brought on by unforeseen risks, the premium they charge
for this is minimal [2]. Therefore, insurance premiums might be seen as a guaranteed little loss to guard against a
future huge or catastrophic loss. From the pool of premiums that investors have paid, the insurance company
reimburses the losses. The COVID-19 epidemic caused widespread financial worry, which increased people's
interest in purchasing insurance. Obviously the pandemic has persuaded clients to explore their insurance
choices and select the best insurance intend to ensure sufficient assurance for the individual and their family in
case of any unexpected occasions from here on out. Area wise gross domestic product structure in India for the
years 2020-21, as per the service of measurements and PC execution of India Agribusiness contributes 20.19%,
Industry 25.92%, Administrations 53.89%, and the insurance and banking areas 7.3%. Insights likewise
uncovered that the assistance area is the economy's most noteworthy benefactor and has the most elevated GVA
(Gross worth Added). Insurance might be an agreement, addressed by a strategy, in which an insurance supplier
vows to give monetary security to an individual or a firm for harms covered by the policy [3].

The COVID-19 has a useful impact since an ever increasing number of individuals are starting to put resources
into health insurance. Measurements show that during the beyond about fourteen days, talk time has incredibly
expanded and that inquiries regarding health insurance have moved up by half. The COVID-19 pandemic is
probably going to build the entrance pace of health insurance, which will spike development in a market that is
relatively underinsured. Numerous insurance organizations make particular approaches to ensure inclusion isn't
affected. The pandemic has constrained firms in all ventures to change how they lead business, and the insurance
area is no exception [4]. The drawn out closure following COVID-19 has constrained insurance organizations to
depend fundamentally on their digital design for all that from promoting new strategies to taking care of cases.
The COVID-19 specific insurance plans contain a plenty of terms and limitations, and numerous clients don't
find it beneficial to purchase, which is the reason they are not selling as well as broad health insurance plans [5].
While an overall health insurance plan offers various elements and benefits to address this pandemic, COVID-
19-explicit plans can't ensure full inclusion. Individuals are especially worried about the gamble to their and their
relatives' actual health even while they actually seem to have command over their monetary circumstance. As a
result, more people than ever are aware of the value of health and life insurance [6].

In this paper it explains on the following sections. They are, Section 2 Sector summary, Section 3 Studyof the
Health Insurance, Section 4 Observation of the study, and last but not least Section 5 Overall Conclusion of the
study.

2. Sector Summary

There are 57 insurance organizations in India's insurance market, 24 of which are participated in the extra
security area, and 33 are non-life safety net providers. Life coverage Organization (LIC) is the main organization
in the public area that gives extra security. Moreover, there are six public areas back up plans among the non-life
guarantors. Likewise, General Insurance Enterprise of India is the main public re-insurer [7]. Specialists, sellers,
assessors, and outsider heads dealing with health insurance claims are all important for the Indian insurance area.
Industry Size: The public authority's drive to protect the uninsured has step by step expanded insurance entrance
and the quantity of insurance plans accessible in the country. Gross direct expenses of non-life safety net
providers in India expanded by 14.47 percent year over year to arrive at USD 20.33 bhillion, or INR 410.71
billion (USD 5.87 billion) for FY2020 (to December 2019). From 2.71% in 2001 to 3.69% in 2017, India's
access to full insurance (percentage of expenditure on gross domestic product) increased. Spending on new add-
on security businesses increased 10.73% year-over-year to $30.7 billion in fiscal 2019[8]. Gross direct charges
from non-life guarantors arrived at US$ 24.82 billion in FY20 (through February 2020), developing 14.03
percent year over year[9]. Premium collection increased by 17% for private insurers during the same period,
while it increased by 9% for state-owned non-life insurers. The private sector's share of the non-life insurance
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industry increased from 13.12% in 2003 to 55.70% in 2020 (to April 2019). After analysing the current
environment of the health insurance industry using Porter's Five Forces, we can discover that:

A. New Entrant Threats

Advancement, new methodologies, and strain on health insurance developments to bring down estimating
techniques, cut costs, and deal new offers to clients are achieved by new contestants in the health care plans
market [10]. To keep its strategic advantage, Health Insurance Developments should deal with these issues and
erect solid boundaries.

B. Suppliers' Purchasing Power

Most health insurance organizations purchase unrefined substances from a variety of sources. Providers with
market strength can bring down the net revenues that Health Insurance Advancements can accomplish. Solid
healthcare providers use their discussion position to request higher evaluating from organizations associated with
health care plans [11]. Higher vendor bargaining power almost always reduces overall productivity of healthcare
plans.

C. Buyers' Bargaining Power

A buyer can be a specific bundle. You need to spend as little as possible while buying the best items. Long haul
benefit of Health Insurance Developments was under strain as a result [12]. The customer base of Health
Insurance Developments, Inc. is progressively specific and compelling. The more clients might request expanded
limits and motivations, the more influence they have in discussions.

D. Threats to use Different Goods or Services

Industry productivity declines when different major or government agencies meet substantially identical
customer needs in different ways [13]. For example, the device's capacity drive can be replaced with
management such as Dropbox or Google Drive. Assuming that the alternative article or management basically
offers not quite the same incentives as the ongoing posting on the quest poses a significant risk.

E. Conflict Between the Present Competitors

Today's intense competition between organizations leads to cost savings and lower productivity across the
company. The Health Care Plans area is very aggressive, in which Health Insurance Advancements competes
[14]. The association's complete long haul benefit is impacted by this opposition.

The objective of this study is to distinguish the key factors that influence how clients see insurance plans and to
foster the most ideal business procedure [15].

The following are the goals:

* Investigate the elements influencing how consumers see health insurance.

» To investigate customer awareness of various health insurance plans.

» To examine the demographics of health insurance consumers in the Mumbai region.

3. Study of Health Insurance

Because expenditure is erratic, health insurance has emerged as one of the most crucial. One may forecast the
future health services they will need, but one cannot predict the amount of money that will need to be spent on
those services. By enhancing the terms of health insurance and creating health insurance packages that can cover
the majority of the risk, however this is not practical because all risks cannot be included into one policy.

3.1. Issues of Health Insurance

A type of insurance, health insurance has its share of issues. A bad choice, financial loss, and insurance abuse
are the main problems with the insurance industry. The insurance industry's issues or obstacles create barriers for
its growth. One of the biggest problems in the growth of the health insurer is a lack of accurate knowledge and
information about insurance plans and underwriters (Lu and Hsiao, 2003). According to Cutler and Zeckhauser
(1998), an adverse choice in the insurance industry is when a consumer purchases insurance at a rate that is
lower than their actual degree of risk. Insurance companies can take measures to protect against poor decisions,
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precisely identify risk factors, have a mechanism for substantiating data, and control the amount of coverage. A
consumer may obtain insurance at a lower cost than the depository financial institution would charge if it
responded to the specific risk involving the customer, sometimes as a result of the customer withholding
pertinent information or providing false information that undermines the effectiveness of the insurance
company's risk analysis system. 2020 will go down in history as a significant year since it was marked by a
number of difficulties and because the pandemic is still a threat. We have all progressed from being extremely
afraid of the unknown to knowing how to tolerate it. As we often say these days, this may be the new custom. At
the time of the corona, it will seem as though everything are gradually returning to normal, but the reality is very
different. Particularly in India, the number of instances is continuing steadily increasing. As the third-worst hit
country in the world with over 1.3 million confirmed cases, it is now more crucial than ever to take the essential
safeguards to ensure that we are in the peak of both health and wealth. In addition to spreading a contagious
illness, the corona virus has also caused other effects like financial instability and a global economic slowdown.
This means that in addition to protecting yourself against the virus and other illnesses, you also need to ensure
that you are financially secure. Because of this, getting insurance for COVID-19 is now almost as important as
making sure your hands are clean. The COVID-19 health insurance can make it easier for customers to budget
for their assistance costs and gives them the peace of mind that they won't experience any financial emergencies
at that time. The COVID-19 is currently covered by a number of insurance policies, and there are also other
insurance policies like Digit's Health that are specifically designed for customers and conceal all illnesses,
including the corona virus. Policies against corona viruses like Corona Rakshak or Corona Kavas don't appear to
be available right now. The benefits of Digit's Health Insurance include coverage for Corona virus; Zero-touch
insurance policies eliminate all paper-based processes from the insurance application process onward, protecting
consumers from viruses like these. It is online and only takes a few minutes to complete. Insured If it were
available, it would have zero value for adverse illness and unintentional hospitalizations. There is no age-based
co-payment with the insurance. According to the consumer, this implies they won't have to spend any further
money out of pocket. The past several months have seen changes in the insurance industry. First off, business
players have adopted insurance at a promising 30—40% rate, with bundled players experiencing a significant
increase relative to others. For providers with a solid digital distribution strategy and easy access, this rise can be
quite profitable. Second, there has been a significant shift in the industry toward digitalization. Not only has the
need for digital distribution channels grown in importance, but the nature of services has also prompted a need
for reliance on digital processes across the board, whether or not they pertain to underwriting processes,
processes for issuing policies, or processes for submitting claims. The client's image of the insurance industry
has since undergone a clear change. The pandemic has caused people to suddenly realize how important it is to
preserve their investments, especially when it comes to matters of health and safety. When it comes to return-
based instruments, insurance has unquestionably taken the lead, both from the perspective of assuring access to
quality care and as a financial investment. As a result, insurance may eventually change from being traditionally
a "push” product to a "pull" one. The health and well-being of a nation's entire population have a wide range of
effects. The degree of GDP per capita may thus play a significant role in the Human Development Index of the
United Nations Development Program, which is a well-known indicator of public prosperity. A monetary cycle
is typically used as a marker of a country's financial condition. According to Urak, Lonar, and Poposki, one of
the main factors is the extension, which has labor capacity; as a result, the supply of physical state capital is
solely comprised of human capital. The degree of training the labor force receives and the degree of human
wellbeing that results from this are two essential elements of human capital. There is a disproportionate number
of speculative elements and emphasis on the financial cycle's causes, with the healthcare sector being suggested
as the key determinant by service providers and insurers alike. Recent observational research was conducted to
assess the relationship between human capital and overall financial execution. It was found that the improvement
of people's well-being status requires a certain amount of work and a certain amount of capital, and that this is in
fact a superior yield in the field of health insurance. Due to the COVID 19 epidemic, this year of 2020 has been a
transformative one thus far. Both peoples' lives and their opinions of the health insurance industry and health
care viewpoints have changed. India is currently one of the most badly impacted nations by this virus. While
examining facts and data, studies have been conducted from both positive and negative perspectives. As
previously indicated, there has been a 30-40% increase in the health insurance market, which is extremely
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encouraging at the moment and is seen as a controlling component of the insurance finance market. The scope of
the Health Care Survey and Planning Committee was limited to the main and basic levels of the Wellbeing
Administrations Authority. People might now coordinate the administrations' preventive, basic, therapeutic, and
rehabilitative approaches, and this was to be done within the regulating authority's norms of inclusivity,
completion, and morality. The presentation also emphasized the insurer's extensive network of investments and
the need of giving consumers the utmost independence. This survey found that, family-oriented networks
assumed more responsibility for their well-being and health security, which was supported by a number of
individuals from the governing administration, offices, and neighborhood. In the survey, there were numerous
non-legislative organizations, such willful meetings of young people and women, gatherings of active insurers,
and many more. Private health security marketplaces are undoubtedly more unpredictable and, in some
situations, motivated by rewards rather than a genuine sense of security for the clientele. There are several
factors that influence the market. In the characteristics of health insurance financing and installment frameworks,
there are various parameters including cost of beginning instruction and preparation, measuring and completing
public desires and observations, appropriate administrative structure, and attaining social qualities are some of
the variables ultimately connecting with one another to turn out to be a fair-handed, effective, protected, and
accessible way of serving in society. Global studies reveal that the private health insurance sector's private
division will generally spend a lot of time on benefit enhancement and is not particularly concerned with the
general wellbeing goals of the average person, creating a condition of denial among the customer base. The
financial, hierarchical, legal, and installment frameworks viewpoints or facts are the first five that the health
wellbeing frameworks have that interact and have an impact on its fundamental nature of dealing with a
customer.

4. Observation of the Study

We observed that people were more aware of health insurance, which provided an opportunity for insurance
companies to better grasp their customers' perspectives on the subject. Their digital framework is critical to the
two clients and the business. Most of organizations have executed the COVID19 plan, which is remembered for
their current policies [22]. As per a study, most of people in India have health insurance; however the individuals
who live in rustic regions are by and large ignorant about these strategies. Certain individuals have close to zero
insight into insurance strategies; however the vast majority will purchase another health insurance strategy for
them and some of them for their families. Most of respondents to the survey purchase new family health
insurance. The quantity of requests with respect to health insurance inclusion has expanded by 30-40%, as per
guarantors, who additionally accept that there is more concern and figuring out about health. The scourge
likewise allows insurance firms an opportunity to create and meet the changing prerequisites of a public that is
better educated [23]. In Walk 2020 and July 2020, various insurance suppliers presented COVID19 insurance
products [24-28]. While COVID-19 has shown us a great deal of things, similar to social distance and
fundamental cleanliness standards, one incredibly fundamental illustration is that we ought to never again ignore
health insurance. Each family need it investigated in his study that the claims ratio is the main barrier keeping
consumers from buying health insurance policies. Additionally said in their study that the lack of acceptable
claim returns, poor accountability, and opaque operations discourage people from purchasing health insurance
[29,30]. Second, similarity of the premium with the administration’s, mindfulness, the quantity of organization
medical clinics, straightforwardness in assistance follow-up, tax cuts, precision and clearness of administration
strategies, and accessibility of adequate manuals and data exhaustively are other central point displayed in the
review. Thirdly, he added that a strong hospital network and policy coverage are equally important when
choosing a health insurance plan. The study also found that, of the other criteria influencing consumers'
impressions of buying insurance policies, the quantity of organization clinics had the fourth-most noteworthy
stacking.

» To appreciate the essentials of the health insurance industry

» To appreciate the perspective of the client in regards to health insurance

 Perceive the meaning of a credit only clinic close by and whether this influences client buying choices.
5. CONCLUSION
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The COVID-19 scourge brings open doors along with challenges for the health insurance area on various fronts.
While being exceptionally appropriate to society, insurance organizations might have the option to help it further
by taking part in item advancement exercises and it is wide to ensure their scope. The COVID-19 patients'
necessities are fundamentally important for IRDAI and insurance suppliers. We find out about near
investigations of health insurance suppliers and understand what they mean for consumer buying choices. The
investigation discovered that segment parts of the populace assume a critical and significant part in deciding the
acquisition of life coverage strategies. There are a few components that impact clients' speculation choices in
disaster protection. Studies that concentrate on developing markets present another opportunity for more
research. Additionally, a study of the tendencies indicated above may assist identify the optimal research
trajectories. Efficiency in life insurance is a growingly relevant subject for analysis, which can be important to
both practitioners and regulators. Therefore, those interested in the effectiveness of life insurance may find this
article helpful because it will make it possible to determine which areas of this field of study still require
investigation and which are otherwise worth developing.
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