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Abstract

This thesis focuses on the examination and evaluation of digital transformation processes in the
private insurance sector in Georgia, based on examples of best international practices. The primary
objective of the research is to assess the level of digital innovation adoption, identify existing
barriers, and explore customer expectations, which serve as a foundation for developing strategic
recommendations for the sector’s advancement. The study applies a mixed-methods approach:
within the framework of desk research, successful practices from Poland, Germany, Sweden, and
Singapore are analyzed, alongside an overview of the current state of Georgia’s private insurance
market. In addition, empirical data were collected through quantitative research to examine

Georgian citizens’ satisfaction and attitudes toward digital insurance services.

The findings indicate that, despite certain innovative initiatives, digital transformation in Georgia
still encounters institutional, technological, and infrastructural challenges. The lack of integrated
systems, shortage of qualified digital resources, and insufficient customer engagement emerge as
particularly pressing issues. At the same time, the study reveals significant potential for market
development, the realization of which requires coordinated policy measures, inclusive strategies,
and customer-oriented innovative solutions. This research contributes to a deeper understanding
of the digital transformation processes within the sector and offers targeted recommendations to

strengthen the digital ecosystem.

Keywords: digital transformation, private insurance sector, customer satisfaction, international

experience, digital services, Georgia



