
www.ijcrt.org                                                 © 2024 IJCRT | Volume 12, Issue 12 December 2024 | ISSN: 2320-2882 

IJCRT2412985 International Journal of Creative Research Thoughts (IJCRT) www.ijcrt.org i916 
 

Leveraging Technology To Improve Customer 

Experience 

In insurance industry  

1Dr. Vishwanath Y, 2K Mahammed Kaif Beg, 3Akshay Rathod, 4Abhishek, 5Niranjan prasad  
1Assistent professor, 2Student, 3Student, 4Student, 5Student 

1Department of Computer Science and Engineering,  
1Presidency University, Bengaluru, India 

 

Abstract:  This project is designed to make the management of insurance easier and accessible to everyone. 

It is a simple platform where users can quickly access their policy details using QR codes, avoiding long 

searches. For added convenience, it includes a text-to-speech feature, allowing users to listen to their policy 

information, which is especially helpful for those with visual impairments or anyone who prefers audio 

support. The platform is designed to be secure and user-friendly, with anyone able to navigate the site easily. 

Users can get real-time updates with reminders for policy renewals, confirmations of payments, as well as 

important notifications such that they never miss what is critical. Payment features area so hassle- free: an 

easy monthly subscription feature allows payment to be made easily every month. Filing claims can be done 

easily with a simple form that lets users submit new claims and the required documents effortlessly. The 

platform has set a goal to solve everyday issues with insurance customers, like knowing the intricacies of 

the policy, keeping up with deadlines, and proper claim handling. It uses technology to increase transparency 

and user orientation to build trust between the customers and the insurance company, empowering users by 

providing control over their policies in an easy, fast, and reliable way. The simplicity in traditionally 

complex processes through this project sets a new benchmark for insurance management. Finally, it bridges 

the gap between technology and customer needs, ensuring the creation of a future-ready solution for the 

insurance industry. This platform shows how technology not only transforms processes but also changes 

relationships, bringing higher degrees of trust and satisfaction for customers. 

I. INTRODUCTION 

Insurance is an essential part of life. It provides financial security and peace of mind to the individuals. 

However, people are facing difficulties in managing their insurance policies due to complex terms, long 

documents, and confusing procedures.[1] They are unable to get timely updates about their policies, remember 

renewal dates, or make claims quickly and easily. This can create frustration and a gap between trust among 

insurance companies and their customers. This project hopes to answer these problems using technology: 

making insurance easy, straightforward, and simple for anyone. The portal allows its users to instant access on 

their policy through QR code scanning, very fast, and easy. It even has a feature that tells the policy by reading 

for those who cannot read or do not like to read it. It's an easy interface that's very safe for anybody to use, and 

gives real-time updates and reminders, including things like notifications about renewals of a policy or a 

deadline payment, so that no customer will ever miss an important one. Making monthly payments is done 

easily by having a simple subscription system in place. Filing claims is a breeze using a simple, 

straightforward online form. This project is built with a focus on transparency and[2][3] customer 

convenience. By addressing common issues, it helps customers better understand and manage their policies 

while building trust with their insurance provider. The goal is to create a seamless and stress-free experience 
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that empowers users to take control of their insurance .Solutions like this are very important for meeting 

customer needs in today's digital world. By combining technology with a customer-first approach, this project 

will pave the way for a more modern, accessible, and reliable insurance experience for everyone. As 

technology continues to evolve, platforms like this are becoming essential for meeting the needs of today’s 

customers. By improving customer experience and streamlining insurance processes, this project sets the stage 

for a future where insurance is more straightforward, transparent, and reliable for everyone. It is a step toward 

a new era in insurance, where technology works alongside customers to create a better, more trusting 

relationship.[4] 

II. LITERATURE SURVEY 

Traditional insurance management systems often rely heavily on manual processes, leading to in efficiencies 

such as delayed claim processing and inaccurate policy tracking. Digital platforms, while addressing some of 

these issues, are often fragmented and fail to provide an integrated solution. For instance, existing solutions 

may offer payment gateways but lack robust claim management functionalities. In contrast, [1] our system 

integrates all core features—policy tracking, claim submission, payment simulation, and notifications—into a 

unified platform. This ensures a seamless user experience and addresses key pain points faced by policyholders 

and insurers. There is a paradigm shift in the insurance industry today with technology emerging as a major 

game-changer as companies strive to make processes less complicated and more user-friendly, and customer-

friendly. Studies highlight the relevance of digital transformation in bringing insurance services within the 

reach of customers and making it more transparent and user-friendly. For instance, mobile applications,[4] 

websites, and automated systems have been used to enhance the customer experience by enabling users to 

access information about their policies, make payments, and file claims in a simple manner. There is much 

discussion in the literature about transparency and trust in creating relationships with customers. As found by 

many research studies, customers appreciate insurance companies that offer clear, concise, and easily 

understandable communication. The main contention made by Schwabe et al. is that customers prefer doing 

business with companies that provide detailed and clear policy explanations as [5] well as terms. Any digital 

platform that breaks the complexities of policy details into smaller, easier-to-get information does its part in 

building the desired trust.  

This project answers to the need head-on since it uses QR codes as well as text-to-speech functionalities to 

explain policy details. Moreover, studies have shown that real-time notifications and updates play an important 

role in enhancing customer engagement and satisfaction. Zhang et al. found that customers appreciate receiving 

reminders for important actions, such as policy renewals or premium payments, as these help them stay on top 

of deadlines and avoid penalties. Notifications also keep customers updated on the status of claims or any 

changes in their policies, thus ensuring transparency and reducing uncertainty. This project incorporates real-

time notifications to ensure that the users are always updated about critical actions they should undertake. The 

other key feature that has been given significant attention in the literature is the use of assistive [5] technologies 

to enhance accessibility to all customers, including people with disabilities. Buhari’s & Law argue that assistive 

technologies, such as text-to-speech, play a crucial role in equal access to information. The text-to-speech 

technology used in this project is meant to help visually impaired users or those who prefer to receive 

information through their ears. The platform makes insurance more accessible and user-friendly for a wider 

range of people by allowing users to listen to their policy details. The claims process is another area where 

technology can play a transformative role.[6] Traditional claims submission processes are often time-

consuming, complicated, and frustrating for customers. Research by Keller et al. suggests that automation and 

simplification can significantly reduce the effort required to file a claim and speed up the process.[7] This 

project addresses these issues by implementing an easy-to-use claim submission form, making the claims 

process faster and more efficient for users.[8] 

Importantly, on access to policy details in this project, QR codes allow easy access. While much attention has 

been paid lately regarding this, it has found effectiveness in giving customers convenient accessibility to 

product or service information. Hernandez et al. asserts that QR codes highly develop a customer's interaction 

while at the same time linking up for direct access to all [9] associated and relevant content such as policies or 

additional resources needed at certain levels. This feature eliminates the burden of time- consuming searches 

over It facilitates over lengthy documents, therefore overcoming barriers and raising the level of convenience. 

The role of mobile applications and web services is well discussed in customer service improvement as well. 

According to Chauhan et al., this feature [10] of mobile apps has made it easy for the user to manage insurance 

policies over a go. This project follows this principle in that it ensures a mobile- friendly platform that makes 

it easy for customers to look at their policies, pay for their policies, or file claims in one place. The solution 

integrates these into one platform and thus avails to the customers the seamless user experience in-line with 
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their digital habits. Lastly, security of data is one of the most significant issues with any digital platform, and 

even more with the insurance sector where a lot of personal and financial information must be secured. Bunce 

& Grewal discuss how one needs to ensure adequate security measures are in place within the digital services 

in terms of safeguarding customer data. The platform ensures secure encrypted transactions and policy 

management and thereby enhances customer confidence and trust. [11] In general, a literature review would 

support this notion that the integration of technology for the insurance industry would provide highly improved 

customer experiences. Thus, by making policy details much more accessible through QR code and text-to-

speech, providing real-time update, simplifying the claim-making processes and improving accessibility, this 

is more in line with the recommended practices found in the research in addressing most of the challenges 

usually faced by the insurance clients. 

 

III. METHODOLOGY 

1 Technologies Used 
The system uses a strong technology stack to ensure functionality and scalability: 

 Node.js & Express.js: For the development of the backend API to manage user requests and 

data operations. 

 MySQL: A relational database used to store and retrieve information on users, policies, 

claims, and transactions. 

 Frontend Technologies: HTML, CSS, and JavaScript for creating an interactive and user-

friendly interface [9] 

2 System Design 

The system design is modular to ensure maintainability and scalability. It has three layers: 

1. Frontend Layer: This layer provides an intuitive interface policy details, claim submissions, and 

payment simulation. 

2. Backend Layer: Processes user requests, performs business logic, and interacts with the database. 
3. Database Layer: Maintains structured data for efficient storage and retrieval of policyholder 

information, claim records, and transaction histories. 

3 Features Implemented 
The above features implemented are to improvise on user experience and smooth functioning of 

operations. Key features include: 

1. User Authentication: Secure Login and Signup functionalities ensure the protection of user 

information. 

2. Policy Tracking: Retrieving policy [9] information through policy Ids and scanning of policy QR 

Code. 

3. Claim Management: Allows users to submit a new claim while uploading any required documents, 

which gets reviewed. 

4. Payment Simulation: Lets users test premium payments while using easy payment options via card or 
UPI. 

5. Notifications: Sends timely alerts for policy renewal dates and payment deadlines.[8] 

 

      4 Security Measures 

Data security is an important aspect of the system. User credentials and payment details are encrypted 

using industry-standard protocols like AES-256. The API communication is ensured to be secure using 

HTTPS, and data access to the backend is restricted using role-based authentication. These ensure the 

protection of user data as well as adherence to industry standards, thereby increasing the trust of users in 

the platform. 

 
5 Technical Implementation 

The QR code generation according to the policy IDs. Codes so generated may be scanned by users in 

their mobile devices to have a view of the policies at their own mobile handsets. The text-to-speech 

functionality is developed with the help of Web Speech API; the feature reads out policy details for users. 

This is most beneficial to users with impaired vision to keep in view and accessible the usability feature of 

the system.[13] 
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IV. SYSTEM FEATURES 

1 Policy Management 
The system provides features that allow users to retrieve comprehensive details about their policies. With 

a policy ID or by scanning the QR code, the user receives key information, including policyholder information, 

the coverage amount, and expiration dates. This lessens dependence on physical documentation and provides 

access to actual time information related to a policy.[5] 

2 Claim Management 
One of the key features of the system is claim submission, designed to eliminate delay and increase 

transparency. The users can easily submit new claims by filling out the dynamic claim form and uploading the 

required supporting documents. [8] 

 The system ensures that claim records are updated promptly and allows users to track the status of their 

submissions directly from the dashboard. 

3 Payment Simulation 
The payment simulation feature gives users a realistic understanding of premium payment workflows. 

Users can simulate payments through cards or UPI, thus familiarizing themselves with the payment process. 

Although currently only for simulations, this feature does provide a foundation for integrating with real-world 

payment gateways in the future.[6][5] 

 
4 Notifications 

Notifications are essential for keeping users abreast of critical updates. The system sends alerts on the 

upcoming renewal of policies, payment due dates, and confirmations of successful payments. These timely 

reminders keep users on top of their policy management tasks.[7] 

 

V. PROPOSED WORK 

The project proposed here is to evolve a digital platform that really contributes to the betterment of 

customer experience in the industry, namely the insurance industry, thus giving users an easier way, faster 

way, and a more transparent way about how to access and take care of their insurance. This would feature QR 

codes for all clients. Customers would use their personal QR code to instantly get access directly on the screen 

to what they want. All those dull searching in the paper-based documents or accessing the sites would be put 

by just scanning the QR code; they would get taken straight to policy details, which would mean easy, [13] 

fast, and convenient for a customer in checking what his coverage actually entails. To make the platform more 

accessible, a text- to-speech function will be integrated. This feature allows users to listen to their policy details 

being read aloud, which is especially helpful for individuals with visual impairments or those who prefer 

auditory information. This ensures that insurance information is accessible to a broader range of customers, 

making it inclusive and user-friendly. Besides, the portal shall have real-time alerts where users are updated 

on various issues concerning their insurance. It may include renewal reminders for a policy, payment due 

dates, or updates about their current coverage. In this manner, the customers shall keep track of their insurance 

related activities without having to personally check their account or documents frequently. [15]  This will 

prevent missing payments, late renewals, or even claims not filed. That helps make the overall management 

of policies more efficient. The claims process will also be simplified with a simple, user-friendly form for 

submitting claims. There will no longer be a cumbersome, paper- based process; the user will directly submit 

his or her claim through a few clicks in the system. This process have minimal paperwork, fewer errors, and 

speed up the processing of claims, hence faster resolution for the customers. The platform will be secure 

enough so that sensitive customer data, including personal and financial information, will be kept protected at 

all times. This is how trust and confidence in the system will be built since security is a very critical factor 

when dealing with insurance-related data. This innovative proposal is designed to offer a solution that solves 

the usual common pain points within the process of insurance, including accessibility, transparency,[7] and 

user-friendliness. By implementing QR codes, text-to-speech, real-time notifications, and an easy claims 

process, the platform will help make the management of policies easier and more convenient for all. customers, 

creating a more transparent and efficient insurance experience.[13] 

 

http://www.ijcrt.org/


www.ijcrt.org                                                 © 2024 IJCRT | Volume 12, Issue 12 December 2024 | ISSN: 2320-2882 

IJCRT2412985 International Journal of Creative Research Thoughts (IJCRT) www.ijcrt.org i920 
 

VI. System Design and Implementation Approach 

Methodology for this project-the step-by-step process we undertake to come up with an easily usable 

insurance management platform where it becomes easier for a customer to access their information on policy, 

claims handling, and timely updates in a simple and secure manner. Below is a break of each stage of 

development.[14] 

 

1. Understanding User Needs: Information collection will first be done in understanding the requirements that 

customers for insurance products need. Surveys, interviews, and research will help find what people generally 

encounter with regards to issues when dealing with an insurance policy. This will help decide what exactly 

can be part of the platform by selecting most useful features, like which policy details are to be made 

accessible, how best the process of claims should be made, and when important events such as date of 

payment due to user.[8] 

 

2. Designing the Platform: Once we get clear understanding of the user requirements, we would start 

designing the platform. The focus would be to make the platform very simple, intuitive, and easy to navigate. 

Features will include such things as quick scanning of QR codes for easy access to policy information, text-

to-speech to provide accessibility, real-time notifications when policies are updated, and 

a simple form for claims submissions. Get the platform as user-friendly as it gets so customers have no efforts 

to manage their insurance.[6] 

 

3. Text-to-Speech Feature: To make the platform accessible for everyone, especially for the visually 

impaired, the text-to-speech feature will be included in the platform. This means that policy details will 

be read out aloud so that a user can listen to the information instead of reading it. This will allow more 

users to access the content, as text-to-speech technology will make the platform inclusive for users who 

may face difficulties reading text on screens. The text-to-speech feature, integrated through the Web 

Speech API, reads out policy information to users. This functionality is quite helpful for visually impaired 

users, thereby making it inclusive and accessible.[9] 

 

4. QR Code integration. One of the bigger draws to the platform would be the use of QR codes. Each user 

shall have a unique QR code leading them directly to 

his policy details. Customers can easily get access to their policy information by scanning the QR code. It 

saves time and does not involve going through long documents or websites. The 'qrcode' library in Node.js 

is used to implement the functionality of the QR code. This enables the system to dynamically generate 

codes based on policy IDs. Users can scan these codes to directly access their policy details on their mobile 

devices.[6][7] 

 

5. Real-Time Notifications: The platform will include real-time notifications to keep users informed about 

important events related to their insurance. These notifications will remind customers about things like 

upcoming policy renewals, premium payment deadlines, or updates on claims. By receiving these 

notifications, users can stay on top of important tasks and avoid missing deadlines or forgetting to take 

necessary actions.[9] 

 

6. Streamlined Claims Process: Sometimes, the claim submission process may be very complicated and 

time consuming. The platform will contain an online form that users will easily fill in and make their 

claim submission. Eliminated are the paper forms submission or more complicated procedures for quicker 

submissions on the platform and the whole process becomes significantly faster and easier.[11] 
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7. Security: Data security is a critical aspect of the system. Sensitive information such as user credentials 

and payment details is encrypted using industry- standard protocols like AES-256. Furthermore, API 

communication is made secure with HTTPS, and role- based authentication is enforced to control access 

to the data of the backend. All this is not only securing user data but also aligns with industry standards, 

hence bringing trust to the users over the platform.[13] 

 

8. Testing and User Testing: After the platform has been made, it will be tested by the developers to ensure 

every feature works according to specification. Real users will test this platform to see how smooth it is to 

use and find out whether issues need attention. The feedback from such users will play a pivotal role in 

adjusting any kind of imperfection before letting the platform into the wild.[16] 

 

9. Deployment and Launch: Once the platform has passed all the tests, it will be launched for use by 

customers. The web as well as mobile platforms will be available for the access of policies and insurance 

management from anywhere. 

After deployment, constant monitoring will be done to track the performance of the system and to correct 

technical faults that may crop up during the operation. 

 

10. Continuous Improvement: Following the launch of the platform, we will continue to gather feedback 

from users to determine the improvement areas. Updates and improvements to the platform based on the 

feedback will be done from time to time to make the platform always user-friendly, efficient, and updated 

in terms of customers' needs.[15] 

 

With these steps, the proposed insurance management platform will be easy to work with, more accessible 

and secure, hence enhancing customer experience. It will make sure that the methodology applied 

facilitates meeting the needs of users and solving common problems concerning insurance customers. 

VII. BENEFITS 

This Several benefits are offered by the platform to both insurance customers and companies, thus enhancing 

the overall experience in insurance.[7] 

1. Easy access to policy information: Using QR codes, customers can easily find out their policy details. No 

need to search through long documents or log into websites for the purpose; it saves time and effort. 

2. Increased Accessibility: The text-to-speech feature enables users to hear their policy details, and thus the 

platform is much more accessible to visually impaired users or those who are better auditory learners. 

3. Real-Time Reminders: It sends real-time reminders of such important events like renewals, payment due 

dates, or claim updates. This helps customers remain on top of their insurance tasks and not miss any 

important dates. 

4. Simplified Claiming Process: Filing of claims becomes easier due to an easy-to-use online form that 

reduces paper works and is faster, thereby less complicated. 

5. Secure Platform: Personal and financial information is encrypted using strong methods, and logins are done 

securely so that users do not have to worry. 

6. Ease of Use Being accessible both through the web and mobile, the user can manage his or her insurance 

policy from anywhere, anytime, making it more flexible and convenient. 
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VIII. Challenges and Limitations 

 Challenges 

 Initial complexities in integrating multiple technologies. 

 Ensuring data security and compliance with industry standards posed significant challenges. 

  Limitations 

 The current implementation does not support real- time payment processing with actual financial 

institutions. 

 Advanced analytics for policy recommendations and user insights remain outside the scope of this 

project. 

 

IX. CONCLUSION 

With In short, this website intends to revolutionize the way management of insurance policies among the 

Customers of insurance takes place by making access easier and by being more transparent and more efficient. 

This traditional mode of managing insurance can be very daunting and complex in that it has lots of paperwork 

and unclear terms on the policies and also that one may not find such information easily. 

One of the great features of this [7] platform is integrating QR codes. Each user will have his or her unique QR 

code directly linked to his or her policy details. That would mean instead of searching through enormous 

documents or complex websites, a customer can scan the QR code and be instantly aware of his or her policy 

information. Feature related to saving time: Ensured that the information is availed to the users at whichever 

time needed. 

For even wider accessibility, the site shall contain a feature of policy reading in order to make it highly available 

amongst All Then all shall be able to simply read and understand what their insurance policy details are all 

about with less concern of their potentialities. The company encourages more participation since it caters the 

same insurance information into different kinds so that users in all kinds of backgrounds can participate. 

The platform will also send real-time notifications so that users are informed of important events regarding 

their insurance. This may include reminders about policy renewals, due dates for payments, and updates on 

claims. Thus, users will not have to be concerned about missing deadlines or forgetting [7] important tasks. 

This feature ensures that users are on top of their insurance management, thereby reducing the chances of 

missed payments or lapses in coverage. 

Another significant feature of the platform is an easy process of filing claims. Usually, filing a claim with any 

insurance company takes [9] a lot of time and confusing procedures. Through this platform, users will easily 

be able to submit claims online using simple forms that are friendly to the users. This implies that there is no 

paperwork needed, and claims are filed faster, thereby making the process easier for customers to get the 

assistance 

They require on-time solutions. The claims experience will be improved upon with reduced complexity and 

paperwork with this platform. Users will gain in resolving their issues much faster because of the platform. 

Security as well as confidentiality of personal and sensitive financial information will be very top priorities of 

the website. Strong encryption methods for securing data as well as login protocols will be used while surfing 

on the website. [9]It is going to have constant security checks and vulnerability tests to ensure that the platform 

will always be safe and secure. In using the platform, there won't be any personal or financial information 

compromised because of proper privacy and security. 

It's going to be web and also mobile-accessible so anyone can use it from any place at any time. Regardless of 

working, being at home or being somewhere on the road, an entire Internet access can help him get under 

control his insurance policies. He gets enough opportunities to[9] run his policies and take any appropriate 

action such as payment of some bills or raising of certain claims with the aid of the internet and a computer 

anywhere in his place and time. 

Advanced features that future versions of the system will look to add are AI-driven policy recommendations, 

whereby the platform would be analyzing the user's behavior and historical data for insurance plans. Moreover, 

incorporation of block chain technology will be seen in secure transaction records and claim verification for 
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better trust and transparency. [14] Developing a mobile application will further provide for accessibility, and 

users would be able to manage policies while on the move. 

Ultimately, this platform would make the experience of the insurance more transparent and efficient in terms 

of how it is done. This can be achieved by streamlining the process of managing one's insurance, making it 

easy to access information [12] related to their policies, and giving clients timely reminders or notifications. It 

will also enhance trust between customers and insurance providers because it is transparent and ensures that 

the customer is always aware of his coverage and policy details. This platform is an important step toward 

modernizing the insurance industry and making insurance management easier, more accessible, and more 

efficient for everyone. 
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