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Abstract

This study investigates the multifaceted factors impeding the full adoption of CBZ
Touch, a mobile-based service platform developed by CBZ Life Insurance in
Zimbabwe. Despite the insurance sector’s substantial financial commitment to
developing digital infrastructure, the uptake of CBZ Touch among life insurance
customers has remained disappointingly low. This gap presents a significant challenge
to the digital transformation goals of the company and the broader sector. The central
objective of this research was to meticulously identify and quantify the core
determinants responsible for this low adoption rate. A descriptive case study design
was implemented, utilizing a quantitative methodology to gather and analyse empirical
data. The study focused on a range of independent variables hypothesized to influence
customer adoption behaviour. These included perceived ease of use, perceived
usefulness, trust (specifically in security and reliability), awareness of the platform's
features, and cost perception related to usage. Data was systematically collected using
a structured questionnaire distributed to a sample of 300 CBZ Life Insurance
customers residing in Harare. The selection process employed systematic random
sampling to ensure representative coverage. A total of 190 valid responses were
obtained, resulting in a commendable 63.3% response rate, which provides a robust
foundation for the study’s inferences. Data analysis was conducted using the Statistical
Package for the Social Sciences (SPSS), employing sophisticated techniques,
including descriptive statistics, correlation analysis, and multiple regression, to
establish relationships between the variables. The analysis yielded several critical
insights into the dynamics of digital adoption in this context. Key demographic and
socio-economic variables, such as digital literacy, the level of formal education, and
smartphone access, were found to be significant predictors of adoption. Furthermore,
platform characteristics played a crucial role: perceived ease of use and the intuitive
platform design were positively and strongly associated with increased user
engagement the findings also highlighted major barriers. Most notably, trust in data
security and the system's reliability emerged as primary impediments to sustained
adoption. Customers expressed significant apprehension regarding the safety of their
personal and financial information and the consistency of the mobile platform's
performance.

Key words: Digital Adoption, Insurance Sector, CBZ Touch, Digital Literacy,
Perceived Ease of Use.
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Acronym

CBZ

ICT

API

CRM

Al

List of acronyms and abbreviations

Full Meaning

Commercial Bank of Zimbabwe

Information and Communication Technology

Application Programming Interface

Customer Relationship Management

Artificial Intelligence
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Definition of terms
Digital Adoption

The process by which individuals and organizations embrace and integrate digital
technologies into their operations, services, and customer interactions. In this study,
it refers to how insurance customers and providers utilize CBZ Touch for insurance-

related services.

Insurance
A financial arrangement that provides protection against financial loss or risk. It in-
volves a contract between an insurer and a policyholder, where the insurer guarantees

compensation for specified losses in exchange for premiums.

CBZ Touch

A digital banking and financial services platform developed by CBZ Holdings, offer-
ing mobile and online access to various services including insurance, banking, and
payments. It serves as the case study for examining digital adoption in the insurance

sector.

Customer Experience
The overall perception and satisfaction of customers when interacting with digital in-
surance services, including ease of use, accessibility, responsiveness, and trust in the

platform.
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CHAPTER 1 INTRODUCTION
1.1 Introduction

The study sought to examine factors affecting the adoption of digital platforms in Zim-
babwe’s insurance sector with particular focus on CBZ Life Insurance. To this end,
this first part of the study provided a brief contextual background of the study, at
global, regional, as well as within the Zimbabwe setting. In addition, the study pre-
sented the problem statement, objectives, questions, hypotheses, scope, as well as sig-

nificance of the study, among other pertinent issues.

1.2 Background to the study

Dubbed the digital age, the twenty first century has certainly altered how businesses
operate and customers live, worldwide (Akkor &amp; Ozyuksel, 2020). In fact, in the
recent past, consumers’ transaction, decisions, shopping and communication habits
have considerably changed (Potdar, Thomas, &amp; DiMeglio, 2020). This
development has been greatly necessitated by the exponential growth of internet and
the proliferation of the digital media which brought about convenience, reach and
increased cost reduction merits to insurers, policy holders and new customers alike
(Algharabat, Rana, Alalwan, Baabdullah, &amp; Gupta, 2020). Resultantly, many
insurance and financial firms have over the years embraced several digital platforms
and applications, for instance, LIME, by Hanhwa Life Insurer, in South

Korea, Vietnam’s Manulife Vietnam and AIA Vietnam Life, United Kingdom’s
insurer, Prudential as well as the Italian-backed insurer, Generali Vietnam (Musaigwa,
2021). Fundamentally, digital platforms, also referred to as Insurtech entail the

(application) use of technological innovations to enhance efficiency, service as well as



bolster customer experience, by eliminating the manual processes involved in the
insurance industry (Chinakidzwa &amp; Phiri, 2020).

Similarly, on the African continent, the accelerated pace of technological
developments have also had a notable impact towards promoting digital platform in
the insurance sector (Gebre, 2021). For instance, a prominent insurance firm Kaf
Insurance in Egypt embraced DXC Technology, in 2023. In equal measure, various
insurers in countries like South Africa (CompareGuru), Zambia, Ethiopia and Kenya
have also invested heavily in Insurtech to promote efficiency, boost unserved markets
and competitiveness (Nyirenda &amp; Nyirenda, 2023) (Hlahatsi, 2020). As
(Choongo, Chileshe, Lesa, Mwiya, &amp; Taylor, 2023) stress, to open growth
opportunities in the insurance sector, many Insurtech players are expanding in

Africa market. For instance, Africa’s largest insurer, Discovery Limited and Sanlam-
Allianz joint venture, have been making notable inroads in Africa and around the globe
by leveraging digital technology in the sector (Siloya, 2022) (Sibindi, 2022). However,
apart from perceived related risks, lack of awareness and trust, costs as well as
complexity have been labelled as the main inhibitors in Africa (Lishomwa &amp;
Phiri, 2020) (Teka, 2020).

Just like its African counterparts, Zimbabwe has in the recent past decade been
considerably investing in technological infrastructure which witnessed improved
broadband fibre-network internet coverage and mobile penetration, countrywide
(Moyo &amp; Tengeh, 2021), which hovered around 90% in 2022 (Mutingwende,
2022).Undeniably, developments of this magnitude have continued to promote the use
of digital platforms in the country’s financial sector (POTRAZ Fourth Quarter

Performance Report, 2021) and to CBZ Life Insurance it has not been an exception. A



Strategic Business Unit of CBZ Holdings, CBZ Life Insurance, operates in a highly
competitive insurance/financial terrain in Zimbabwe. As (Athira, 2021) noted, in order
to create competitive edge, leveraging digital platforms has increasingly become
imperative for financial players. As such, since 2008, Commercial Bank of Zimbabwe
(CBZ) has been amongst the pioneers to embrace digital technologies, such as, internet
banking in Zimbabwe (Chaparadza, 2018) to promote convenience through ubiquity
and cost-effective online transactions (Mavaza, 2019). Since then, the bank has been
investing substantially towards innovative driven channels, such as, mobile phone
applications like CBZ Touch and chatbots, amongst other raft of digital platforms
(Chinakidzwa &amp; Phiri, 2020). Despite that, however, the adoption of CBZ Touch,
as a digital platform, by life insurance customers has remained generally sluggish
(Chitimira &amp; Mavhuru, 2024). Actually, as noted by (Nyagadza, Muzira, &amp;
Chuchu, 2023) that although CBZ Touch, has been and continues to register
tremendous results in the banking segment, from life insurance customers, the platform
has not been forthcoming. Life insurance customers continue to visit the CBZ life
insurance branches for registration (enrolment), payments and related enquiries which
can be done using the platform. In fact, according to CBZ’s Life Insurance daily
customer report, at least 1 200 new customers are received. Further, its contact centre
is also always busy with life insurance queries despite the existence of the CBZ Touch
digital platform (CBZ Insurance, 2024). Cognisant of the benefits derived from using
digital platforms like CBZ Touch by life insurance customers, vis-a-vis time, effort
and financial costs, this phenomenon has continued to boggle the researcher and to

undertake an investigation into this matter.



Although many studies have been carried out to establish factors affecting adoption of
digital technologies, in advanced economies  (Nwarize, 2023)

(Kouladoum, et al 2022) (Owusu-Agyei, et al 2020), within Zimbabwe, such research
remains scant, particularly in the insurance sector. The few allied research by Madziro
et al (2021) as well as by Mavaza (2019), targeted the banking sector, explored
organisational-related factors and adopted an exploratory research approach. It is
therefore against this backdrop that to understand customers’ perspective related
factors, a study of this magnitude will be imperative, focusing particularly on
perceived ease of use, usefulness, trust, costs, and awareness towards affecting digital

platforms adoption in CBZ Life Insurance in Zimbabwe.

1.3 Statement of the problem

Despite significant investment in digital platforms like CBZ Touch, customer adoption
remained low. Life insurance customers still visited physical branches for services that
could have been completed online. Understanding the key barriers such as trust, aware-
ness, and cost was critical for increasing digital adoption and improving customer ex-
perience. Although many studies had been carried out to establish factors affecting
adoption of digital technologies in advanced economies (Nwarize, 2023) (Kouladoum,
Wirajing, & Nchofoung, 2022) (Owusu-Agyei, Okafor, Chijoke-Mgbame, Ohalehi, &
Hasan, 2020), within Zimbabwe, such similar research remained scant, particularly in
the insurance sector. The few allied research by Madziro and Ncube (2021) as well as
by Mavaza (2019) targeted the banking sector, explored organisational-related factors,
and adopted an exploratory research approach. It was therefore against this backdrop
that to understand customers’ perspective related factors, a study of this magnitude

was considered imperative, focusing particularly on perceived ease of use, usefulness,



trust, costs, and awareness towards affecting digital platforms adoption in CBZ Life

Insurance in Zimbabwe.

1.4 Research objectives

The study will be guided by the following objectives were:

=

To critically analyse the direct and indirect influence of Perceived Ease of Use
of the CBZ Touch digital platform on the behavioural intention to adopt it
among CBZ Life Insurance policyholders.

To investigate the moderating role of policy complexity on the relationship be-
tween the Perceived Usefulness of the CBZ Touch platform (in terms of policy
management and claims) and its ultimate adoption by CBZ Life Insurance cus-
tomers.

To evaluate the mediating effect of Information Quality (e.g., accuracy, com-
pleteness, and timeliness of information) on the relationship between customer
Awareness of CBZ Touch features and the actual usage of the digital platform
in CBZ Life Insurance.

To develop and test a conceptual model that examines the interplay between
customer Trust in the CBZ Touch platform, perceived security/privacy Risk,
and the subsequent long-term adoption and continued use of the digital plat-
form for sensitive transactions (e.g., premium payments, policy updates) in

CBZ Life Insurance.



1.5 Research questions
In sync with the above objectives, the following research questions will guide the

study:

1. How does perceived ease of use influence customer adoption of CBZ Touch?

2. What is the relationship between the perceived usefulness of CBZ Touch and
the intention to adopt and use the digital platform among CBZ Life Insurance
customers?

3. Does awareness of CBZ Touch influence digital platform’s adoption in CBZ
Life Insurance?

4. What is the effect of trust of CBZ Touch on digital platform’s adoption in CBZ

Life Insurance?

1.6 Assumptions/Hypotheses

The following hypotheses will guide the study:

1. H 1: Perceived ease of use is positively associated with digital platforms adop-
tion in CBZ Life Insurance in Zimbabwe.

2. H 2: Perceived usefulness is positively associated with digital platforms adop-
tion in CBZ Life Insurance in Zimbabwe.

3. H 3: Awareness is positively associated with digital platforms adoption in CBZ
Life Insurance in Zimbabwe.

4. H 4: Trust is positively associated with digital platforms adoption in CBZ Life
Insurance in Zimbabwe.

5. H 5: Cost is positively associated with digital platforms adoption in CBZ Life

Insurance in Zimbabwe.



1.7 Significance of the study

In pursuit of appreciating factors that affected the adoption of digital platforms like
CBZ Touch in Zimbabwe's insurance sector, the study added value to quite a few con-
stituents. These included the Commercial Bank of Zimbabwe (CBZ), as the insurer,

the researcher, insurance, and life insurance customers, as well as policymakers.

1.7.1 To the Management of CBZ

Digital platforms continued to grow in importance, providing the impetus to transcend
beyond physical geographical boundaries of many insurers. In that regard, a study of
this magnitude thus provided invaluable information that guided the management to
make sound decisions. These decisions went a long way towards enhancing the effi-
ciency of the platform. Accordingly, such decisions helped to effectively channel ade-

quate resources towards improving the platform.

1.7.2 To the Researcher

The research equally contributed significantly towards the researcher's body of
knowledge with regard to factors that were weighing-down the adoption of digital plat-
forms like CBZ Touch amongst life insurance customers in Zimbabwe. In equal meas-
ure, through this research, the writer enhanced her critical, conceptual, and analytical

skills by blending theory and practice in the company under study.

1.7.3 To the Customers (Public)

Customers were the backbone of every organisation, and to CBZ, it was not an excep-
tion. In that regard, a study of this nature was also significant to understand as well as
address customers' views to promote adoption of the platform. Resultantly, workable,

implementable, and sustainable solutions to customers as users were dealt with.



1.7.4 To the Policymakers

The government through the respective ministries was also guided by the recommen-
dations of the study to promote safety on online platforms. This entailed addressing
fears and phobias that were held by users when using online platforms. Further, the
policymakers advocated for adequate funding towards the investment of digital tech-

nologies.

1.8 Delimitation of the study

The study was undertaken in Harare principally for convenience purposes. Harare was
the geographical place of residence of the researcher; hence it provided convenience
for the study. Moreover, Harare was geographically selected due to the heterogeneous
nature of customers who provided diverse views regarding the subject matter. In es-
sence, the public largely converged in Harare for all their banking and insurance-re-
lated services, thus making it suitable for the study. In addition, there were more
branches in the capital compared to rural areas. In that regard, a total of five (5)
branches were targeted in Harare for the study. Data was gathered from customers

using self-completion questionnaires.

1.9 Limitation of the study

As the study sought to examine factors affecting the adoption of digital platforms like
CBZ Touch in Zimbabwe’s CBZ Life Insurance, it was however militated by some

limitations. These included financial, time, and confidentiality issues.



1.9.1 Time Limitations

The study faced time constraints as the researcher was a full-time employee at CBZ.
This influenced the research philosophies, approaches, designs, as well as the instru-
ments that were adopted. To compensate for the limited time, the researcher worked

during weekends and late hours to complete the research within the given timelines.
1.9.2 Financial Constraints

In addition to time constraints, the researcher equally faced financial constraints. These
included costs for printing instruments (questionnaires), transport, food, internet, as
well as data analysis. Likewise, the financial constraints had an influence on the re-
search philosophies, designs, methods, and instruments that were adopted. Even if
funding was sourced from the bank, the financial constraints still forced the researcher

not to adopt a mixed method approach to enhance the quality of the results.
1.9.3 Confidential Data Constraints

In equal measure, the researcher faced limitations when obtaining data from the or-
ganisation and customers. In this regard, a permission letter to the management for
authorisation was written. Considering existing protocols in these firms, it also took
more time to obtain the needed information and stalled progress. As such, applications

for permission were sought at the earliest possible time.



CHAPTER 2 REVIEW OF RELATED LITERATURE
2.1 Introduction

This chapter presents a literature review on how digital adoption impacts the service
delivery of an insurance entity, specifically focusing on CBZ Life Insurance's CBZ
Touch platform. It will survey existing sources to analyse the factors affecting digital
adoption, the benefits and challenges of these platforms, and the role of technology in
the insurance sector. The review aims to identify a research gap, specifically the lack
of tailored digital adoption frameworks or in-depth studies focusing on specific plat-
forms like CBZ Touch within the Zimbabwean insurance sector. The chapter will con-

clude with a summary and a brief overview of the subsequent section.

2.2 Theoretical Framework

The section addresses theories related to the current study.

2.2.1 Technology adoption theory (TAT)

The Technology Acceptance Model (TAM) was first posited by Davis (1986), who
averred that technology adoption is dependent on people's perceptions and attitudes
toward the perceived usefulness of the technology itself and its perceived ease of use.
Deming (2020) elaborated on Davis's model and stated that adoption is a process rather
than a product. TAM explains how insurance customers gradually come to accept and

eventually use the digital platform to enhance their service experience.
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Several factors influence the users' adoption of a digital platform. Key among these
are Perceived Usefulness (PU), which explains the degree to which an insurance
customer believes a system like CBZ Touch would improve their performance and
service experience, and Perceived Ease-of-Use (PEOU), which measures the degree to
which the user believes the introduced system would be free from effort and simple to
operate. The gradual alignment of the digitization of processes, products, and services
is critical in realizing increased performance and value within an insurance
organization. This theory is highly applicable to the current study because the adoption
of digitization in the insurance sector whether through new technologies or new
business models is realized when the platform is perceived to improve performance
for the customer, simplify tasks like accessing policy documents, increase the
efficiency of service delivery, enhance customer retention, and eventually ease the
workload for employees through streamlined processes, efficiency, and effectiveness
within insurance companies.

2.2.2 Diffusion of Innovation Theory (DIT)

The Diffusion of Innovation Theory (DIT) is one among the social sciences theories
developed by Rogers (1962). It evolved from communication and explained how and
at what rate a new idea, product, or technology, such as the CBZ Touch digital
platform, gains momentum and spreads over time through an organization and its
social system of customers. This theory posits that four key elements influence the
spread of innovations, which include the innovation itself, communication channels,
time, and the social system. Demir (2020) explained that organizations whose
employees create a positive attitude towards a particular technology earn benefits

which include reduced costs, growth, and increased efficiency. He argued that the
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adoption of any technology is dependent on the attitudes that individuals develop and
the knowledge they acquire through sharing and training. Insurance companies that
fail to change and accept a new technology may gradually be wiped out due to low
customer demand for their products and competition from emerging companies that
embrace technology. This study proposes that having top management knowledgeable
about technology can influence all employees at CBZ Life Insurance to adopt new
digital technologies when they are engaged in the decision-making process. The
widespread technology change and adoption eventually lead to increased performance

and sustainable growth for the organization.

2.3 Relevance of the Theory or Theoretical Frame to the Study

This section emphasizes the significant relevance of the theoretical framework to the
study at hand, showcasing how it fundamentally underpins the research objectives and
findings. The Technology Adoption Theory (TAT), which is frequently operationalized
through models such as the Technology Acceptance Model (TAM), plays a vital role
in understanding individual user acceptance of the CBZ Touch application (Davis,
1989). This theory is particularly relevant as it provides a robust and comprehensive
framework for assessing the various factors that influence user behavior regarding the
adoption of new technology. The core constructs of the theory, namely Perceived Use-
fulness (PU) and Perceived Ease of Use (PEOU), are pivotal to your investigation. The
study can leverage this theory to measure the extent to which customers perceive that
utilizing CBZ Touch for insurance purposes is more effective and efficient compared
to traditional methods (PU). It will also assess whether the application is simple and
straightforward to interact with (PEOU). By identifying the specific user perceptions

that either facilitate or obstruct the adoption of CBZ Touch insurance services, the
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study can offer targeted recommendations to CBZ. These recommendations could fo-
cus on aspects such as product design, marketing strategies, and user training initia-

tives aimed at enhancing user experience and satisfaction (Venkatesh et al., 2013).

In addition to TAT, the Diffusion of Innovation Theory (DIT) is indispensable for an-
alyzing how the CBZ Touch innovation spreads throughout the insurance market and
among the customer base over time (Rogers, 2003). This theory emphasizes the char-
acteristics of the innovation itself that can significantly influence its rate of adoption
among users. The study can utilize DIT to explore whether the digital insurance service
provided through CBZ Touch is perceived to have a substantial Relative Advantage
over existing services, how well it aligns with customer needs and values (Compati-
bility), and whether its usage is easily understood by potential users (Complexity)
(Rogers, 2003). Furthermore, DIT's framework concerning adopter categories will en-
able the study to categorize customers into distinct groups, such as Innovators, Early
Majority, and Laggards. This categorization will aid in determining which specific
groups are currently engaging with the application and which groups remain non-
adopters. By understanding these dynamics, the study can tailor strategies for effec-
tively reaching the non-adopting majority, thereby elucidating the overall success or
challenges faced regarding the platform's market penetration and acceptance (Rogers,
2013). Ultimately, these theoretical frameworks not only provide a structured approach
to analyzing user behavior but also inform actionable strategies that can drive the suc-

cessful adoption of CBZ Touch among a broader audience.
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2.4 Ease of use of CBZ Touch on digital platform’s adoption in CBZ Life Insur-
ance.

Digitalization entails the improvement and enhancement of processes using digital in-

novations and technologies (Gassman, 2021). For the study investigating the adoption

of CBZ Touch in Zimbabwe's insurance sector, the relevant forms of digitalization

focus on how the insurer interacts with customers and manages internal life insurance

Processces.

The forms of digitalization in the insurance industry, particularly relevant to a study
on a customer-facing platform like CBZ Touch, can be categorized into three main

areas.

2.4.1 E-Customer Onboarding

Electronic Customer Onboarding is highly relevant to the adoption of CBZ Touch, as
it represents a core function of the platform that influences a customer's decision to
use it. This process entails the use of dedicated digital platforms, such as secure web-
sites or mobile applications, that contain insurance applications and facilitate logging
in by customers whenever they need to manage their relationship with the insurer as

researched by (Mell, 2021).

For CBZ Life Insurance customers, a platform like CBZ Touch helps ease the entire
policy application process since users can digitally access various policy documents,
upload necessary supporting documentation, and view the status of their applications

online. (Leroy, 2020)in their research indicated that the capability has been instrumen-
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tal in cutting down on paperwork and significantly reducing the time taken for cus-
tomers to apply for policies or access their information. Furthermore, digitalization in
onboarding creates more comprehensive customer insights by establishing a powerful
connection between the insurance systems, data, customers, and other partners like
brokers. By doing so, the rate at which applications are processed improves, which
results in the creation of a holistic view of the clients. This, in turn, allows the insurer
to provide tailored services and communications that pave the way for creating long-
term relationships between the insurer and its clients as indicated by (Marinescu,

2021).

2.4.2 E-underwriting

E-Underwriting is recognized as one of the most crucial and important insurance pro-
cesses, depending to a large extent on current customer information and historical data.
For CBZ Life Insurance, the e-underwriting system stores contract details from clients,
thereby facilitating effective risk management as researched by (Kimming, 2020). Tra-
ditionally, due to the length of time that has elapsed, insurance firms tend to keep such
historical customer information in disparate systems. However, e-underwriting is crit-
ical to the adoption of CBZ Touch because it allows users to quickly check this data to
ascertain their eligibility for a new policy or service (Urback, 2016). The use of e-
underwriting helps facilitate the firm’s ability to get access to comprehensive client
information from long periods of time and facilitates the storage of this information in
a single database. This centralized data can be easily accessed and processed, speeding
up and improving the level of efficiency in the issuing of policies to customers (Lun-

dek, 2018).
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2.4.3 E-claims

E-Claims represents a critical digital function that directly influences customer adop-
tion of a platform like CBZ Touch. This process entails the making of claims on poli-
cies held by an insurance customer, which requires access to substantial and valuable
data that must be effectively sourced and utilized to continuously improve the cus-
tomer experience (Marinescu, 2018). By adopting digital processes and connecting the
firm's internal systems, CBZ Life Insurance can streamline its claims workflows, pro-
cess claims more efficiently, and deploy automation capabilities that enhance the
claims team's productivity and overall customer satisfaction (Shin, 2007). Further-
more, the digitalization of the claims process through a platform like CBZ Touch aids
in the detection of fraud and provides customers with a transparent and secure view of
their data, which ultimately contributes to protecting the insurance firm's revenue and

profitability as explored by (Statista, 2019) in their research.

244 E-procurement

E-Procurement is a modern form of digitalization that significantly impacts the internal
operations of insurers, making it a critical component in enhancing the efficiency of
customer-facing services, such as CBZ Touch. It is defined as the systematic process
of utilizing advanced technology to facilitate the purchasing of goods and services
from pre-qualified suppliers (Egbu, 2023). For CBZ Life Insurance, this comprehen-
sive process involves several key stages, including the prequalification of vendors,
sourcing, negotiation, ordering, receipt, and a thorough post-purchase review of goods
and services, all accomplished through the use of modern Information and Communi-
cation Technology (ICT) (Croom & Brandon-Jones, 2024). Within this innovative dig-

ital framework, the procurement and ordering of all necessary goods and services—
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ranging from everyday office supplies to specialized IT infrastructure crucial for the
effective functioning of CBZ Touch—are efficiently managed. Furthermore, approvals
for payments and the necessary documentation are executed digitally, streamlining
processes that were once cumbersome and time-intensive. Ultimately, E-Procurement
plays a vital role in helping CBZ Life Insurance address and mitigate issues such as
poor service quality, expensive procedures, inflexibility, lengthy processes, and the
time-consuming nature of traditional purchasing methods. By ensuring that essential
resources are acquired swiftly and efficiently, E-Procurement supports the overall
functionality and success of the digital platform, ultimately enhancing customer satis-

faction and operational effectiveness.

2.45 E-policy Administration

E-Policy Administration is undeniably the fundamental core of insurance digitaliza-
tion, as it serves as the essential system of record for all underlying operational pro-
cesses within the industry (Eling & Lehmann, 2018). This digital shift is particularly
crucial for CBZ Life Insurance because it entails the effective utilization of predictive
analytics and machine learning within the insurance system. These advanced technol-
ogies help the company minimize risks incurred in real-time, thereby making their
operations more efficient and responsive. Additionally, this digital transformation en-
ables the firm to remain compliant with regulations, despite the challenges inherent in

tracking all the moving parts involved in the policy implementation process.

Through the automation of policy administration, CBZ Life Insurance is now in a sig-
nificantly better position to accurately record all encountered risks and manage all data

utilized throughout the process. Furthermore, this automation facilitates adherence to
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both internal and external policy guidelines as well as industry regulations (Leroy,
2018). By streamlining operations, the automation allows large volumes of complex
data to be analyzed quickly and effectively, enhancing both the number and quality of
data-driven decisions made across the firm. As detailed by Sedkaoui (2018) in their
research, this efficiency is vital for ensuring that services delivered through the cus-
tomer-facing CBZ Touch platform are not only effective but also backed by robust and
compliant internal processes. Overall, the integration of e-policy administration into
CBZ Life Insurance's framework represents a significant step forward in leveraging

technology to enhance operational effectiveness and customer satisfaction.

2.5 Effect of awareness of CBZ Touch on digital platform’s adoption in CBZ

Life Insurance.

The theoretical foundation for investigating the effect of awareness on the adoption of
CBZ Touch lies primarily in the Diffusion of Innovation Theory (DIT). DIT posits that
the process of innovation adoption begins with the knowledge stage, which is directly
linked to awareness (Rogers, 2003). Awareness (Knowledge) in DIT is the initial stage
where an individual or organization is exposed to an innovation's existence and gains
some understanding of how it functions. For CBZ Touch, this translates to the extent
to which customers and employees know the platform exists, what services it offers
(e.g., policy administration, claims filing), and how to access it (Kim & Kim, 2017).
A high level of awareness is a necessary precursor to forming a positive attitude and
initiating the adoption process. Adoption is the ultimate outcome where the platform
is integrated into a customer’s routine or an employee's workflow (Rogers, 2003). The

transition from being aware of a digital platform to actively using it is moderated by
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factors like perceived ease of use, perceived usefulness (Davis, 1989), and the effec-
tiveness of the communication channels (Karahanna et al., 1999). Therefore, the liter-
ature review will explore how variations in digital literacy, marketing campaigns, and
organizational culture which all contribute to awareness affect the rate of digital adop-

tion in various insurance market.

Research in established European markets highlights that while awareness of digital
insurance services is high, the focus shifts to factors beyond mere existence. In Ger-
many, where general digital literacy and internet access are ubiquitous, studies on in-
surance adoption often focus on the adoption of advanced technologies like Al-driven
claims processing and personalized pricing via mobile applications (Eling & Lehmann,
2018). In the research of Eling and Lehmann (2018) found that simply making a digital
platform available did not guarantee adoption. They posited that awareness needed to
be coupled with demonstrated perceived benefit specifically, customers must be aware
that the digital platform, and not just the insurer, offers a superior level of data security
and customized policy offerings. In the United Kingdom, the insurance market, char-
acterized by mature e-commerce and price-comparison sites, emphasizes the role of
trust in converting awareness to adoption. Research by Gok (2018) found that even
with 90% customer awareness of online claims systems, only 65% of claims were filed
digitally. The adoption lag was primarily due to a lack of awareness regarding the
security protocols and transparent data usage practices of the digital platforms. Cus-
tomers were aware of the technology, but not the governance awareness that underpins

it (Gok, 2018).

Research in African markets often focuses on overcoming infrastructure and trust def-
icits, where basic awareness is a more significant hurdle. Kenya presents a compelling
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case where digital financial services (DFS) adoption is high due to the success of mo-
bile money (M-Pesa). Studies show that the uptake of mobile insurance products,
known as micro-insurance, is directly tied to the saturation level of agent awareness
(Wanjiru et al., 2019). Unlike in Europe where mass media drives awareness, in Kenya,
the adoption of an insurance application is highly dependent on an intermediary agent
physically demonstrating the platform's functionality and value. This agent-mediated
awareness and demonstration are the dominant conversion factors from initial expo-
sure to adoption, overcoming inherent trust barriers (Wanjiru et al., 2019). Conversely,
in Nigeria, despite a burgeoning FinTech ecosystem, the primary constraint to digital
insurance adoption is the combination of low digital literacy and unreliable internet
infrastructure, which dampens the effect of mass media awareness campaigns (Ogun-
biyi, 2020). Ogunbiyi (2020) highlighted that while urban populations are generally
aware of insurance apps, the consistent failure of the application during use (due to
network or device issues) leads to high rejection rates. Therefore, awareness is insuf-
ficient; adoption is constrained by the awareness of network stability and technical

readiness of the user base.

The Zimbabwean context is unique, characterized by high mobile phone penetration
but persistent economic instability and historical volatility in the financial sector (Chi-
gusiwa & Mugwati, 2021). Previous research on digital financial services in Zimba-
bwe emphasizes that while people may be aware of new platforms, the prevailing fi-
nancial culture favors physical interaction for high-value transactions, such as insur-
ance, due to a profound lack of institutional trust (Mugwati & Nhamo, 2022). CBZ
Life Insurance operates within a market segment where brand loyalty to the parent

CBZ Holdings is high, but the adoption of the specific CBZ Touch digital channel for
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insurance services remains a challenge. Currently, the available literature does not spe-
cifically analyze how the communication of the CBZ Touch value proposition which
integrates e-onboarding, e-underwriting, and e-claims affects customer and employee
adoption. Existing studies are general to FinTech or e-commerce (Chigusiwa & Mug-
wati, 2021). The adoption barrier is suspected to be less about general digital literacy
(as people use mobile money) and more about the specific awareness of the benefits
(cost savings, timesaving) that CBZ Touch offers over the traditional, paper-based

channels.

2.6 The effect of trust of CBZ Touch on digital platform’s adoption in Life In-
surance.

The effect of trust in CBZ Touch on its digital adoption is a pivotal objective, particu-

larly in the financial services sector where perceived risk is high. This detailed litera-

ture review will analyse the role of trust spanning institutional, technological, and in-

terpersonal dimensions in the adoption of digital platforms across Europe, Africa, and

locally in Zimbabwe, concluding with the specific context of CBZ Life and identifying

the research gap.

German research emphasizes the need for perceived competence-based trust in the
technology provider (Eling & Lehmann, 2018). Customers who are generally trusting
of the insurance institution still exhibit caution towards complex digital processes like
e-underwriting. Adoption in Germany is positively correlated with the insurer's ability
to communicate the platform's reliability and its compliance with stringent data pro-
tection laws (like the GDPR), demonstrating the platform's technical competence and

commitment to privacy (Eling & Lehmann, 2018). The core issue is less about whether
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the insurer is trustworthy, and more about whether the technology is infallible and

secure (Gok, 2018).

In Ireland, studies on financial FinTech adoption highlight that, following periods of
economic volatility, institutional trust becomes paramount. Adoption of digital insur-
ance services is heavily influenced by the customer's belief that the insurer is suffi-
ciently regulated and financially stable to honor long-term policies (Gok, 2018). Dig-
ital channels are only embraced when they reinforce the credibility of the underlying
institution, rather than being seen as independent entities (Gok, 2018). Therefore, suc-
cessful digital adoption requires a clear, explicit communication that the platform is

an extension of the trusted, regulated institution.

In Kenya, the remarkable success of mobile financial services has been built on an
extensive network of human agents who serve as physical touchpoints (Wanjiru et al.,
2019). For digital insurance products, the adoption is highly reliant on interpersonal
trust—the trust established between the customer and the agent who introduces and
demonstrates the application. The customer’s willingness to use an application for a
crucial process like e-claims is a direct function of the trust they place in the human
intermediary, which then transfers to the technology (Wanjiru et al., 2019). In this con-

text, the digital platform itself cannot generate sufficient trust alone.

The Nigerian market, despite its high FinTech growth, grapples with infrastructural
constraints that erode trust in the digital system itself. Ogunbiyi (2020) found that even
customers with high institutional trust in their insurer often abandon digital platforms
due to repeated technical failures, network outages, or data loss. In this environment,
trust is less about the insurer’s intentions and more about the system’s reliability. This

lack of system reliability trust increases perceived risk, leading customers to revert to
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paper-based transactions where they feel they have a physical, verifiable record (Ogun-

biyi, 2020).

In Zimbabwe, financial literature consistently highlights the profound impact of low
institutional trust on all high-value transactions due to historical currency and financial
market volatility (Mugwati & Nhamo, 2022). While organizations like CBZ Holdings
benefit from strong brand equity, this trust may not automatically extend to the digital
realm, especially for insurance policies that cover long time horizons. People are gen-
erally willing to adopt digital platforms for transient payments (mobile money), but
remain hesitant for contractual services like insurance, where the fear of the system

crashing or the data being unreliable is significant (Chigusiwa & Mugwati, 2021).

For CBZ Life, the adoption of CBZ Touch requires customers to trust the platform
with the full policy lifecycle from e-onboarding to e-claims. The existing literature is
deficient in determining which specific dimension of trust institutional, technological
(security), or system reliability is the most dominant inhibitor for the CBZ Life cus-
tomer base. Anecdotal evidence suggests that customers may trust the CBZ brand (in-
stitutional trust) but lack confidence in the specific security features of CBZ Touch
(technological trust) when uploading sensitive documents, or they may fear data integ-
rity issues over time (system reliability trust). A specific investigation is needed to

quantify the relative importance of these trust components in the local context.

2.7 Chapter summary
Chapter 2, titled Literature Review and Theoretical Framework, is the cornerstone of
the study, establishing the theoretical and empirical foundation for investigating the

digital adoption of the CBZ Touch insurance platform. The chapter first reviews
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literature on the global and local digital transformation of the insurance industry,
highlighting the need for insurers to adopt InsurTech to achieve efficiencies and
improve the customer experience. Crucially, the chapter then develops the theoretical
framework by positioning the study within two major models: the Technology
Adoption Theory (TAT), specifically the Technology Acceptance Model (TAM)
(Davis, 1989), which will be used to analyze individual-level adoption drivers like
Perceived Usefulness and Perceived Ease of Use; and the Diffusion of Innovation
Theory (DIT) (Rogers, 2003), which will frame the analysis of how the characteristics
of the CBZ Touch app, such as its Relative Advantage and Compatibility, influence its
spread across the customer base over time. By synthesizing these theories with existing
empirical evidence, the chapter culminates in the creation of a conceptual framework

and the hypotheses that will guide the subsequent data collection and analysis.
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CHAPTER 3 METHODOLOGY
3.1 Introduction

This section delved into the research methodology. It covered the research design, pop-

ulation, sampling, data gathering instruments, procedure, and analysis, among others.

3.2 The Research Design

The study adopted a quantitative research approach exclusively, as it was conclusive
in nature and aimed to generate statistical evidence on factors influencing life insur-
ance customers’ adoption of digital platforms in Zimbabwe, with a specific focus on
CBZ Life Insurance. A quantitative approach was deemed appropriate because the re-
search sought to collect numerical data from a relatively large sample and apply sta-
tistical techniques to identify patterns and relationships (Saunders, Lewis, & Thornhill,
2019).

As Christensen, Johnson, & Turner (2015) emphasize, quantitative research is de-
signed to measure variables objectively and produce results that can be generalized to
the target population. This aligns with the study’s objective of determining attitudes,
behaviors, and trends among CBZ Life Insurance customers regarding the CBZ Touch
platform. Unlike qualitative methods, which explore meanings and experiences in
depth, the quantitative approach allowed the researcher to quantify customer percep-
tions and adoption factors, ensuring reliability and validity through structured instru-

ments and probabilistic sampling (Cooper & Schindler, 2014).

3.3 Population and sampling
These research participants, along with a summary of the project's intended study pop-
ulation, are intended for use in the study. This necessitates a full examination of the

sample techniques used and why they were justified.
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3.3.1 Target Population

The target population was defined as all the human elements and firms from which the
results of the study were required (McGivern, 2013). Put another way by Creswell
(2014), a target population referred to records as well as events where data needed to
solve a research problem was collected. Smith & Albaum (2012), however, empha-
sised that these subjects should be similar in characteristics. In view of this, the target
population of the study was based on the CBZ Life Insurance customer database in
Harare, which averaged 1,200 new monthly accounts. The CBZ Life Insurance

Monthly report provided the sampling frame for the study.

The CBZ Life Insurance customers consisted of both females and males, of all races,
between 18 and 65 years, who opened their life insurance accounts at a CBZ branch in
Harare, regardless of their demographic and geographical profiles. Only members
were targeted as they were the account holders and were aware of their experiences

regarding digital platforms by CBZ. The dependents were excluded from the study.

3.3.2 Sampling Techniques

Sampling referred to the process of selecting particular subjects to partake in a study
from the target population (Kolb, 2008). This was quite so because it was practically
impossible to conduct a research study on the entire target population due to resource
constraints. As such, a manageable portion of the target population was hence selected
(Cooper & Schindler, 2014). Fundamentally, two sampling methods existed: probabil-
ity and non-probability sampling methods (McGivern, 2013). In this study, however,
systematic random sampling, which fell under probability methods, was used. As Kolb

(2008) affirmed, the object of systematic sampling was to provide an opportunity for
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everyone to be chosen, hence promoting generalizability of research findings (Cre-

swell, 2014).

3.3.3 Sample sizes.

As it was generally impractical to carry out a study on the whole target population
owing to financial and time constraints (McGivern, 2013), by way of sampling, a sub-
set of the target population was chosen to represent others, hence the sample size (Wiid
& Diggines, 2009). To this end, to establish the sample size of this study, Slovin’s
formula was utilised. As claimed by Stephanie (2013), that, as a random sampling ap-
proach, the Slovin’s formula enabled the researcher to establish the sample size with
an anticipated degree of accuracy when the target population was known or little
known, to understand its behaviour. The Slovin’s formula was hence employed as fol-
lows:

n = N / (I+Ne 2);

whereas:

n = number of sam-

ples.

N = is the total pop-

ulation.

e = margin of error of

5%.

Hence n = 1200/ [1+1200

(0.0025)]
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n =300

Considering the above, the sample size of the study was therefore 300 participants,
denoting 25% of the target population. As advanced by Creswell & Clark (2011), a
sample size between 10% and 20% was considered representative of its target popula-

tion.

3.4 Data collection instruments

A data collection instrument referred to a set of research tools employed for gathering
data from research subjects (Kolb, 2008). Essentially, questionnaires and interviews
were the main data collection instruments at a researcher’s disposal, depending on the
nature of the research (McGivern, 2013). However, choosing a research instrument
that produced quality results was important (Malhotra, 2011). To this end, question-
naires were used to gather the views of CBZ Life Insurance customers in Harare with
regard to the subject matter. As buttressed by Shiu (2009), a questionnaire was appro-
priate when gathering quantitative data from a relatively large sample of respondents.
Its merits included being cost-effective and carrying standardized questions which
were well-structured to allow the researcher to control the judgments of respondents
(Kothari, 2011). Standardized and structured closed-ended questions were used. In an
effort to measure the variables, a Likert scale of 1-5 was used, where 1 denoted

strongly disagree and 5 denoted strongly agree.

3.5 Data collection procedure
Questionnaires were employed in this study to solicit the views of the participants
(CBZ Life Insurance customers) in Harare branches to be selected. Self-completion

questionnaires were properly crafted or designed in sync with the research objectives.
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Permission to carry out the study from the participants was sought from the manage-
ment of CBZ in order to collect data from their customers at their respective branches
or premises. In essence, a confidential letter was attached to the questionnaire. By and
large, the research ethics were observed, and these included upholding confidentiality,
anonymity, voluntary participation, and informed consent. Upon authorization, the
questionnaires were left with the customer service personnel at selected branches and
were personally distributed to the participants as they visited (walked-in) until the sam-
ple size was reached. Once the participants completed the questionnaires, they left
them at the customer service counters for collection by the researcher. The question-

naires were numbered before administration for audit reasons.

3.6 Analysis and Organisation of Data

3.6.1 Data Analysis

Data analysis referred to the transformation of raw data to information (Wiid & Dig-
gines, 2009). It entailed editing, summarizing, as well as reducing the data to a man-
ageable size in order to establish obtaining trends using statistical methods (Cooper &
Schindler, 2014). To this end, since the data was quantitative in nature, it was analyzed
using statistical software, in particular, Statistical Package for Social Sciences (SPSS)
Version 26 to produce descriptive statistics. In addition, correlation and regression
analyses were done to determine the link between independent variables and the de-

pendent variable.

3.6.2 Data Presentation
Quantitative data were summarized as frequency counts, frequency distributions, as
well as descriptive statistics. They were expressed as percentages and numbers. They

were presented graphically by way of pie charts, bar graphs, charts, as well as tables.
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3.7 Ethical consideration

Research ethics entailed standards, principles, practices, or a set of values that guided
the professional conduct of a researcher during his or her work (Creswell, 2014;
Cooper & Schindler, 2014). In that regard, in this study, the researcher observed and
adhered to quite a number of research ethics during the research process. These in-
cluded voluntary participation, upholding confidentiality, informed consent, privacy,
and not harming respondents. In essence, a cover letter or introduction was provided
to the respondents, explicitly highlighting what they were expected of and their rights.
Further, the participants were advised that participation in the study was voluntary and
that they were free to discontinue at any stage. Additionally, respondents were in-
formed that names were not to be written on the questionnaire in order to uphold con-

fidentiality as well as anonymity.

3.8 Summary

This section briefly looked at the research methodology. It essentially covered the re-
search design, population, sampling, data gathering instruments, procedure, and anal-
ysis, as well as the ethical considerations. Accordingly, the study was based on a Case
Study, it adopted a descriptive design, and a quantitative research approach. From a
target population of 1,200 customers, a sample size of 300 customers was drawn to
represent others. Systematic random sampling was used to select respondents. Data
was analysed quantitatively using statistical software, to produce descriptive statistics

and was represented graphically.
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CHAPTER 4 DATA PRESENTATION, ANALYSIS AND INTERPRETA-
TION

4.1 Introduction

This chapter presents the results of the data analysis and interprets the findings gath-
ered from the field. It outlines the general profile of the participants and discusses the
results in relation to the study’s specific objectives. Additionally, it highlights the key
findings and concludes with a summary of the chapter. Both descriptive and inferential

statistical methods have been employed to illustrate the study’s outcomes.

4.2 Data presentation and analysis
This section demonstrates the presentation of the findings and analyses the meaning

thereof.

190 of the 300 questionnaires issued for the research titled "Investigating Digital
Adoption in Insurance: The Case of CBZ Touch" were completed and returned, yield-
ing a 63.3% response rate. This reasonably high rate shows a high level of engagement
among participants, suggesting that the issue of digital adoption in insurance, particu-
larly through CBZ Touch, is relevant and interesting to the target market. The large
number of responses provides a solid foundation for analysis and interpretation,
whereas the 110 non-responses may reflect potential barriers to digital engagement
such as limited access, low digital literacy, or a lack of interest, all of which constitute
crucial considerations in understanding the broader landscape of digital adoption in

the insurance sector.
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4.2.1 Figure 1. Response rate

response rate

M Total questionnaire sent
B Responded

= Not responded

Figure 1.Response rate

4.2.2 Data reliability Test

Cronbach's alpha reliability coefficient typically ranges from 0 to 1. The coefficient
has no lower bound. When Cronbach's alpha coefficient is close to 1.0, the internal
structure of the scale's components is more consistent. Joseph and Rosemary (2013)
on the Likert scale, strongly agreeing is worth five points, agreeing is worth four
points, neutral is for three points, and strongly disagreeing is worth two points. Since
alpha was 0.566, which is higher than the necessary criterion of 0.5, the remarks are
not entirely credible. Although a high Cronbach's alpha score does imply that the
scale's items are internally consistent, it is important to note that this does not neces-
sarily imply that the scale is one-dimensional. The method of factor analysis can be
used to determine how many dimensions are present in a scale, albeit it is outside the

scope of this study. When using scales or subscales of the Likert type, it is crucial to
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compute and report the Cronbach's alpha coefficient for internal consistency reliability.
Then, rather than analysing the individual items, these scales or subscales that have
been merged must be used. The dependability of the items is at best debated and at
worst unknown if one takes any further action. For certain objects, Cronbach's alpha

does not offer reliability predictions.

Table 1.Reliability Statistics

[Cronbach's Alpha N of Items

.566 28

4.2.3 Frequency test
Data from the survey was evaluated to ascertain the frequencies of the many charac-
teristics under investigation, including sex, age, level of management, greatest educa-

tional attainment, when CBZ Touch started to be utilized by the company, and

occupation.
4241 Age
What is your age group?
Table 2. Age
Frequency  |Percent Valid Percent  [Cumulative Per-
cent
Valid  below 25 49 25.8 25.8 25.8
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25-34

3544

45-54

Total

53

50

25

55 and above 13

190

27.9

26.3

13.2

6.8

100.0

27.9

26.3

13.2

6.8

100.0

53.7

80.0

93.2

100.0

N refers to sample size

The age distribution of respondents in the study reveals a diverse demographic profile,

with the majority falling within the younger to middle-aged brackets. Specifically,

27.9% of respondents were aged 25-34, followed closely by 26.3% in the 35-44 age

group and 25.8% below 25 years. This indicates that over 80% of participants are under

the age of 45, suggesting that digital adoption in insurance is likely to be more preva-

lent among younger and middle-aged individuals who are generally more tech-savvy

and open to digital platforms like CBZ Touch. The smaller proportions of respondents

aged 45-54 (13.2%) and 55 and above (6.8%) may reflect lower engagement or adop-

tion rates among older age groups, potentially due to limited digital literacy or prefer-

ence for traditional insurance methods. These insights are crucial in understanding the

demographic dynamics influencing digital adoption within the insurance sector.

4.2.4.2 Gender

Variables

Frequency

Percent 'Valid Percent

Cumulative Per-

cent
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Male 80 42.1 42.1 42.1

Valid Female 110 57.9 57.9 100.0

Total 190 100.0 100.0

Table 3. Gender

The gender distribution of respondents in the study shows that females constituted the
majority, accounting for 57.9% of the total sample, while males made up 42.1%. This
indicates that women were more responsive to the survey and may reflect a higher
level of engagement or interest in digital insurance platforms among female users. The
findings suggest that gender may play a role in digital adoption patterns, with potential
implications for how CBZ Touch and similar platforms tailor their services and out-

reach strategies to meet the needs and preferences of different gender groups.

4.2.4.3 Level of education

35

Frequency Percent Valid Percent Cumulative  Per-
cent
O level 42 22.1 22.1 22.1
Valid
Alevel 42 22.1 22.1 44.2




Degree

Masters

Doctorate

Total

49

35

22

190

25.8

18.4

11.6

100.0

25.8

18.4

11.6

100.0

70.0

88.4

100.0

Table 4 Level of education

The academic qualification distribution of respondents in the study shows a well-edu-
cated sample, with the majority holding post-secondary qualifications. Specifically,
25.8% of respondents have a degree, followed by 22.1% each with O level and A level
qualifications. Additionally, 18.4% possess a master's degree, and 11.6% hold a doc-
torate. This indicates that over half of the participants (55.8%) have attained tertiary
education (degree level and above), suggesting that the adoption of digital insurance
platforms like CBZ Touch may be more prevalent among individuals with higher ed-
ucational backgrounds. Their familiarity with technology and ability to navigate digital
systems could contribute to greater acceptance and usage of such platforms, while

those with lower academic qualifications may face challenges related to digital literacy

Or accCess.
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4.2.4.4 Period using CBZ Touch

Frequency

less than 1 year 1-3 years 3-6 years more than 6

N w H Ul D ~
o o o o o o

number of respondents

=
o

o

period using CBZ Touch

Figure 2.Period using CBZ Touch

The bar graph illustrates the distribution of respondents based on their duration of ex-
perience or engagement likely with CBZ Touch or digital insurance platforms across
four time intervals. The highest frequency is observed in the "less than 1 year" cate-
gory, with approximately 70 respondents, indicating that a significant portion of users
are relatively new to digital insurance services. The "1-3 years" group shows a lower
frequency of around 30, suggesting fewer users have sustained engagement over that
period. Interestingly, both the "3—6 years" and "more than 6 years" categories have
similar frequencies, each around 50, which may reflect a stable core of long-term us-
ers. This distribution suggests that while digital adoption is growing rapidly among
new users, there is also a consistent base of experienced users, highlighting both the

platform’s appeal to newcomers and its ability to retain users over time.
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4.3 Effect of perceived ease of use of CBZ Touch on digital platform’s adoption
in CBZ Life Insurance
Perceived ease of use is a critical determinant of technology acceptance, especially in
the context of digital financial services. According to Davis (1989), perceived ease of
use refers to the degree to which a person believes that using a particular system would
be free of effort. In the insurance sector, platforms like CBZ Touch must offer intuitive
navigation, minimal complexity, and responsive interfaces to enhance user experience
and encourage adoption. Studies have shown that when users find digital platforms
easy to use, they are more likely to engage with them consistently and recommend
them to others (Venkatesh & Bala, 2008). Therefore, evaluating how CBZ Touch’s
usability affects its adoption can provide valuable insights into improving digital ser-

vice delivery in CBZ Life Insurance.

4.3.1 CBZ Touch is easy to navigate and use

FREQUENCY
NEUTRAL n
DISAGREE n
STRONGLY DISAGREE
Figure 3. CBZ Touch is easy to navigate and use



The horizontal bar chart provides detailed insight into respondents' perceptions regard-
ing the ease of use of CBZ Touch in the context of its adoption within CBZ Life Insur-
ance. The data shows that a significant majority approximately 95 respondents strongly
agree that CBZ Touch is easy to use. This is followed by around 40 respondents who
agree, indicating that over 70% of the sample holds a positive view of the platform’s

usability.

A smaller portion of respondents 25 remain neutral, suggesting some uncertainty or

Frequency Percent Valid Percent Cumulative
Percent
Strongly disagree 15 7.9 7.9 7.9
Disagree 25 13.2 13.2 21.1
Neutral 25 13.2 13.2 34.2
Valid
Agree 21 11.1 11.1 45.3
Strongly Agree 104 54.7 54.7 100.0
Total 190 100.0 100.0

indifference about the platform’s ease of use. Meanwhile, 20 respondents disagree and
10 strongly disagree, representing a minority who may have experienced challenges
or frustrations with the platform. This distribution strongly supports the hypothesis that
perceived ease of use positively influences digital adoption. The high number of posi-

tive responses implies that users find CBZ Touch intuitive and user-friendly, which
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likely encourages continued use and trust in digital insurance services. Conversely, the

minority of negative responses may point to areas for improvement, such as user sup-

port, interface design, or accessibility features.

4.3.2 I can complete insurance-related tasks quickly using CBZ Touch

Frequency Percent Valid Percent Cumulative
Percent
Strongly disagree 15 7.9 7.9 7.9
Disagree 25 13.2 13.2 21.1
Neutral 25 13.2 13.2 34.2
Valid
Agree 21 11.1 11.1 45.3
Strongly Agree 104 54.7 54.7 100.0
Total 190 100.0 100.0

Table 5.1 can complete insurance-related tasks quickly using CBZ Touch

The table presents respondents' views on whether they can complete insurance-related

tasks quickly using CBZ Touch, offering valuable insight into the platform’s efficiency

and user experience. Most respondents 104 out of 190 (54.7%) strongly agree that CBZ

Touch enables them to complete tasks efficiently, while 21 respondents (11.1%) agree,

bringing the total positive sentiment to 65.8%. This suggests that most users find the
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platform highly effective and time saving, which is a strong indicator of its usability
and relevance in digital insurance service delivery. On the other hand, 25 respondents
(13.2%) are neutral, indicating uncertainty or mixed experiences, while 25 (13.2%)
disagree and 15 (7.9%) strongly disagree, representing a minority who may face chal-
lenges such as technical issues, slow processing times, or lack of familiarity with the
platform. Overall, the data supports the notion that perceived ease and speed of task
completion are key drivers of digital adoption. The high level of agreement reinforces
the effectiveness of CBZ Touch in facilitating quick insurance-related transactions,
which is essential for enhancing customer satisfaction and encouraging continued use

of digital platforms in CBZ Life Insurance.

4.3.3 The interface of CBZ Touch is user-friendly

Frequency |Percent [Valid Percent [Cumulative
Percent
Strongly disagree |8 4.2 4.2 4.2
Disagree 52 27.4 27.4 31.6
Neutral 11 5.8 5.8 37.4
Valid
Agree 83 43.7 43.7 81.1
Strongly Agree 36 18.9 18.9 100.0
Total 190 100.0 100.0

Table 6.The interface of CBZ Touch is user-friendly
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The table presents respondents’ perceptions of the user-friendliness of the CBZ Touch
interface, which is a key factor in digital platform adoption. A significant portion of
respondents 83 (43.7%) agree, and 36 (18.9%) strongly agree that the interface is user-
friendly, indicating that 62.6% of users have a positive experience navigating the plat-
form. However, a notable 27.4% (52 respondents) disagree, and 4.2% (8 respondents)
strongly disagree, suggesting that nearly a third of users find the interface challenging
or not intuitive. The neutral responses (5.8%) reflect some uncertainty or mixed ex-
periences. This distribution highlights that while most users find CBZ Touch easy to
use, there is a significant minority who may face usability issues, which could hinder
broader adoption. Addressing these concerns through interface improvements and user
support could enhance overall satisfaction and increase digital engagement in CBZ

Life Insurance.

4.3.4 1feel confident using CBZ Touch without assistance

Frequency |[Percent [Valid Percent |Cumulative Percent

Strongly disagree |52 27.4 27.4 27.4

Disagree 27 14.2 14.2 41.6

Neutral 44 23.2 23.2 64.7

Valid

Agree 16 8.4 8.4 73.2

Strongly Agree |51 26.8 26.8 100.0

Total 190 100.0 100.0

Table 7. I feel confident using CBZ Touch without assistance
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The table reflects respondents’ confidence in using CBZ Touch without assistance,
which is a key indicator of digital self-efficacy and user independence. The responses
are notably polarized: 51 respondents (26.8%) strongly agree that they feel confident
using the platform independently, while 52 (27.4%) strongly disagree. Additionally, 27
respondents (14.2%) disagree, and 44 (23.2%) are neutral, suggesting that a significant
portion of users either lack confidence or are uncertain about their ability to navigate
the platform without help. Only 16 respondents (8.4%) agree with the statement, rein-
forcing the observation that confidence levels are relatively low among many users.
This mixed response highlights a critical area for improvement in digital adoption
while some users are highly confident, a substantial number may require better
onboarding, clearer instructions, or more intuitive design features to feel comfortable
using CBZ Touch independently. Addressing these gaps could enhance user experience
and promote broader, sustained adoption of the platform within CBZ Life Insurance.Ef-

fect of perceived usefulness of CBZ Touch on digital platform’s adoption in CBZ Life Insurance
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4.3.5 CBZ Touch improves my access to life insurance services

Frequency

B Strongly disagree M Disagree M Neutral Agree M Total

Figure 4.CBZ Touch improves my access to life insurance services

The table shows a mixed level of confidence among users when it comes to using CBZ
Touch without assistance. While 51 respondents (26.8%) strongly agree that they feel
confident using the platform independently, a nearly equal number 52 respondents
(27.4%) strongly disagree, indicating a significant divide in user experience. Addition-
ally, 27 respondents (14.2%) disagree and 44 (23.2%) are neutral, suggesting that a
large portion of users either lack confidence or are uncertain about their ability to nav-
igate the platform on their own. Only 16 respondents (8.4%) agree with the statement,
reinforcing the observation that confidence levels are relatively low overall. This high-
lights a need for improved user support, training, or interface enhancements to em-
power more users to use CBZ Touch confidently and independently, which is essential

for driving sustained digital adoption in CBZ Life Insurance.
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4.3.6 Using CBZ Touch saves me time compared to visiting a branch

Using CBZ Touch saves me time compared to visiting a branch

Frequency

100
90
80
70

60

40
30
20

10

Neutral Agree Strongly Agree Disagree

Figure 5.CBZ Touch saves me time

The bar chart illustrates respondents’ views on whether using CBZ Touch saves time
compared to physically visiting a branch. The largest group approximately 90 respond-
ents—selected Neutral, indicating uncertainty or mixed experiences regarding time ef-
ficiency. Meanwhile, 50 respondents agree and 40 strongly agree, showing that nearly
half of the participants perceive CBZ Touch as a time-saving tool. On the other hand,
30 respondents disagree, suggesting that a notable minority do not find the platform
more efficient than traditional branch visits. The accompanying line graph shows a
rising trend in percentage from Neutral to Disagree, which may reflect growing dis-
satisfaction or scepticism among some users. Overall, while many users recognize the
time-saving potential of CBZ Touch, the high number of neutral and disagreeing re-
sponses highlights the need for further improvements in speed, reliability, or user ex-

perience to fully convince users of its efficiency.
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4.3.7 CBZ Touch enhances the efficiency of managing my insurance policies

CBZ Touch enhances the efficiency of managing my insurance

policies
150
100
50
0
Disagree Frequency
Neutral
Strongly Agree
Disagree Neutral Strongly Agree
B Frequency 40 40 110

Figure 6.CBZ Touch enhances efficiency

The 3D bar chart illustrates respondents’ views on whether CBZ Touch enhances the
efficiency of managing their insurance policies. A significant majority 110 respondents
strongly agree with the statement, indicating a high level of satisfaction and perceived
effectiveness of the platform in streamlining insurance management. In contrast, 40
respondents are neutral, suggesting uncertainty or mixed experiences, while another
40 disagree, reflecting a minority who do not perceive any efficiency gains. This dis-
tribution shows that while most users recognize and appreciate the platform’s role in
improving insurance-related tasks, there remains a portion of users who either have
not experienced these benefits or face challenges that hinder their efficiency. Address-
ing these concerns could further strengthen digital adoption and user satisfaction

within CBZ Life Insurance.
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4.3.8 1find CBZ Touch helpful for tracking my insurance claims and payments

CBZ Touch helpful for tracking my insurance claims and payments

80
60
40
20
0
Strongly
disagree Neutral Agree
Strongly Agree
Strongly disagree Neutral Agree Strongly Agree
W Frequency 43 63 50 34

Figure 7.1 find CBZ Touch helpful for tracking my insurance claims and pay-
ments

The 3D bar chart presents respondents’ views on whether CBZ Touch is helpful for
tracking insurance claims and payments. The largest group 63 respondents selected
Neutral, indicating uncertainty or mixed experiences with the platform’s tracking fea-
tures. 50 respondents agree and 34 strongly agree, showing that 44% of users find CBZ
Touch helpful in this regard. However, a notable 43 respondents strongly disagree,
suggesting that a significant portion of users do not perceive the platform as effective
for tracking claims and payments. This distribution highlights a divided user experi-
ence, where many users benefit from the platform’s tracking capabilities, but a sub-
stantial number either face challenges or have not experienced its full functionality.
Enhancing transparency, notification systems, or user guidance within CBZ Touch

could improve perceptions and strengthen digital adoption in CBZ Life Insurance.
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4.4 The effect of awareness of CBZ Touch on digital platform’s adoption in

CBZ Life Insurance

441 1 am aware of the features offered by CBZ Touch

Frequency |Percent Valid Percent | Cumulative Per-
cent
Disagree 91 47.9 47.9 47.9
Neutral 33 17.4 17.4 65.3
Valid  Agree 35 18.4 18.4 83.7
Strongly Agree |31 16.3 16.3 100.0
Total 190 100.0 100.0

Table 8.aware of the features offered by CBZ Touch.

The table presents respondents’ opinions on a particular aspect of CBZ Touch likely

its usefulness or effectiveness. The largest group, 91 respondents (47.9%), disagree

with the statement, indicating that nearly half of the participants do not perceive the

platform positively in this regard. Meanwhile, 33 respondents (17.4%) are neutral,

suggesting uncertainty or mixed experiences. On the positive side, 35 respondents

(18.4%) agree and 31 (16.3%) strongly agree, showing that about a third of users find

value in the platform. This distribution reveals a significant level of dissatisfaction or

unmet expectations among users, which could point to usability issues, limited func-

tionality, or lack of awareness of certain features. Addressing these concerns through

user education, interface improvements, or feature enhancements could help shift per-

ceptions and promote broader adoption of CBZ Touch within CBZ Life Insurance.
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4.4.2 CBZ Life Insurance has effectively communicated the benefits of CBZ

Touch.
Disagree 21 111 11.1 111
Neutral 23 121 121 23.2
Valid  Agree 99 52.1 52.1 75.3
Strongly Agree |47 24.7 24.7 100.0
Total 190 100.0 100.0

Table 9.effectively communicated the benefits of CBZ Touch

The table shows respondents’ views on whether CBZ Life Insurance has effectively
communicated the benefits of CBZ Touch. A majority 99 respondents (52.1%) agree,
and 47 (24.7%) strongly agree, indicating that nearly 77% of participants believe the
company has successfully conveyed the advantages of using the digital platform.
Meanwhile, 23 respondents (12.1%) are neutral, suggesting some uncertainty or lack
of clarity in communication. Only 21 respondents (11.1%) disagree, representing a
small portion who feel the messaging has been ineffective. Overall, the data suggests
that CBZ Life Insurance has made considerable progress in promoting CBZ Touch,
with most users acknowledging the communication efforts, which is a positive sign for

encouraging digital adoption.
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4.4.3 1have received adequate information on how to use CBZ Touch.

| have received adequate information on how to use CBZ Touch

60
50
40
30
2
1
0

o

o

Strongly Disagree Neutral Agree Strongly Agree
disagree
B Frequency 22 24 27 57 60

Figure 8.information on how to use CBZ Touch

The bar chart illustrates respondents’ views on whether they have received adequate
information on how to use CBZ Touch. Most participants 60 strongly agree and 57
agree indicate that they feel well-informed, suggesting that over 60% of users believe
CBZ Life Insurance has provided sufficient guidance on using the platform. Mean-
while, 27 respondents are neutral, reflecting some uncertainty or mixed experiences.
On the other hand, 24 disagree and 22 strongly disagree, showing that a notable mi-
nority feel inadequately informed. This distribution suggests that while most users are
satisfied with the information provided, there is still room for improvement in user
education and communication to ensure all clients can confidently navigate and utilize

CBZ Touch.
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4.4.4 T1learned about CBZ Touch through CBZ’s marketing or customer service

channels.
Frequency [Percent Valid Percent  |Cumulative Per-

cent

Strongly disagree |15 7.9 7.9 7.9

Disagree 25 13.2 13.2 21.1

Neutral 88 46.3 46.3 67.4

Valid

Agree 21 11.1 11.1 78.4

Strongly Agree 41 21.6 21.6 100.0

Total 190 100.0 100.0

Table 10.1 learned about CBZ Touch through CBZ’s marketing or customer ser-
vice

The table presents respondents’ views on whether they learned about CBZ Touch
through CBZ’s marketing or customer service channels. The largest group 88 respond-
ents (46.3%) selected Neutral, indicating uncertainty or that they may have learned
about the platform through other means. Meanwhile, 41 respondents (21.6%) strongly
agree and 21 (11.1%) agree, showing that about a third of users acknowledge CBZ’s
marketing or customer service as their source of information. On the other hand, 25
respondents (13.2%) disagree and 15 (7.9%) strongly disagree, suggesting that some
users did not receive adequate communication through official channels. This distri-
bution highlights a gap in outreach effectiveness, where many users are either unaware

of the source or did not engage with CBZ’s promotional efforts. Strengthening targeted
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marketing and customer service communication could improve awareness and encour-

age broader adoption of CBZ Touch.

4.5 The effect of trust of CBZ Touch on digital platform’s adoption in CBZ Life

Insurance.

45.1 1trust CBZ Touch to securely handle my personal and financial data.

| TRUST CBZ TOUCH TO SECURELY HANDLE MY
PERSONAL AND FINANCIAL DATA.

STRONGLY

DISAGREE PDPISAGREE

NEUTRAL Frequency

STRONGLY
AGREE

Figure 9.1 trust CBZ Touch

The bar chart presents respondents’ trust levels in CBZ Touch’s ability to securely
handle their personal and financial data. A significant portion of users around 70 disa-
gree and 65 strongly disagree express a lack of trust in the platform’s data security,
indicating that over 70% of respondents have concerns about how their sensitive in-
formation is managed. In contrast, 35 agree and 50 strongly agree, showing that a
smaller but notable group does trust the platform. Only 20 respondents are neutral,

suggesting limited uncertainty. This distribution reveals a major trust gap that could
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hinder digital adoption, as data security is a critical factor in user engagement. To im-
prove confidence and encourage broader use of CBZ Touch, CBZ Life Insurance may
need to enhance transparency, strengthen security measures, and communicate these

efforts more effectively to users.

45.2 CBZ Touch is a reliable platform for managing life insurance services.

CBZ Touch is a reliable platform for managing life insurance
services

Disagree

Neutral

h -

Strongly Agree

Figure 10.CBZ Touch is a reliable platform

The horizontal bar chart presents respondents’ perceptions of CBZ Touch’s reliability
in managing life insurance services. A significant portion 79 respondents disagree, in-
dicating skepticism or dissatisfaction with the platform’s reliability. In contrast, 51

strongly agree and 44 agree, showing that nearly half of the participants view CBZ



Touch as a dependable tool. Only 16 respondents are neutral, suggesting limited un-
certainty. This polarized distribution reflects a divided user experience, where some
users trust the platform’s reliability, while others may have encountered issues such as
system errors, downtime, or lack of responsiveness. From a theoretical standpoint, sys-
tem reliability is a key component of technology acceptance models. According to
Venkatesh et al. (2023), perceived reliability influences both user trust and behavioral
intention to use a digital system. Similarly, Gefen et al. (2023) emphasize that trust in
the system’s reliability is essential for user commitment, especially in financial and
insurance services where data accuracy and system uptime are critical. Therefore, the
mixed responses in this chart suggest that while CBZ Touch has gained trust among
many users, addressing reliability concerns through technical improvements and trans-
parent communication could significantly enhance digital adoption and user satisfac-

tion.
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4.5.3 I believe CBZ Touch is backed by CBZ Life Insurance’s institutional credibility.

Frequency  |Percent Valid Percent Cumulative  Per-
cent
Disagree 27 14.2 14.2 14.2
Neutral 44 23.2 23.2 37.4
Valid  Agree 87 45.8 45.8 83.2
Strongly Agree |32 16.8 16.8 100.0
Total 190 100.0 100.0

Table 11. I believe CBZ touch is backed by CBZ Life Insurance’s institutional
credibility

The table presents respondents’ perceptions of whether CBZ Touch is backed by CBZ
Life Insurance’s institutional credibility. A majority 87 respondents (45.8%) agree, and
32 (16.8%) strongly agree, indicating that over 62% of users believe the platform is
supported by the trust and reputation of CBZ Life Insurance. Meanwhile, 44 respond-
ents (23.2%) are neutral, suggesting some uncertainty or lack of awareness about the
institutional backing. A smaller group 27 respondents (14.2%) disagree, reflecting

skepticism or doubt about the platform’s credibility.

This perception aligns with literature emphasizing the role of institutional trust in dig-
ital adoption. According to Pavlou and Gefen (2024), institutional credibility signifi-
cantly influences users’ trust in online platforms, especially in sectors like insurance

where data sensitivity and financial risk are high. Similarly, McKnight et al. (2012)
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argue that trust in the institution behind a digital service enhances users’ confidence in
the platform’s reliability and security. Therefore, the positive responses in this table
suggest that CBZ Life Insurance’s reputation plays a crucial role in encouraging users
to adopt and engage with CBZ Touch, although further efforts may be needed to rein-

force this trust among the uncertain and skeptical segments.

45.4 CBZ Touch has never failed me during critical insurance processes.

CBZ TOUCH HAS NEVER FAILED ME DURING CRITICAL INSURANCE
PROCESSES

Strongly Agree

Strongly disagree

Disagree

Figure 2.CBZ Touch technical issues

The 3D pie chart illustrates respondents’ experiences with CBZ Touch during critical
insurance processes, focusing on its reliability. The largest segments “Strongly Agree”
(blue) and “Agree” (yellow) suggest that a substantial portion of users have had con-
sistently positive experiences, indicating trust in the platform’s performance during

important transactions. The “Neutral” (gray) segment reflects users who may not have

encountered critical situations or are unsure of the platform’s reliability. Meanwhile,
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the “Disagree” (orange) and “Strongly Disagree” (dark blue) segments represent users
who have experienced failures or unreliability, which could undermine trust and hinder

adoption.

This interpretation aligns with literature emphasizing the importance of system de-
pendability in digital service adoption. According to DeLone and McLean (2023), sys-
tem quality including reliability is a key factor influencing user satisfaction and con-
tinued use. Furthermore, trust in consistent performance during high-stakes processes
is essential in financial and insurance services, as noted by Kim, Ferrin, and Rao
(2018), who argue that perceived reliability directly affects users’ trust and intention
to use digital platforms. Therefore, while many users affirm CBZ Touch’s reliability,
addressing the concerns of those who have experienced failures is crucial for strength-

ening overall trust and promoting broader digital adoption.

4.6 Descriptive Statistics

Descriptive Statistics

N Range Minimum [ Maximum | Mean Std. Deviation

Variance

CBZ Touch is easy to
] 190 4.00 1.00 5.00 3.9211 1.36823
navigate and use

| can complete insurance
related tasks quickly us-| 190 4.00 1.00 5.00 3.9158 1.38521
ing CBZ Touch

The interface of CBZ

) ) 190 4.00 1.00 5.00 3.4579 1.19780
Touch is user friendly
| rarely encounter tech-
nical issues when using | 190 3.00 2.00 5.00 3.4263 1.08980
CBZ Touch
| feel confident using CBZ
190 4.00 1.00 5.00 2.9316 1.55006

Touch without assistance
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1.872

1.919

1.435

1.188

2.403




CBZ Touch improves my
access to life insurance
services

Using CBZ Touch saves
me time compared to vis-

iting a branch

CBZ Touch enhances the
efficiency of managing in-
surance policies

| find CBZ Touch helpful
for tracking my insurance
claims and payments
CBZ Touch adds value to
my overall insurance ex-
perience

| am aware of the features
offered by CBZ Touch
CBZ Life Insurance has

effectively communicated
the benefits of CBZ Touch

Learned about CBZ Touch
through CBZ marketing or

customer service channels

| trust CBZ Touch to se-
curely handle my per-

sonal and financial data
CBZ Touch is a reliable

platform for managing life

insurance services

| believe CBZ Touch is
backed by CBZ Life Insur-
ance institutional credibil-
ity

CBZ Touch has never
failed me during critical in-

surance processes

190

190

190

190

190

190

190

190

190

190

190

190

3.00

3.00

3.00

4.00

4.00

3.00

3.00

4.00

4.00

3.00

3.00

4.00

1.00

2.00

2.00

1.00

1.00

2.00

2.00

1.00

1.00

2.00

2.00

1.00
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4.00

5.00

5.00

5.00

5.00

5.00

5.00

5.00

5.00

5.00

5.00

5.00

3.2000

3.4579

3.9474

3.1684

2.7263

3.0316

3.9053

3.2526

2.6316

3.3526

3.6526

2.4789

1.10889

.93482

1.27962

1.36589

1.47961

1.14967

.89766

1.16808

1.52269

1.26695

.92317

1.45736

1.230

.874

1.637

1.866

2.189

1.322

.806

1.364

2.319

1.605

.852

2.124




Using CBZ Touch re-
duces my overall insur-] 190 3.00 2.00 5.00 3.8158 72211
ance related costs

| believe CBZ Touch of-
fers cost effective alterna- | 190 3.00 2.00 5.00 3.2684 1.15770

tives to branch visits

| do not incur hidden

Touch

CBZ Touch helps me
avoid transport and time | 190 3.00 2.00 5.00 3.3684 1.05462
costs
Valid N (listwise) 190

1.340

charges when using CBZ | 190 4.00 1.00 5.00 3.7789 1.58484 2.512

1.112

Table 12.CBZ Life Insurance’s institutional credibility

The descriptive statistics from the CBZ Touch survey provide valuable insights into
users’ perceptions of the platform’s usability, reliability, and overall value. The item
with the highest mean score “CBZ Touch enhances the efficiency of managing insur-
ance policies” (mean = 3.95) indicates that users strongly agree the platform improves
how they handle their insurance tasks. This reflects positively on the system’s opera-
tional effectiveness and its alignment with user needs. Similarly, high mean scores for
items like “CBZ Touch is easy to navigate and use” and “CBZ Life Insurance has
effectively communicated the benefits of CBZ Touch” suggest that users find the plat-
form intuitive, and that the institution has successfully promoted its advantages. These
findings support the notion that ease of use and clear communication are critical driv-
ers of digital adoption, as emphasized by Davis (1989) in the Technology Acceptance

Model.

On the other hand, the item with the lowest mean score “CBZ Touch has never failed

me during critical insurance processes’” (mean = 2.48) reveals a lack of confidence in
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the platform’s reliability during high-stakes interactions. This concern is further sup-
ported by high standard deviations in items such as “I do not incur hidden charges
when using CBZ Touch” and “I trust CBZ Touch to securely handle my personal and
financial data”, indicating varied user experiences and potential trust issues. Accord-
ing to Gefen et al. (2003), trust and perceived reliability are essential for sustained use
of digital platforms, especially in financial services. Therefore, while CBZ Touch is
generally well-received for its usability and efficiency, addressing reliability and trans-
parency concerns is crucial for strengthening user trust and encouraging broader adop-

tion
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Correlations matrix

CBZ Life I, st cBz
I can complete|l rarely en-[CBZ Touch|surance has.l.Ouch to Se_I believe CBZ
insurance re-|counter tech-limproves myleffectively curely han dIeTouch offers|
lated tasks|nical  issuesjaccess to lifejcommuni- m y ersonal cost effective
quickly usingfwhen  usinglinsurance ser-|cated the ben-an)(/j fﬁnancial alternatives to
CBZ Touch |CBZ Touch |vices efits of CBZdata branch visits
Touch
I can complete Correlation -0.069 0.065 457" -.526™ -.480™
insurance re- Coefficient
lated tasks
quickly using Sig. (2-tailed) |. 0.342 0.374 0 0 0
CBZ Touch
190 190 190 190 190 190
| rarely en-Corelation 1}, qqq 1 -0.126 159" 286" - 356"
counter tech- Coefficient
nical  issues
when  using Sig. (2-tailed) J0.342 0.084 0.028 0 0
CBZ Touch
190 190 190 190 190 190
CBZ  Touch g""e!aF'O” 0.065 -0.126 1 - 736™ - 564 554"
improves my oefficient
access 10 life ;o o tailed) |0.374 0.084 0 0 0
insurance ser-
vices N 190 190 190 190 190 190
rshp(farmans CBZ Life |n-C i
surance  has -orrefation o - _ 736™ o _826™
Sitectively  Coefficient 457 1159 736 1 206 826
communi-
g?lt;d ;r;e Cbg‘z Sig. (2-tailed) Jo 0.028 0 0.004 0
Touch N 190 190 190 190 190 190
I trust CBZ correlation - - - - .
Touch 10 Se- Coefficient -.526 .286 -.564 .206 1 -.157
curely handle
My personalsig. (2-ailed) [o 0 0 0.004 0.031
data N 190 190 190 190 190 190
| believe CBZ Correlation | gy 356 554" 826" 157" 1
Touch offers Coefficient
cost effective
alternatives to Sig. (2-tailed) |0 0 0 0 0.031
branch visits
190 190 190 190 190 190

**_Correlation is significant at the 0.01 level (2-tailed).
*, Correlation is significant at the 0.05 level (2-tailed).
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The Spearman’s who correlation matrix provides insights into the strength and direc-
tion of relationships between key variables related to the adoption and perception of
CBZ Touch. Notably, there is a moderate positive correlation between “I can complete
insurance-related tasks quickly using CBZ Touch” and “CBZ Life Insurance has ef-
fectively communicated the benefits of CBZ Touch” (r = 0.457, p < 0.01), suggesting
that effective communication from CBZ Life Insurance is associated with users’ ability
to efficiently complete tasks on the platform. However, this same variable shows a
moderate negative correlation with “I trust CBZ Touch to securely handle my personal
and financial data” (r =-0.526, p <0.01) and “I believe CBZ Touch offers cost-effec-
tive alternatives to branch visits” (r = -0.480, p < 0.01), indicating that users who feel
CBZ Touch is quick for task completion may paradoxically have lower trust in its data

security and cost-effectiveness.

Another interesting finding is the strong negative correlation between “CBZ Touch
improves my access to life insurance services” and “CBZ Life Insurance has effec-
tively communicated the benefits of CBZ Touch” (r =-0.736, p < 0.01), which is coun-
terintuitive. This could suggest that users who perceive improved access through the
platform may not necessarily attribute that improvement to CBZ’s communication ef-
forts, or it may reflect a gap between actual user experience and perceived institutional
messaging. Additionally, “CBZ Life Insurance has effectively communicated the ben-
efits of CBZ Touch” is strongly negatively correlated with “I believe CBZ Touch offers
cost-effective alternatives to branch visits” (r = -0.826, p < 0.01), which may imply
that despite effective communication, users are not convinced about the platform’s
cost benefits. These findings highlight complex user perceptions and suggest that while

communication and usability are linked, they do not automatically translate into trust
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or perceived value, emphasizing the need for CBZ Life Insurance to align its messag-

ing more closely with user experiences and expectations.

4.7 Regression Analysis

CBZTouchiseasytonavigateanduse

O Chserved
500 O o} o] —Linear
— Logarithmic
4 .00+
3.00+ o o]
2.00 =]
1.00 o T T i
1.00 2.00 3.00 4.00 5.00

IfeelconfidentusingCBZTouchwithoutassistance

Figure 3.regression analysis
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Model Summary and Parameter Estimates

The independent variable is | feel confident using CBZ Touch without assistance.

Dependent Variable: CBZ Touch is easy to navigate and use

[Equation IModel Summary Parameter Estimates
IR Square |F dfl df2 Sig. Constant [bl

Linear .057 11.446 1 188 .001 4.541 -.211

Logarithmic |.111 23.511 1 188 .000 4.576 - 727

Table 13.Model Summary and Parameter Estimates

The scatter plot illustrates the relationship between users’ confidence in using CBZ
Touch without assistance (x-axis) and their perception that CBZ Touch is easy to nav-
igate and use (y-axis). The data points show a generally positive trend, as indicated by
both the linear and logarithmic trend lines, suggesting that as users feel more confident
using the platform independently, they are also more likely to perceive it as user-
friendly and easy to navigate. This relationship aligns with the Technology Acceptance
Model (TAM), which posits that perceived ease of use significantly influences user
confidence and behavioral intention to use a system (Davis, 1989). The positive cor-
relation observed here supports the idea that improving the usability of CBZ Touch
can directly enhance users’ self-efficacy, making them more likely to adopt and use
the platform without external help. This insight is crucial for CBZ Life Insurance, as
it highlights the importance of intuitive design and user training in promoting digital

adoption.
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4.8 Discussion and interpretation

The overall findings from the data analysis on the topic “Investigating Digital
Adoption in Insurance: The Case of CBZ Touch” reveal a multifaceted picture of user
experiences, perceptions, and challenges associated with the platform. Descriptive
statistics indicate that users generally perceive CBZ Touch as easy to navigate and
efficient for managing insurance-related tasks, with high mean scores for items such
as “CBZ Touch enhances the efficiency of managing insurance policies” and “CBZ
Touch is easy to navigate and use.” These results suggest that the platform’s usability
and functionality are well-received by most users, aligning with the Technology
Acceptance Model (TAM), which emphasizes perceived ease of use and usefulness as
key drivers of technology adoption (Davis, 1989). However, the analysis also uncovers
areas of concern that may hinder broader adoption. For instance, lower mean scores
and high standard deviations for items like “CBZ Touch has never failed me during
critical insurance processes’ and “I trust CBZ Touch to securely handle my personal
and financial data” point to significant trust and reliability issues. Correlation analysis
further supports these concerns, revealing negative relationships between perceived
task efficiency and trust in data security, as well as between communication
effectiveness and perceived cost-effectiveness. These findings suggest that while users
may find the platform functional, they remain skeptical about its security, transparency,
and institutional backing. This is consistent with literature by Gefen et al. (2013) and
Pavlou & Gefen (2014), who argue that trust and perceived risk are critical in digital
service environments, especially in sectors handling sensitive financial and personal

data.
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In summary, while CBZ Touch demonstrates strong potential in terms of usability and
operational efficiency, its long-term success in driving digital adoption within CBZ
Life Insurance will depend on addressing user concerns around trust, reliability, and
communication. Enhancing user education, improving system transparency, and
reinforcing the platform’s institutional credibility could significantly improve user

confidence and promote sustained engagement with digital insurance services.

4.9 Chapter summary

This chapter analysed data to identify key factors influencing digital adoption of CBZ
Touch in insurance. Results from descriptive and inferential statistics showed that
digital literacy, ease of use, and trust in technology significantly affect user adoption.
Formal education and smartphone access also play a role. The findings confirm that

user readiness and platform reliability are essential for successful digital uptake.

66



CHAPTER 5 SUMMARY, CONCLUSIONS AND RECOMMENDATIONS

5.1 Introduction

This chapter presents a discussion of the key findings from the study on digital adop-
tion in insurance, focusing on CBZ Touch. It interprets the results in relation to the
research objectives and existing literature, highlighting the implications for stakehold-
ers in the insurance sector. The chapter also provides practical recommendations to

enhance digital uptake and concludes with suggestions for future research.

5.2 Discussions

The findings of this study provide valuable insights into the factors influencing digital
adoption in insurance, specifically through the CBZ Touch platform. The results con-
firm that digital literacy, ease of use, and trust in technology are significant drivers of
adoption. These align with existing literature, which emphasizes the importance of
user competence and confidence in digital platforms for successful uptake. The role of
formal education and smartphone access further supports the idea that technological
readiness is essential. Users with higher education levels are more likely to understand
and appreciate the benefits of digital insurance services, while smartphone access en-
sures the necessary infrastructure for engagement. Interestingly, the study also found
that younger users and those with prior experience in digital financial services are more
inclined to adopt CBZ Touch. This suggests that familiarity with digital ecosystems
plays a crucial role in shaping user behaviour. The implications for CBZ and similar
institutions are clear: to boost digital adoption, there must be a focus on user education,

platform reliability, and targeted outreach to digitally active demographics. Enhancing
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user experience and building trust through secure, intuitive interfaces will be key to

driving broader adoption.

5.3 Conclusions

This study set out to investigate the factors influencing digital adoption in the insur-
ance sector, using CBZ Touch as a case study. In an era where digital transformation
is reshaping financial services, understanding the drivers and barriers to adoption is
critical for enhancing customer experience, improving operational efficiency, and ex-
panding market reach. The research employed a combination of descriptive and infer-
ential statistical methods to analyse user behaviour and perceptions, with the goal of

identifying key predictors of digital engagement.

5.3.1 Digital Literacy and Education Are Foundational

The study found that users with higher levels of formal education and digital literacy
are significantly more likely to adopt CBZ Touch for insurance services. This suggests
that knowledge and understanding of digital platforms and insurance products are es-
sential for meaningful engagement. Educated users are better equipped to navigate

digital interfaces, interpret policy information, and make informed decisions.

5.3.2 Ease of Use and Platform Design Drive Adoption

The usability of CBZ Touch emerged as a major factor influencing adoption. Users
favoured platforms that are intuitive, responsive, and easy to navigate. This aligns with
technology acceptance models, which emphasize perceived ease of use as a critical
determinant of user acceptance. A well-designed interface reduces friction and en-

hances user satisfaction, encouraging continued use.
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5.3.3 Trust and Security Are Non-Negotiable

Trust in the platform’s reliability and data security was a decisive factor in adoption.
Users expressed concerns about the safety of their personal and financial information,
indicating that robust cybersecurity measures and transparent communication about
data protection are essential. Without trust, even the most advanced digital platforms

may struggle to gain traction.

5.3.4 Demographics Influence Adoption Patterns

The study revealed that younger users and those with prior experience in digital finan-
cial services are more inclined to adopt CBZ Touch. This demographic is generally
more comfortable with technology and more open to trying new digital solutions. Tar-
geting this group with tailored marketing and onboarding strategies could accelerate

adoption rates.

5.3.5 Infrastructure and Access Remain Critical

Access to smartphones and reliable internet connectivity were identified as basic pre-
requisites for digital adoption. In regions where these resources are limited, adoption
is naturally constrained. This highlights the need for broader infrastructural develop-

ment and partnerships with telecom providers to improve digital access.

5.4 Implications of the study

The findings of this study carry significant implications for CBZ Holdings and the
broader insurance sector in Zimbabwe. One of the most prominent insights is the crit-
ical role of digital literacy and formal education in driving adoption. This suggests that
insurance providers must go beyond simply offering digital platforms they must also

invest in educating their clients. Awareness campaigns, tutorials, and customer support
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services tailored to different literacy levels can help bridge the gap between techno-
logical availability and actual usage. By empowering users with the knowledge to nav-
igate digital insurance platforms confidently, CBZ can foster a more inclusive and en-

gaged customer base.

Another key implication is the importance of platform design and user experience. The
study revealed that ease of use and intuitive navigation are major determinants of dig-
ital adoption. This means that CBZ Touch must continuously evolve to meet user ex-
pectations. Regular updates, user feedback loops, and usability testing should be inte-
gral to the platform’s development strategy. A seamless experience not only attracts
new users but also retains existing ones, thereby increasing the platform’s long-term
viability. Moreover, integrating features such as chatbots, simplified policy explana-

tions, and real-time support can enhance user satisfaction and reduce barriers to entry.

Lastly, the issue of trust and data security emerged as a decisive factor in user adoption.
In a digital environment where personal and financial data are constantly at risk, users
need assurance that their information is protected. CBZ must prioritize cybersecurity
and communicate these efforts transparently to build and maintain user trust. This in-
cludes implementing robust encryption protocols, multi-factor authentication, and reg-
ular security audits. Additionally, publicizing these measures through marketing and
customer engagement initiatives can help demystify digital insurance and reassure hes-
itant users. Trust is not just a technical issue it is a strategic asset that can determine

the success or failure of digital transformation efforts in the insurance industry.
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5.5 Recommendations

Based on the findings of this study, it is recommended that CBZ Holdings prioritize
digital literacy and customer education as a strategic initiative. Many users lack the
foundational knowledge required to navigate digital insurance platforms confidently.
CBZ should develop targeted educational programs, including tutorials, workshops,
and in-app guidance, to help users understand how to use CBZ Touch effectively.
These efforts should be tailored to different demographic groups, especially older us-
ers, and those with limited exposure to digital financial services. By improving digital

literacy, CBZ can reduce user hesitation and foster greater trust in its digital offerings.

Another key recommendation is the continuous improvement of the CBZ Touch plat-
form to enhance user experience. The study highlighted that ease of use and intuitive
design are critical to adoption. CBZ should invest in regular usability testing, incorpo-
rating feedback from real users to identify pain points and areas for enhancement. Fea-
tures such as simplified navigation, multilingual support, and real-time customer as-
sistance can significantly improve engagement. Additionally, integrating personaliza-
tion features such as policy recommendations based on user profiles can make the

platform more relevant and appealing to individual users.

Finally, CBZ must take proactive steps to build and maintain trust in its digital insur-
ance services. This includes implementing robust cybersecurity measures and clearly
communicating these protections to users. Transparency in data handling, secure login
protocols, and visible privacy policies can reassure users about the safety of their per-
sonal and financial information. Furthermore, CBZ should consider launching trust-

building campaigns that highlight customer testimonials, success stories, and the reli-
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ability of digital claims processing. By positioning CBZ Touch as a secure and de-
pendable platform, the company can overcome scepticism and encourage broader

adoption across its customer base.

5.6 Areas of further of study

While this study has provided valuable insights into the factors influencing digital
adoption in insurance through CBZ Touch, it also opens several avenues for future
research. One important area is the longitudinal analysis of user behaviour. This study
captured a snapshot of adoption patterns at a specific point in time, but digital engage-
ment is dynamic and evolves with technological advancements, user familiarity, and
changing market conditions. Future research could track user interactions with CBZ
Touch over an extended period to understand how adoption grows, stabilizes, or de-

clines, and what interventions sustain long-term usage.

Another promising direction is the comparative analysis across different financial plat-
forms. CBZ Touch is one of several digital platforms offering financial and insurance
services in Zimbabwe. A comparative study involving platforms from other banks or
fintech companies could reveal differences in adoption drivers, user satisfaction, and
technological effectiveness. Such research would help identify best practices and com-
mon challenges, offering a broader perspective on digital transformation in the finan-

cial services sector.

Further research could also explore the impact of digital adoption on insurance pene-
tration and financial inclusion. While this study focused on adoption behaviour, it did
not assess whether increased use of CBZ Touch leads to higher insurance uptake or

improved access to financial protection. Investigating this relationship would provide
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deeper insights into the social and economic value of digital platforms. It would also
help policymakers and insurers understand how digital tools can be leveraged to close

the insurance gap, especially among underserved populations.

Lastly, future studies should consider the role of cultural, psychological, and behav-
ioural factors in digital adoption. While this research emphasized technological and
demographic predictors, user attitudes, trust in institutions, and cultural perceptions of
insurance may also play a significant role. Qualitative research methods such as inter-
views and focus groups could uncover these nuanced influences, enriching the under-
standing of digital adoption beyond quantitative metrics. This would allow for more

targeted and culturally sensitive strategies to promote digital insurance services.
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My name Tafadzwa Mutasa., doing master’s in business administration student at
...Africa University................ in the field of Business Administration............ I
am conducting a study on “INVESTIGATING DIGITAL ADOPTION IN INSUR-
ANCE: THE CASE OF CBZ TOUCH.”. The major aim of this study is to investigate
digital adoption in life assurance, a case of CBZ touch. To achieve the goals of this
research, the researcher is asking for your help in answering the following questions
based on your experience and opinion. Note that this information will be confidential

and will only be used for academic purposes.

Section A: Demographic Information

1. What is your age group?

O Under25 O25-34 [135-44 [145-54 [55 and above

2. What is your gender?

OO Male O Female [ Prefer not to say

3. Which level of academic?

0 O Level [ A Level [ Degree [0 Masters [ Doctorate  Other

4. How long have you been involved with or received services through CBZ TOUCH?

[ Less than 1 year [ 1-3 years [14-6years [ More than 6 years
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Please indicate your level of agreement with the following statements using the scale

below: Just put an X in the box.

1 - Strongly Disagree 2 - Disagree 3 - Neutral 4 - Agree 5 - Strongly Agree

Section B: Perceived Ease of Use

Statement 112 |3 (|4 |5

1. CBZ Touch is easy to navigate and use.

2. I can complete insurance-related tasks quickly using CBZ

Touch.

3. The interface of CBZ Touch is user-friendly.

4. I rarely encounter technical issues when using CBZ Touch.

5. I feel confident using CBZ Touch without assistance.

Section C: Perceived Usefulness

Statement 112 |3 14 |5

. CBZ Touch improves my access to life insurance services.

2. Using CBZ Touch saves me time compared to visiting a

branch.

3. CBZ Touch enhances the efficiency of managing my insur-

ance policies.

4. 1 find CBZ Touch helpful for tracking my insurance claims

and payments.

78



5. CBZ Touch adds value to my overall insurance experience.

Section D:: Awareness

Statement

1. I am aware of the features offered by CBZ Touch.

2. CBZ Life Insurance has effectively communicated the ben-

efits of CBZ Touch.

3. I have received adequate information on how to use CBZ

Touch.

4. I know where to access support or help for CBZ Touch.

5. Tlearned about CBZ Touch through CBZ’s marketing or cus-

tomer service channels.

Section E: Trust

Statement

1. I trust CBZ Touch to securely handle my personal and finan-

cial data.

2. CBZ Touch is areliable platform for managing life insurance

services.

3. I believe CBZ Touch is backed by CBZ Life Insurance’s in-

stitutional credibility.

4. 1 feel safe making transactions through CBZ Touch.
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5. CBZ Touch has never failed me during critical insurance

processes.

Section F: Cost Perception

Statement

1. Using CBZ Touch reduces my overall insurance-related

costs.

2. 1 believe CBZ Touch offers cost-effective alternatives to

branch visits.

3. I do not incur hidden charges when using CBZ Touch.

4. CBZ Touch helps me avoid transport and time costs.

5. The value I get from CBZ Touch justifies any associated

costs.

THE END

Thank you for participating!
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