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Zambian financial inclusion landscape

Financial inclusion in Zambia has historically been low. However, expansion of
digital financial services (DFS) has, and will continue to promote inclusion.
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Digitalisation of insurance

Early examples of how technology has built platforms for collaboration:
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Barriers to insurance digitalisation
Significant barriers need to be addressed if the industry is to survive.

Digital insurance made up less than 1% of DFS value and 0.3% of DFS volume in Zambia in 2019.

Common challenges limiting the growth of digital insurance solutions

Reliance on physical distribution: Across seven SSA markets, EY (2016) found that that agents and brokers
accounted for 47% to 62% of policies based on premiums.

O—l Poor infrastructure: Internet penetration in Zambia stands at 29.4% in 2021, while only 40% of the
T—o population had access to electricity in 2018.

Lack of digital skills and financial literacy: On average, there is one computer for every 119 children in the
m school system. In addition, only 10% of the population aged 25 — 54 had some form of tertiary qualification in
1T 2017.

&% Regulatory restrictions: For example electronic commerce regulations and ability to use e-signatures in insurance
sectors.

I Source: UNCDF-MM4P and Bank of Zambia 2019; EY, 2016; Cooper, Esser and Peter, 2018;
Cenfrl Broadband Commission, 2019; World Bank, 2020






Wave of digitalisation amid COVID-19

~66% of respondents digitalised, or were in the process of digitalising,
their operations as a result of COVID-19 across sub-Saharan Africa.

Extent of digitalisation across SSA

Paying claims

Processing claims

Servicing existing customers

Renewals of existing policies

Issuing policy documents or certificates

Premium collection

Sale of new policies

m Digitised prior to COVID = Completely digitised = Digitisation in progress ~ ® Struggling to digitise

% of all respondents (insurers, insurtechs, microinsurers, associations and reinsurers)
N=68
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Extent of digital contracting and remote onboarding

Variations in underwriters’ ability to continue selling.

Do you currently use e-signatures to conclude Do you currently use remote KYC onboarding?
sale of insurance?

% of each respondent group % of each respondent group
Insurtech (n=4) 75% 25% m Yes 50%
Microinsurers (n=4) 50% 50% No 25%
Insurers (n=31) 39% 58% 3% o 48% 3%
l l
56% My business does not have the internal systems in place 33%
N=18 67% No appropriate private/public identification databases 27% N=15
22% Uncertain as to whether regulation allows for this 27%
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Examples of digitalisation across the insurance value chain
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it Fund started allowing farmers
to fill out claims forms and
take pictures of the damages

themselves, which they
submit digitally.

Ayo (Zambia) allows premium
payments to be made via
mobile money

Claims
processing

Customer
servicing

Premium
collection

Budget Insurance is
allowing its customers to
log on to the company
portal for policy documents.
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About Cenfri

Cenfri is a global think-tank and non-profit enterprise that bridges the gap between insights and impact in the financial sector.
Cenfri’s people are driven by a vision of a world where all people live their financial lives optimally to enhance welfare and grow the
economy. lts core focus is on generating insights that can inform policymakers, market players and donors who seek to unlock
development outcomes through inclusive financial services and the financial sector more broadly.
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