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Pe3rome. JlurutanHuTe pelicHHs ca B OCHOBATa Ha OBACIIOTO Pa3BUTHE HA
3acTpaxoBaTellHaTa UHAYyCTpus. BHeapsBaHeTO HA €NEKTPOHHU HHCTPYMEHTH 3a
3aCTpaxoBaHe CHINO MPEIU3BUKBA CEPHO3HU CIIOPOBE, Thil KATO 3aCTPaXxOBaHETO €
MHOT'O YyBCTBUTEJIHO U KOHCEPBATUBHO KbM BCsKa mpomsiHa. Ha mpakTuka Bce orie
MMa 3HAUYUTETHU TMPEUKU LETUSAT 3aCTpaxoBaTelIeH MPOLEC N1a Ce CIy4YBa H3LSIIO
OHJIAMH.

OrpannueHusATa ca OT pa3IdIHO €CTECTBO, KaTo IIOBEYETO ca
KOHIICHTPUPAHU B HOPMATHUBHATA ypea0a, a OCTAHAJIMTE Ca YUCTO TEXHOJOTHUYHU -
KakKTO OT CTpaHa Ha 3acTpaxOBaTeIINTe, Taka W OT CTpaHa Ha 3acTPaxOBaHUTE.
Bbenpekn TpymHOCTHTE 3acTpaxoBaTelUTe Ha OBJTApCKUs Tasap IpezaraT
paznuuHu  QopMHM HA JUTHTATHA TUlaTGOpMH 3a  3acTpaxoBaHe. Hsma
3acTpaxoBaTelIHa KOMIIAHUS, KOSITO J1a HE € JUTHTAIU3Upasa OTICIHN IPOLECH WU
IsJ1aTa CH ICWHOCT B pa3IMdHa CTETICH.

Hacrosmmusar moknmax pasmiexia IUTHTATHATE BB3MOXKHOCTH Ha 34
00I1103aCcTpaxoBaTeTHH KOMIIAHUM U 14 KHBOTO3aCTPaXxOBaTeIHU KOMIIAHMUH,
oTiepupaIiy Ha TepuTopusaTa Ha Perybnuka benrapus. L{enTa Ha u3ciienBaneTo € na
odepTae OCHOBHHUTE MTPOOIEMH IIPH AUTUTATU3ANNATA Ha 3aCTPAXOBATCITHUTE YCIIYTH
U Ja TpeioKH BB3MOXKHU pEIIeHHs. 3a J1a Ce IMOCTUTHE TOBa, KIMEHTCKaTa
YAOBIETBOPSHOCT HA MOTPEOUTETUTEe Ha NU(POBH 3aCTpaxoBaTeIHU YCIyru Oere
MpoydeHa 4Ype3 KpaTKu mpoydBaHus. IIpencrtaBeHm ca eKCIIEPTHH MHEHHS Ha
CIIy)KUTEJIHM Ha KOMIIAHUSITA, KOUTO TECTBAT U 0JJ00PSIBAT HOBU JUTUTAITHU PEIICHUS
B 3aCTPaxXOBATECIHUTE KOMIIAHUU.

Ouepranu ca Hal-4eCTUTE TIPOOIIEMH, KOUTO BH3HUKBAT TIPH M3IOJI3BAHE H
o0cITy’)kBaHe Ha JUTHUTATHA 3aCTPAXOBATETHA YCIyTa — TEXHOJIOTHIHH, HOPMATHBHH
Y BPEMEBH.

CraTHCTUYECKH BCE OIIE HE € OTYCTEH JCTBT Ha 3aCTPAXOBATCITHUTE YCIIYTH,
KOHUTO OBJTApCKUAT Tazap € MUTHUTATH3Upa. MHOTO Majako KOMITAHWHU TIpeaiaraT
M3IISJIO OH-JIAMH 3aCTPaxoBaTEsICH MPOAYKT U OCHOBHO B c(pepaTa Ha 3aCTPAXOBKHUTE
,»3JOTIONTYKA™“, B KATETOPHUATA Ha 3acMaIlUTe HAl-TroJIsIM Ta3apeH 51 - ABTOMOOWITHA
3aCTPaxOBKH, BCE OIIIE HE € BB3MOXKHO Ja C€ JUTHTATU3UPAT HAITBITHO.

JoknagbT pasriaexna JUTUTATHUTE BBb3MOXKHOCTH Ha 34
00I1103aCcTpaxoBaTeIHH KOMIIAHUM U 14 KHBOTO3aCTPaXxOBaTeIHU KOMIIAHUH,
oTIepUpaIy Ha TepUTOpHUATa Ha PemyOnuka brarapusi.




Hen: Ilenra Ha M3cieqBaHeTO € Ja OYepTae OCHOBHUTE MpPOOIEMH IpH
JUTUTANH3AIMATa Ha 3aCTPaXOBATCIHUTE YCIAYTH W Ja MPEIJIOKH BB3MOXKHU
peIICHuS.

Metonu: 3a 1a ce TOCTUTHE TOBA, KIUEHTCKaTa YAOBJIETBOPEHOCT Ha
oTpeOuTennTe Ha MU(POBU 3aCTPAXOBATEITHU YCIYTH OCIIe MpoydueHa Ipe3 KpaTKu
npoyuBaHus. [IpencTaBeHn ca eKCIIEpTHU MHEHHS Ha CIYXUTEIH Ha KOMITAHUSATA,
KOUTO TECTBAT WM OJ0OpSABAT HOBU JUTHUTAIHH PEIICHUS B 3aCTPaxOBaTEIHHUTE
KOMITaHUH.

Koncratanun m HoBocTu: OuepTaHM ca HaH-yeCTHTE MPOOJIEMH, KOUTO
BB3HUKBAT MPH U3I0JI3BaHE M 00CITY)KBaHE Ha JTUTUTAIIHA 3aCTPAXOBATEIIHA YCIIyTa —
TEXHOJIOTUYHH, HOPMATHBHU ¥ BPEMEBH.
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JururanHuTe pemieHHMs ca B OCHOBaTa Ha OBJEMIOTO pa3BUTHE Ha
3acTpaxoBaTeliHaTa WHAYCTpUs. BHeIpsBaHETO Ha €INEKTPOHHU WHCTPYMEHTU 3a
3aCTpaxoBaHE CHINO MPEIU3BUKBA CEPHUO3HU CIIOPOBE, Thil KATO 3aCTPaXOBAHETO ©
MHOTO YyBCTBUTEITHO W KOHCEPBAaTUBHO KbM BCsKa MpoMsHa. Ha mpakTuka Bce omme
“Ma 3HAYMTEITHU MPEUYKU IENUAT 3aCTPaXOBaTEJICH MPOIEC Ja Ce CIy4Ba H3ISLIO0
oHnaiiH. B chIIOoTO BpemMe B HOpMaTHBHaTa ypeada orpaHHyaBa rojiiMa 4acT OT
ONMUTUTE 3a [WTHTAJIM3AIMs Ha TPOIECUTe, KATO YHCTO TEXHOJIOTUYHHUTE
MPETIITCTBHUS CHIIO HE Ca MaJIKO — HE CaMO OT CTpaHa Ha 3aCTPaxoBaTEeINTe, HO U OT
CTpaHa Ha 3acTpaxOBaHHUTE. BBIOpEeKH TPYAHOCTHTE 3aCTPaxOBAaTEIUTE Ha
OBNTapCKUs Mazap MpemiaraT pasTuyar (OpPMH HA JWTUTATHH IHIATHOPMH 32
3acTpaxoBaHe. HsaMa 3acTpaxoBarenHa KOMITaHUS, KOSITO Ja HE € TUTHTAIH3Hpaia
OTJICJTHY TPOIIECH WIIH I[s1aTa CH JICHHOCT B pa3jiyHa CTEIICH.

JlurutanHuTe BH3MOKHOCTH Ha 34 00m103acTpaxoBaTeTHy KOMIaHuu u 14
KUBOTO3aCTPaxOBAaTEIHN KOMIIAHWH, OTIEpUpAII Ha TepuTopusATa Ha PemybOmuka
Benrapust ca Haco4YeHHM MPEeIUMHO KbM Obp3aTa KOMYHUKAIUS B MapKETUHTOB
ACIEKT ¢ KJIMCHTUTE, 0€3 J1a e OTYNTA Cenu(pruyHaTa UM MOTPEOHOCT OT KOHKPETCH
mpoaykr. llenTta Ha wW3cnenBaHeTO € Ja OdYepTae OCHOBHHUTE MPOOJIEMH TIpH
TUTUTANH3AAATa Ha 3aCTPaxOBATEIHHUTE YCIAYTH W JAa TPEIJIOKH BB3MOXKHU
pemieHus. 3a Ja Cce TMOCTHTHE TOBa, KIUEHTCKAaTa YJIOBICTBOPEHOCT Ha
moTpeOuTennTe Ha MU(PPOBU 3aCTPAXOBATEITHU YCIYTH OCIIe MpoyUueHa Ipe3 KPaTKu
npoyuBaHus. llpencTaBenn ca eKCIIiEpTHH MHEHHS Ha CIYXXUTEIH Ha KOMITAHUSATA,
KOUTO TECTBAaT W OAOOpSBAT HOBU JUTUTAITHH PEIICHUS B 3aCTPaxOBATCITHHUTE
KOMITaHUH.

B mpomeca Ha 1mdpoBM3amMs Ha 3aCTPaxOBAaTEHUTE YCIYTH CE
MPOTUBOIIOCTABIT OCHOBHH MPHHIMIIN W TOHATHS B 3acTpaxoBaHeTo. Ha mbepBO
MSACTO 3acTaBaT Ha JBaTa TIOJNIOCA KOHCEpBaTM3Ma W HHOBAIUHTE.
KoncepBatnBHOCTTa Ha  3aCTpaxoBaTeNHUAT Ta3ap € U3MpaBeHa IMpen
MPEIMN3BUKATEICTBOTO Ja CE€ BITyCHE B IUTHTAIHUA CBST, T.K. 3aCTPAaXOBATEITHUSAT
JIOTOBOP € TMONMIla HAaNMCaHa Ha XapTus M TOJIKCAaHa OT 3acTpaxoBaTrenl u
3acTpaxoBaH Ha 0a3aTa Ha OCHOBHHMAT NpWUHIMN — jgoBepue. OT cBos cTpaHa
OBIATapCKUAT MOTPEOUTEN HA 3aCTPaXOBATEITHHU YCIIYTH, BIDKAA PHCKOBAaHA OTMEPaIUs
mpu paboTara ¢ JUTHTAHU ILIATPOPMH, TIOPAJH BEPOSTHOCTTA OT M3MaMma. laka




MPUHLMITBT HAa JOBEpUE MPAKTUYECKH CE€ HapyllaBa W MOTPEOUTENS Ce OPHEHTHpa
KbM KOMITAHMM, KOUTO TMpeAsiaraT MPeJUMHO KOHCEPBAaTUBEH XapTUCH TOKYMEHT.
Ta3su morpebuTencka Harjgaca € ChBCeM pazOupaeMa, NpeaBUi TpaIUIMOHHATA
OpYIEHTAIMs Ha 3aCTPaxOBaTEHHA Ma3ap B aBTOMOOMIIHUTE 3acTpaxoBku. Kakrto e
BHIHO OT cratucThdeckuTe JaHHM Ha Komucumsara 3a ®DuHAHCOB Ham3op,
3aCTPaxOBaHETO HA ABTOMOOMIIHN € C Hai-TOJISIM Ma3apeH JIsiL.

CTPYKTYPA HA bPYTHILA IPEMHEH HPHXO] LHO K.JACOBE 3ACTPANOBKI KbM KPASL HA 31.12.2022r.
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Ot apyra cTpaHa, pa3riaeKIaiku MUGPOBU3aNMATa B 3aCTPAXOBAHETO KATO
YCHBBPIICHCTBAHE Ha MPOIIECUTE B CAMUTE 3aCTPAXOBATEIIHA KOMITAaHUH, OTHOBO CE€
cOI’bCKBaME C KOHCEPBAaTH3Ma, HEJIOBEPHETO U PHUCKa. [0JsIMa YacT OT KOMITAHUHTE
ca 4yXJia COOCTBEHOCT ¥ HA MECTHO HUBO, C€ UMIUIEMEHTUPAT CUCTEMH U JICHHOCTH,
MIPHUETH 3a IsJ1aTa KOPIIOpaTHUBHA IpyTa, 0e3 Aa Ce OTYUTAT MECTHUTE 0COOEHOCTH. B
HSIKOM CJIy4ad TOBa BOJU JIO 3a0aBsHE Ha IMPOIECUTE Ha OOCIYXKBaHE W OTIIMB Ha
KiueHTH. ToBa sSBIICHWE ce HaOII0JaBa W NpU JWTHTAIM3UPAHE HA KaHAJHTE 3a
MUCTpUOyLUs, T,K, Ha BankaHWTe KOMyHUKAIUATA JIUIE B JHUIE € C MPEAUMCTBO.
HanomHusmmTe pexiiaMHu ChOOIICHHS, CEe TPUEMAT KaTo JTIOCaJIeH CTPAHUYCH IIyM, a
HE KaTo Tojie3Ha HH(popMaItusl.

OcHOBHHTE TPOOJIEMH, C KOHTO C€ CpEIlaT JWTHTATHUTE MPOCKTH Ha
3acTpaxoBaTeNHUTE KoMIaHuy B PenyOnrka bearapus ca B pa3Tu4HA aCIeKTH.

[IpeobnagaBamusT ma3apeH JIsUT Ha aBTOMOOWIIHU 3aCTPaXxOBKU U Haii-Beue
Ha ['paxIaHcKka OTFOBOPHOCT Ha aBTOMOOWJIMCTA, HE TIO3BOJSIBA IThJIHA
MUTHTAIN3aIMsl OT HOPMAaTHBHA TJIEAHA TOYKA, IO OTMAJaHE Ha 3aJIbJDKUTCITHUSIT
ctrkep. ChIIO Taka TEXHHYECKATa IPaMOTHOCT Ha TIOTPEOUTENUTE € HA MHOTO HUCKO
HUBO M HE € JIOCTaThyHA, 32 JIa HAChPYM IbJHATA JUrMTanu3anus. Karo topa e
00yCJIOBEHO W OT JHIICaTa Ha TEXHHYECKa OOE3MEYCHOCT Ha KIIMCHTA, 32 Ja € B




CBHCTOSTHUE J1a TIOTpeOsiBa AUTUTAIIHA 3acTpaxoBarenHa yciyra. OcBeH ToOBa MHOTO
MaJKa 4acT OT HAaCEJIEHHUETO MOXKE Ja CH IMO3BOJIM 3aKyIyBaHETO Ha EICKTPOHCH
MOJIUC B KPUNITHPAH BapUAHT, TOPaJH KOSTO KOMITAHUUTE Tpe/yIaraT Bh3MOKHOCTH
3a MOAMHCBAHE C PETUCTpAIUs B OOJNAYHM IMPOCTPAHCTBA, KOMTO HE ca OCOOEHO
CUTYDHHU.

Pemenusita Ha  mpoOnmemutre B OUTHTANHUATE  Iiathopmu  a
3aCTpaxOBaTeTHUTE KOMIIAHWM Ca OCHOBHO HOPMAaTHBHM TPOMEHH U
YCHBBPIICHCTBAHE Ha KHOEPCUTYPHOCTTA.

He Ha mocneHO MACTO € ¥ MOBUIIABAHETO HA 3aCTPaxoOBaTeIHATA KYJITypa,
KOSTO € 4JacT oT (hmHaHcoBaTa. CTaTUCTHUYECKU BCE OINE HE € OTYETEH JIENBT Ha
3aCTpaxoOBaTETHUTE YCIYTH, KOUTO OBITapCKUST TMazap € AWTHTaIu3upan. MHoro
MaJIKO KOMITAaHUH MPEAJIaraT U3IsUI0 OH-JIAH 3aCTPaxOBaTEJICH MPOAYKT U OCHOBHO
B cpepaTa Ha 3aCTPAXOBKUTE ,,3TIOMOIIYKA, B KATETOPUATA Ha 3aeMaIlUTE HA-TOJISIM
mazapeH [ — aBTOMOOWJIHHM 3aCTPaXxOBKH, BCE OIIe HE € BB3MOXKHO Ja ce
TUTATANU3UPAT HAITBIIHO.
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DIGITIZATION OF THE INSURANCE MARKET IN THE REPUBLIC OF
BULGARIA-PROBLEMS AND SOLUTIONS

Abstract. Digital solutions are the basis of the future development of the
insurance industry. The implementation of electronic tools for insurance also causes
serious controversy, because as insurance is very sensitive and conservative about
any change. In practice, there are still significant obstacles to the entire insurance
process happening entirely online.




The restrictions are of a different nature, as most are concentrated in the
regulatory framework, and the rest are purely technological — both on the part of the
insurers and on the part of the insured. Despite the difficulties, insurers on the
Bulgarian market offer various forms of digital platforms for insurance. There is no
insurance company that has not digitized individual processes or its entire activity to
varying degrees.

The present report examines the digital capabilities of 34 non-life insurance
companies and 14 life insurance companies operating on the territory of the Republic
of Bulgaria. The purpose of the research is to outline the main problems in the
digitalization of insurance services and to propose possible solutions. To achieve this,
the customer satisfaction of the users of digital insurance services was studied through
short surveys. Expert opinions of company employees who test and approve new
digital solutions in insurance companies are presented.

The most common problems that arise when using and servicing a digital
insurance service are outlined — technological, regulatory and time-related.

Statistically, the share of insurance services that the Bulgarian market has
digitized is still not taken into account. Very few companies offer a completely on-
line insurance product, and mainly in the field of “Accident” insurance, in the
category of those occupying the largest market share — Automobile insurance, it is
not yet possible to fully digitize them.

Research background: The report examines the digital capabilities of 34 non-
life insurance companies and 14 life insurance companies operating on the territory
of the Republic of Bulgaria. Purpose: The purpose of the research is to outline the
main problems in the digitalization of insurance services and to propose possible
solutions. Methods: To achieve this, the customer satisfaction of the users of digital
insurance services was studied through short surveys. Expert opinions of company
employees who test and approve new digital solutions in insurance companies are
presented. Findings and novelty: The most common problems that arise when using
and servicing a digital insurance service are outlined — technological, regulatory and
time-related.

Keywords: digitalization; insurance; market
JEL: M1

=3 Chief Assist. Prof. Gergana Rashkova, PhD
ORCID ID: 0009-0001-0960-6784

International Business School

Botevgrad, Bulgaria

E-mail: grashkova@jibsedu.bg




