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Article history: In the present era, with the expansion of digital technologies in the
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demand access to insurance services through all available traditional and
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omnichannel distribution in Iran’s insurance industry through a qualitative
grounded theory strategy. The statistical population of the study included
Insurance Industry all experts and specialist professionals in the insurance industry and
university faculty members of marketing distribution who were interested
in the field of omnichannel distribution in the insurance industry. Using
Integration purposive expert sampling, the first sample was selected for interview and,
Digital Technologies to select additional members, the snowball sampling method was used
until the stage of theoretical saturation of categories was reached (the 13th
interview). After analyzing the data in MAXQDA software, the study’s
categories were identified and classified through open and axial coding
processes, and the paradigmatic model of the research was presented
through selective coding. Findings showed that causal conditions include
stimulating customer behavior, leveraging digital marketing capabilities,
employing internal marketing capabilities, training and developing human
resources, customer demands, and customer drivers; structural
requirements, human requirements, technological requirements, and
environmental requirements play the role of contextual conditions for
developing omnichannel distribution in the insurance industry. In order to
establish the axial category of omnichannel distribution, managerial
actions in information dissemination, laws and regulations, and
supervision and control are needed, which—given campaign strategies for
omnichannel distribution with engaging content and policies for
integrating distribution channels—can be achieved through flexibility and
adaptability.
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Introduction

The contemporary global business environment increasingly depends on technological
capabilities, with digital transformation reshaping consumer purchasing from face-to-face
transactions to electronic payments. The insurance industry—a core element of global financial
systems—has been substantially affected by technological innovation, evolving customer
expectations, and the emergence of omnichannel distribution. Omnichannel integrates online
and offline sales and communication channels (websites, mobile apps, call centers, and physical
branches) to provide a consistent, seamless customer experience, allowing consumers to move
between channels without restarting transactions. Advanced technologies such as chatbots and
virtual environments enable insurers to engage clients in new ways, potentially transforming

decision processes and brand loyalty. Historically reliant on in-person interactions and

paper-based workflows, insurers must adopt omnichannel approaches to meet demand for
integrated, personalized, and efficient services; empirical evidence shows most customers
expect uniform interactions across channels, pressuring insurers toward omnichannel adoption
for competitiveness and satisfaction. However, insurance poses distinctive challenges compared
with retail: its service-intensive nature, need for trust, complex products, regulatory constraints,
and long-term advisory relationships complicate full omnichannel implementation and often
necessitate human intervention. Additionally, slower uptake of Al, big data, and machine
learning widens the gap between customer expectations and industry capabilities. While retail
literature on omnichannel strategies is extensive, theoretical and empirical studies specific to
insurance—particularly concerning effects on purchase decisions, loyalty, and satisfaction—
remain limited. Preliminary findings suggest that integrating digital and physical channels can
improve flexibility, trust, and retention, but consistent personalization is essential. Accordingly,
the present study was conducted with the aim of designing a paradigmatic model for developing
omnichannel distribution in Iran’s insurance industry through a qualitative grounded theory

strategy.
Result and Discussion

The statistical population of the study included all experts and specialist professionals in the
insurance industry and university faculty members of marketing distribution who were
interested in the field of omnichannel distribution in the insurance industry. Using purposive

expert sampling, the first sample was selected for interview and, to select additional members,
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the snowball sampling method was used until the stage of theoretical saturation of categories
was reached (the 13th interview). After analyzing the data in MAXQDA software, the study’s
categories were identified and classified through open and axial coding processes, and the

paradigmatic model of the research was presented through selective coding.
Conclusion

"The research findings indicated that the identified categories were categorized into causal,
contextual, interventional, phenomenon-centric variables, implementation strategies, and
outcomes, and the relationship between them was presented in a paradigmatic
framework.According to in-depth interviews conducted with research participants, the causal
conditions include customer behavior motivation, use of digital marketing capabilities, use of
internal marketing capabilities, training and development of human resources, customer
demands, and customer drivers. Today's insurance industry customers are looking for
transparency of information received, mutual trust, best value, and facilitation of their
experience from insurance companies, which they can provide to customers by relying on
internal marketing and digital marketing capabilities such as integrating insurance and
non-insurance services, improving omnichannel distribution knowledge among personnel, and
tracking clicks. Structural requirements, human requirements, technological requirements, and
environmental requirements play the role of contextual conditions for developing omnichannel
distribution in the insurance industry. In order to establish the axial category of omnichannel
distribution, managerial actions in information dissemination, laws and regulations, and
supervision and control are needed, The more customers receive personalized services of higher
quality from insurance companies and the company's processes and operations are prepared
accordingly, the easier it will be to achieve omnichannel distribution in the insurance industry.
Implementation strategies for developing omnichannel distribution in the insurance industry; an
omnichannel distribution advertising campaign with engaging content and policies for channel

integration, flexibility and adaptability, and clear targeting.
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