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Abstract

This research presents an exploratory investigation of sales agents of international insurance
firms in Hanoi, aiming to understand the connection between the Uncertainty Avoidance (UA), as
discussed by Hofstede (2024), and the digital divide identified by Jan van Dijk (2020). The survey
using Google Form was administered to 246 Vietnamese sales agents to collect data for SPSS
analysis. The AMOS path diagram was then employed to test the hypotheses based on the conceptual
model. The findings indicate that Uncertainty Avoidance negatively impacts the digital divide.
Additionally, five other factors - Digital Usage, Digital Accessibility, Digital Affordability, Digital
Support, and Digital Literacy - also influence the digital divide in various ways. Based on these
findings, managerial implications are provided to help bridge the digital divide among sales agents
in international insurance firms in Vietnam. Limitations and future research are also recommended
to enrich this new field of study.
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Tranh sy bét tric va chénh 1éch k¥ thuit sé giita nhirng dai 1y ciia cac cong ty bio hiém quoc
té tai Ha Noi
PGS.TS Thai Thanh Ha
Truong Dai hoc Hoa Binh
Tac gia lién hé: tthanhha@daihochoabinh.edu.vn
Tom tat
Nghién ciru nay trinh bay khdo sdt tham do cdc dai Iy ciia cdc cong ty bao hiém tai Ha Ngi nham
tim hiéu moi lién hé gitta viéc tranh sw bat trac nhw da dwoc Hofstede (2024) thdo ludn va chénh
léch ky thudt s6 theo nhw nghién ciru ciia Jan Van Dijk (2020). Phiéu khdo sdt biéu mau Google
Form dwoc gui toi 246 dai ly bao hiém tai Viet Nam nham thu thap s6 liéu cho phan tich trén phﬁn
mém SPSS. So' do tuyén trén phan mém AMOS sau dé da dwge sir dung dé kiémt dinh gia thuyét
nghién curu dwoc thiét ldp trén co so mo hinh nghién curu. Két qud cho thd'y viéc tranh sw bat trdc
da co tac dong nguoc chiéu véi chénh léch ky thuat $6. Nam nhan t6 con lai bao gém: Swr dung 56,
Tiép cdn s6; Ho tro s6; Ky nang sé va Kha nang chi tra ky thudt sé ciing cé tac dong dén chénh léch
ky thudt s6 theo cdch riéng cé. Diea trén két qua nghién ciru, cdc ham y quan 1y ciing da dwoc riit ra
nham thu hep chénh léch kyj thudt sé giita nhitng dai Iy ciia cdc cong ty bao hiém quoc té tai nude
ta. Nhitng han ché va huéng nghién civu trong tirong lai ciing da dwoc dé xudt nham lam phong phi
thém linh vuc nghién ciru con kha moi me nay.
Tir khod: Trdanh sw bat trdc, chénh léch ky thudt sé, cong ty bdo hiém quéc té, dai Iy, Ha Néi.
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1. Introduction
By 2024, the concept of the digital divide
will celebrate its 29th anniversary since its
introduction in the United States. To date,
research on this topic has broadened to
encompass various fields, including as rural-
urban comparisons; ethnic minority digital
inclusion; small business digital inequality
and so on (Jan van Dijk, 2020). The insurance
industry has eyewitnessed the tendency by
which customers resort to the insurance tools,
regardless of life or non-life, to proactively deal
with the uncertainty (Fitch Solution, 2020). Yet,
this uncertainty avoidance and its linkage with
digital divide, however, have still been missing,
not to say being neglected to a certain extent,
in the pool of research in the insurance sector,
especially in the context of the international
insurance firms (The International Insurance
Society, 2024; Barroso & Laborda, 2022).

The digital transformation of the insurance
industry has fundamentally altered traditional
operational paradigms, particularly in emerging
markets like Vietnam (Eckert & Osterrieder,
2020; Theinvestor, 2024). In Hanoi's expanding
insurance sector, the integration of digital
technologies among sales agents presents a
complex landscape influenced by cultural
dimensions, notably uncertainty avoidance
(UA) from Hofstede's framework (Hofstede,
2024). Despite digital tools' demonstrated
benefits in enhancing sales processes and
operational efficiency, a significant digital
gap persists among international insurance
firms' sales agents because of the variations
in technology

adoption, usage

accessibility, affordability, institutional support,

patterns,

and digital competencies (Barzilai-Nahon,
2006; DiMaggio & Hargittai, 2001).

This research explores the extent to which
uncertainty avoidance (UA) relates to the digital
dividle among sales agents of international
insurance firms in Hanoi, where traditional
business practices intersect with modern digital
imperatives (Abel & Marire & Papavassiliou,
2021). Shedding more light on this relationship
will contribute more to the digital divide literature
within the insurance sector while providing

actionable insights for international insurers
seeking to bridge technological gaps in such
a culturally diverse market as Vietnam (Fitch
Solution, 2020; McKinsey & Company, 2023).
2. Literature Review and Hypothesis
Development
2.1. Uncertainty Avoidance and the Digital
Divide in the International Insurance Firms
The insurance industry's digital divide
manifests through disparate access to and
adoption of digital technologies, particularly
when examined through Hofstede's cultural
dimensions (David & Bright & Anastasia
& Cortes, 2019).

(UA), which reflects societal tolerance for

Uncertainty Avoidance

ambiguity, appears to significantly influence
this technological gap (Boston Consulting
Group, 2024). Research suggests that insurance
sales agents in high UA cultures demonstrate
resistance to digital tool adoption, favoring
traditional methods they perceive as more
(Eckert & Osterrieder, 2020;
2018). While digital
transformation requires balancing innovation

predictable
Eling & Lehmann,

with cultural sensitivity (Vassilakopoulou &
Hustad, 2021), the relationship between UA and
digital resistance leads to our first hypothesis:

H]. Uncertainty Avoidance negatively
influences the digital divide among insurance
sales agents
2.2. Factors Constituted the Digital Divide in
the International Insurance Firms

This literature review explores five key
factors influencing the digital divide in insurance
firms: digital usage, digital accessibility, digital
affordability, society and government support,
and digital literacy. Based on these factors,
corresponding hypotheses are developed.

Digital Usage: Digital usage represents the
degree of digital technology implementation
within insurance operations. While enhanced
digital usage drives improvements in data
management and customer service (Venkatesh
et al, 2012; The economist, 2022), it
simultaneously creates performance disparities
among sales agents. Research demonstrates that
higher digital adoption correlates with improved
operational efficiency and customer satisfaction
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(Jan van Dijk, 2020), yet this advancement
widens the performance gap between digitally
less-adapted agents (The
International Insurance Society, 2024). This

proficient and
observation leads to our second hypothesis:
H?. Digital Usage positively influences the
digital divide among insurance sales agents.
Digital Accessibility: Digital accessibility
encompasses the ease of access to digital
technologies for insurance firms and their
agents (Jan van Dijk, 2020). Infrastructure
limitations, connectivity issues, and device
availability create significant disparities in
technological utilization (Wei & Zang, 2011).
While regions with robust digital infrastructure
demonstrate enhanced market performance
(Parasuraman & Colby, 2015), those with
limited accessibility, particularly in developing
markets, face substantial challenges in digital
tool adoption (Venkatesh et al., 2016). This
disparity in infrastructure access leads to our
third hypothesis:
H3. Digital
influences the digital divide among insurance

Accessibility  positively

sales agents.

Digital Affordability: Digital affordability
represents the economic capacity to access
and utilize digital technologies in insurance
operations (Asongu & Le Roux, 2017).
Research indicates that cost barriers create
significant disparities in technological adoption,
particularly affecting smaller firms (Wei &
Zhang, 2018). Studies demonstrate that firms
in high-income regions show greater digital
integration compared to those in low-income
areas (Molla & Licker, 2005; Asongu & Le
Roux, 2017), leading to varying levels of
operational efficiency among agents (Dutta and
Lanvin, 2023). This economic dimension of
digital access leads to our fourth hypothesis:

H4. Digital Affordability  positively
influences the digital divide among insurance
sales agents.

Society and Government Supports: Societal
and governmental support significantly shapes
the digital landscape within the insurance sector
(Molla & Licker, 2005). Research demonstrates
that proactive digital policies and institutional

frameworks facilitate higher digital adoption
rates in financial services (Asongu & Le Roux,
2017).
initiatives addressing infrastructure, financial

Studies highlight how government

support, and digital literacy correlate with
enhanced technological integration (Eling
& Lehmann, 2018; Selwyn, 2004; Chen &
Wellman, 2004),
environments accelerate digital transformation
(McAllister et al, 2015). This institutional
influence leads to the fifth hypothesis as follows:

while supportive social

H35. Support from society and government
positively influences the digital divide among
insurance sales agents.

Digital
encompasses

Digital
the competencies needed to

Literacy: literacy
effectively utilize digital technologies in
insurance operations (Jan van Dijk, 2020).
Research demonstrates that digitally literate
workforces better leverage technological tools
for service delivery (European Commission,
2022; Barzilai-Nahon, 2006), while varying
literacy levels create significant performance
disparities (Wei et al., 2011). Studies highlight
how digital literacy training enhances employee
capabilities (Barroso and Laborda, 2022) and
influences agents' adaptability to technological
changes (Parasuraman & Colby, 2015). This
variation in digital competency leads to our
sixth hypothesis:

Heé. Digital Literacy positively influences
the digital divide among insurance sales agents.
3. Conceptual Model and Measurement of
Constructs
3.1. Conceptual Model

The conceptual model of this research
is developed from a synthesis of the existing
literature concerning the factors influencing
the digital divide among sales agents of the
international insurance firms actively operating
in Hanoi. Specifically, the model is composed of
six factors. They are (1) Digital Usage; (2) Digital
Accessibility; (3) Digital Affordability; (4)
Society and government supports; and (5) Digital
Literacy and finally (6) Uncertainty Avoidance
which is one of the six cultural values (Hofstede,
2024; David et al, 2019). The conceptual model
is presented in Figure 1 below.
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Figure 1. Conceptual Model and Hypotheses for the Research
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Sources: Barzilai-Nahon (2006), Vandijk (2020) and author s synthesis

3.2. Measurement of the Constructs

The Uncertainty Avoidance (UA) dimension
quantifies societal risk tolerance (David et al.,
2019). High UA cultures demonstrate strong
insurance product demand due to risk aversion
(Barroso & Laborda, 2022). Vietnam's UA
score of 30/100 on Hofstede's scale supports
treating UA as a continuous variable in SEM
analysis, implemented through random number
generation and analyzed via SPSS 20 and
AMOS 18. The digital divide constructs were

operationalized through validated instruments
from extant literature (ITU, 2023; Wilson &
Thomas & Barraket, 2019; Bazilai-Nahon,
2006), employing S5-point Likert scales to
measure the multifaceted factors outlined in
Table 1. In this research, there were finally 19
factor items designed to capture the nature of
the constructs and one (01) item to measure
the perceived digital divide also designed on
5-point Likert scales. This index will serve as a
dependent variable in the model.

Table 1. Measurement of Comprehensive Digital Divide Factors

Factors Authors Factors Authors
Australian Digital Inclusion Index (2022); Dutta & Lam:'m (2023);
o Support from | The Economist (2022);
.. Bazilai-Nahon (2015). . L
Digital Usage ITU (2023); society and Telecommunications
b government of Trinidad & Tobago (2020);
The Economist (2022) .
European Commission (2022).
Australian Digital
i igi i : i 2022);
Digital Australian Digital Inclusion Index (2022); Digital Inclusion Index (2022);
Accessibili ITU (2023); Litera Roland Berger (2020);
% | Roland Berger (2022): ¥ ITU (2023);
(Helsper, etal., 2010).
Dieital Australian Digital Inclusion Index (2022); Australian Digital
A f%or dabili Roland Berger (2022); Inclusion Index (2022);
o The Economist (2022) Perceived Roland Berger (2022).
. Hofstede (2024): ngftal Bazdal-Naholn (2.015)'
Uncertainty . Divide Telecommunications
. David et al 2019; .
Avoidance Swi k et al (2003); of Trinidad & Tobago (2020);
wierczek el al LLTRIR Author’s synthesis (2024).
Sources: Author s synthesis, 2024
4. Methodology uncertainty avoidance and the digital divide

4.1. Sampling and Data Collection
This study employed a mixed-methods
approach to examine the relationship between

among insurance sales agents in Hanoi (David
et al., 2019). A multi-stage sampling technique
deemed suitable to be used for sample selection
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of sales agents from two leading insurance firms
in Hanoi: Prudential Vietnam and Cathay Life
(Fitch Solution, 2020). A questionnaire, adapted
from Western literature and culturally validated,
was administered to assess participants'
uncertainty avoidance, digital literacy, usage,
and perceptions of accessibility and affordability
(Hair et al., 2019). Semi-structured interviews
were also conducted to delve deeper into the
cultural, organizational, and individual factors
influencing the digital divide (Lu & Liang,
2024). This mixed-methods approach provided
a comprehensive understanding of the complex
interplay between uncertainty avoidance and
the various determinants of the digital divide
within the insurance sales context in Hanoi
(Laura & Mihai & Mihaela, 2020).
4.2. Data Processing and Statistical Analysis
Data collection yielded 350 initial
responses with 246

complete submissions representing a 70.3%

via Google Sheets,

response rate. The dataset was subjected
to preliminary processing in SPSS 20 for
missing value imputation and outlier treatment,
followed by advanced analysis using Structural
Equation Modeling (SEM) in the AMOS

18 software. In accordance withg Hair et
al. (2019), factor analysis was employed
to identify structural relationships among
variables and create parsimonious variable sets
for subsequent analysis. All items achieved
statistical significance at the 0.001 level on the
Kolmogorov-Smirnov normality test, satisfying
the fundamental assumptions for factor analysis
(Swierczek et al., 2003).
5. Results and Discussions
5.1. Descriptive Statistics

The description of survey respondents
is presented in Table 2. It shows that female
respondents account for 49.2% while male
respondents make up 50.8%. Those who were
in the 18-25 age bracket amounted to 56.9%
while respondents who were in the age of
26-34 years accounted for 20.3%. If taken
together, the percentage of survey respondents
from 18 up to 34 years old reaches 77.2%. The
surveyed respondents who were from 35 years
old and above took the remaining percentage
of 22.8%. These age cohorts were also in line
with the general tendency in international
insurance firms in Vietnam (McKinsey &
Company, 2023).

Table 2. Statistical Characteristics of Survey Respondents

Criteria N | Percent | Criteria N | Percent
Prudential Vietnam 143 58% | Female 121 49.2%
Cathay Life 103 42% | Male 125 50.8%

From 18-25 years old 140 56.9%
Below University 12 4.9% | From 26-34 years old 50 20.3%
University 202 82.1% | From 35-45 years old 34 13.8%
Post-graduate 32 13% | From and above 46 years old 22 9.0%
Total 246 100% | Total 246 100%

Sources: Synthesis from survey respondents in 2024

5.2. Exploratory Factor Analysis (EFA)

The Exploratory Factor Analysis results for
the five digital divide constructs (Table 3) revealed
significant factor loadings exceeding the 0.5
threshold. Loading magnitudes informed factor
labeling decisions, with higher loadings carrying
greater definitional weight (Hair et al., 2019).
Dimension reduction yielded Cronbach's Alpha

coefficients above 0.7 for all factors, meeting
reliability thresholds for exploratory research.
The Kaiser-Meyer-Olkin (KMO) measure of
sampling adequacy reached 0.89, indicating
appropriate factorial simplicity (Swierczek et
al., 2023). These loaded items' average scores
subsequently formed composite variables for
structural equation modeling analysis.
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Table 3. Results of the EFA for the Digital Divide Constructs

Loadings for factors
1 2 3 4 5

Item statements

1. I use digital devices & apps for long-hour wok | 0.88

2. As Sales agent, I rely heavily on digital 0.82
devices & apps to maintain operations '

3. T use technology devices and applications on 0.81
high frequency per day ’

4. My insurance firms have Computer, network, 0.66
software, website, chatbot for use '

5. In my insurance firm, sales agents are highly 0.85
educated for insurance profession '

6. Insurance sales agents generally can use 0.84
technology proficiently '

7. My firm regularly organizes professional 0.77
skills training sessions for staff '

8. My insurance firm regularly organizes 0.65
information training sessions for clients ’

9. My insurance firm has low fixed operating 0.82
digital assets '

10. My Insurance firm has a large and stable 077
source of income ’

11. My insurance firm has low variable digital 076
costs and always under control '

12. My firm has capital investment to improve 0.70
digital infrastructure and service ’

13. Updating digital infrastructure due to support 0.80
from government agencies ’

14. Updating digital infrastructure due to support 0.77
from government & society '

15. My firm receives financial support from 0.75
society & government '

16. Updating digital infrastructure due to 0.74
industry pressure, competitors '

17. My firm has new digital devices & 0.88
applications which are difficult to access '

18. Limited access to digital apps due to lack of 0.87
specialization and knowledge '

19. Limited access to digital devices or 0.80
technology due to lack of information '

Eigenvalues 4.7 2.8 1.9 1.8 1.6
Cumulative Explained Variance (%) 24.7% | 14.5% | 10% 9.8% 8.7%
Cronbach Alpha Reliability 0.83 0.84 0.80 0.78 0.79

Note: Loadings less than 0.5 are suppressed in Varimax rotation and not presented.
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5.3. Discussion of the Results

The Pearson correlation matrix reveals that
the Uncertainty Avoidance was not correlated
to the five digital divide factors at any level
of statistical significance. Therefore, the UA
variable can be specified as an independent
variable in the SEM path diagram without

affecting the goodness-of-fit of the model
(Hair et al, 2019). The correlations among all
of the other independent variables fall below
the value of 0.5 which is also acceptable
in the SEM analysis without any potential
violation of the collinearity (Hair et al., 2019;
Swierczek, 2003).

Table 4. Correlation matrix use in SEM analysis

Factor variables )] 2) 3) 4) ®)] (6) @)
(1).Digital Usage 1
(2).Digital Accessibility -0.04 1
(3).Digital Affordability 0.30** -0.09 1
(4).Digital Support 0.29%* -0.03 | 0.32%* 1
(5).Digital Literacy 0.17%* | -0.24%* | 0.24%* | 0.16* 1
(6).Uncertainty Avoidance 0.005| -0.048 | -0.067| 0.081 | -0.033 1
(7).Perceived Digital Divide | 0.35%* | -0.107 | 0.39%* | 0.62%* | 0.29** | -0.026 1
Mean 4.14 3.45 4.00 3.97 3.84 29.89 4.41
Standard Deviation 0.72 0.98 0.76 0.67| 0.773 0.80 0.81
Sources: Data processing and analysis with SPSS 20.0 and AMOS sofiware
Figure 2. Structural Equation Modelling (SEM) path diagram
0, 64
Model it
¥ = 100433
1 D= 1%
20 P leved = 0,000
RMSE =0.06
UNCERTAINTY AVOIDANCE s
« 08
i 250
0, 3%
Digital Divide
Regression Weights, Maximum Likelihood Estimates Estimate
Percenved Digital Divide - Usage 062
Perceived_Digital_Divide <--- Accessiiliry 074
Pexceived Digital Divide <--- Affordabifity 101
Pesceived_Digial_Divde <--- Suppost 611
Percenved Digtal Diade < Liberacy 067
Pesceived_Diginl Divide <-.. UNCERTAINTY AVOIDANCE  -055
Sources: Authors’ SEM path diagram analysis using AMOS 18.0
Testing of the proposed conceptual square error of approximation (RMSEA), as

model was analyzed with structural equation
modeling (SEMO using AMOS 18. The results
of the SEM analysis are provided in Figure
2. For this research, it is useful to report Chi-
square goodness of fit statistics to assess the
conceptual model. Additionally, the two other
commonly used indices are presented. They

are comparative fit index (CFI) and root mean

Chi-square indices tend to inflate with large
sample size (Hair et al, 2019).

Results of the SEM for the proposed
conceptual model indicated a good fit to
100.443 (degree of
freedom =15; N=246), p < 0.000; RMSEA=
0.06; CFI = 0.91. The uncertainty avoidance

the data, Chi-square =

(UAO was found to negatively influence the
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perceived digital divide (p=-0.055, p<0.05),
thus confirming the acceptance of H1; The
digital usage was significantly found to positively
influence the digital divide with = +0.062,
p<0.05, therefore the H2 was also accepted. The
digital accessibility was found to exert a negative
impact on the digital divide with f=-0.074, p<0.05,
thus, rejecting the H3.

For hypotheses on (H4; HS and H6) the digital
affordability (B= +0.101, p<0.05); supports from
society and government (f= +0.611, p<0.05); and
digital literacy (B= +0.067, p<0.05), all of them
were accepted. It is worth noticing that support
from society and government was found to be the
most influential on the digital divide as this factor
has the largest f= +0.611, p<0.05, followed by
the digital affordability and digital literacy. Out of
these five usage has the smallest impact on the
digital divide which should be a space for policy
makers to improve their works.

Results of the first hypothesis testing indicate
that uncertainty avoidance is negatively related
to the digital divide. This finding is consistent
with the past studies of Eckert & Osterrieder
(2020); Eling & Lehmann (2018). This aversion
to ambiguity and risk-taking can lead to slower
digital adoption, widening the divide between
tech-savvy and digitally resistant sales agents
(Thomas et al., 2023; David et al., 2019; Helsper
& Eynon, 2010).

Results of testing the second hypothesis
confirm the positive linkages between digital usage
and digital divide. This is because the diffusion
of innovations theory suggests that active digital
usage leads to greater perceived advantages,
compatibility, and skill development, driving
faster technology adoption. Empirical studies
have corroborated this relationship, demonstrating
that digitally engaged agents outperform their
less tech-savvy counterparts, exacerbating the
digital divide (Eling & Lehmann, 2018; Eckert &

Osterrieder, 2020). Furthermore, the COVID-19
pandemic has accelerated the insurance industry's
digital transformation, making digital competence
and usage an even more critical determinant of
sales performance and competitive advantage
(McKinsey & Company, 2023).

The rejection of the third hypothesis, which
posited that digital accessibility positively
influences the digital divide among insurance
sales agents, is surprising given existing literature.
Potential explanations include accessibility
improvements benefiting technologically lagging
firms more, thus reducing disparities, or enabling
less digitally capable insurance agents, thereby
widening skill gaps (The International Insurance
Society; 2024). Additionally, digital accessibility
may no longer be the primary constraint; factors
like digital literacy or organizational culture could
be more influential. Lastly, enhanced accessibility
may incentivize investment in advanced solutions,
increasing performance gaps among sales agents
(Abel & Marire & Papavassiliou, 2021; Eckert
& Osterrieder, 2020). Digital

encompassing physical access to technologies and

accessibility,

ease of use, is crucial for technology adoption (Lu
& Liang, 2024; Warschauer, 2003). Agents with
better access and user-friendly interfaces are more
likely to use digital tools effectively, while limited
accessibility can hinder engagement, perpetuating
the digital divide.
accessibility through affordability, availability, and

Therefore, improving
user-friendliness is essential to bridge the digital
divide within international insurance firms (Laura
& Mihai & Mihaela, 2020).

The results of testing the fourth hypothesis
which states that digital affordability positively
influences the digital divide among insurance
sales agents is supported by existing research
on technology adoption (Wilson & Thomas
& Barraket, 2019). When digital tools and

platforms are cost-prohibitive, it creates a
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barrier to access and usage, particularly for sales
agents in resource-constrained settings (Dutta
and Lanvin, 2023). Affordable and accessible
digital solutions can enable a wider range of
agents to leverage technology, reducing the
digital divide. Conversely, high costs of digital
technologies can exacerbate the divide, as
only tech-savvy and well-resourced agents can
afford to adopt these tools (Wilson & Thomas &
Barraket, 2019).). Ensuring digital affordability
is, therefore, a critical factor in promoting more
equitable technology adoption among insurance
sales teams (The International Insurance
Society, 2024).

Concerning the confirmation of H5 testing
in this research, this result is consistent with
the fact that societal and governmental support
positively influence the digital divide among
insurance sales agents is grounded in the theory of
institutional influences on technology adoption
(McKinsey & Company, 2023; Molla & Licker,
2005). External support, such as subsidies,
infrastructure development, and digital literacy
programs, can help overcome barriers to
technology access and usage, particularly for
underserved populations (Asongu & Le Roux,
2017). In the context of insurance sales, greater
societal and governmental support can enable
a wider range of agents to acquire digital skills
and resources, reducing the digital divide within
the industry (Vassilakopoulou & Hustad, 2023).
Conversely, the absence of such support can
perpetuate the gap between tech-savvy and
digitally disadvantaged sales agents.

Finally, the acceptance of the H6
hypothesis which postulates that digital literacy
positively influences the digital divide among
insurance sales agents is also supported by
established theories of technology acceptance
and diffusion (Eling & Lehmann, 2018).

Higher levels of digital skills, knowledge, and

competence enable sales agents to effectively
utilize digital tools and platforms, gaining a
competitive advantage over their less tech-
savvy counterparts (Venkatesh et al., 2013).
Conversely, low digital literacy creates a barrier
to technology adoption, widening the digital
divide within insurance firms (The International
Insurance Society, 2024). Improving digital
literacy through targeted training and skill
development programs can, therefore, help
bridge the gap between digitally proficient and
digitally disadvantaged sales agents (McKinsey
& Company, 2023).
6. Managerial Implications, Limitations and
Future Research

The findings of this research present
important managerial implications. The negative
influence of uncertainty avoidance on the digital
divide suggests that managers should focus on
reducing uncertainty and promoting a culture of
openness towards digital innovation (Hofstede,
2024). Implementing comprehensive digital
training programs that demystify digital tools
can help build confidence and reduce resistance
among sales agents (The International Insurance
2024). Furthermore,

influence of digital usage on the digital divide

Society, the positive
indicates that while increased use of digital tools
is essential, it must be coupled with structured
support to ensure meaningful engagement
and proficiency (Thomas et al., 2023; Jan van
Dijk, 2020). Despite the absence of a significant
relationship between digital accessibility and
the digital divide, managers should continue to
focus on the effective integration of digital tools
into daily operations to maximize their utility
(Warschauer, 2003; DiMaggio & Hargittai,
2001). The confirmation that digital affordability
divide

underscores the importance of providing cost-

positively influences the digital

effective digital solutions. Managers should
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seek affordable digital tools and negotiate better
pricing to ensure equitable access (Theinvestor,
2024; Selwyn, 2004). Leveraging societal and
governmental support is also crucial, as these
supports can provide valuable resources and
opportunities for digital literacy enhancement.
Participating in government-sponsored programs
and community initiatives can further reduce the
digital divide (Vassilakopoulou & Hustad, 2023;
Warschauer, 2003). Lastly, the positive influence
of digital literacy on the digital divide highlights
the need for ongoing skill development. Creating
a continuous learning environment with regular
updates on new digital trends can motivate
agents to improve their digital skills, thereby
fostering a more inclusive and effective digital
environment within the organization (Wei, &
Zhang, 2018; Helsper & Eynon, 2010).

This

limitations. First, the respondents were sales

research is subject to several
agents from only two international insurance
firms, which may limit the generalizability
of the findings. Second, the use of purposive
sampling and a small sample size could affect
the representativeness of the results. Third, the
study relied on the sales agents' perceptions of
factors influencing the digital divide (Thomas
et al.,2023) which may introduce subjective
bias. Fourth, the uncertainty avoidance index

was taken from Hofstede's study rather than
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