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Abstract 

Entering the 21st century, the rapid development of Internet information technology has 
had a profound impact on all walks of life. It is in this context that Internet insurance 
came into being. It concludes insurance contracts with customers through mobile 
communication and Internet technology to provide insurance Related Services. Based on 
the concealment characteristics of the Internet, the fiduciary duty of Internet insurance 
has also received great attention from the society. Due to factors such as system design 
flaws and the insurer's profit-seeking nature, the insurer's "reminder and explanation 
obligation" often fails to perform properly, which not only affects the reputation of 
Internet insurance, but also reduces the expectations of policyholders. The research 
introduces the development status of my country's Internet insurance industry, analyzes 
the phenomenon that the policyholder's right to know cannot be fully guaranteed and 
the insurer's "reminder and explanation obligation" is not fulfilled in place, and puts 
forward the realization path of the long-term development of Internet insurance from 
the perspective of honesty and credit. , clarifies the principle of good faith of insurers, in 
order to provide reference for the sustainable development of Internet insurance. 
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1. The development status of China's Internet insurance industry 

1.1. China's Internet insurance and its development 

Internet insurance is an insurance marketing model that uses the computer Internet as a 
medium and is based on modern networks and related technical support for insurance sales, 
operation, and management. Behavior is very different. 

Since 2013, ZhongAn Insurance became the first licensed Internet insurance company in China, 
and this form of insurance has developed rapidly due to its high efficiency and low cost. 
According to statistics from the Insurance Association of China, "In 2020, China's Internet 
premium income was 290.875 billion yuan, a year-on-year increase of 7.88%, of which property 
insurance premium income was 79.785 billion yuan, a slight decrease, and personal insurance 
premium income was 211.08 billion yuan, a year-on-year increase of 211.08 billion yuan. A 
year-on-year increase of 13.6%” [1] . 

1.2. China's Internet insurance development has entered a depression  

The general audience may, based on their simple understanding of the current Internet, think 
that the insurance industry in the Internet industry will be in a good situation. However, based 
on the data in Figure 2 and Attached Table 1 (arranged according to the statistics on the official 
website of the Insurance Industry Association), it is difficult to strongly support our intuition 
that the development of Internet insurance is very good. From the above data analysis, we can 
conclude that the proportion of Internet insurance premiums in the entire industry in 2016 fell 
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by 1.77 percentage points in 2015. After that, it declined year by year. It only improved slightly 
in 2019, but until 2020 also fell short of 2016 levels, let alone surpassed the best 2015 in history. 
According to the Voice of Economy of China Central Radio and Television Station: my country's 
insurance industry will achieve a total of 4.53 trillion yuan in original premium income in 2020, 
and Internet insurance premiums will only be 290.87 billion yuan, a year-on-year increase of 
only 0.1%. Therefore, it is not difficult to conclude that at a time when Internet technology is so 
prosperous, even if "Internet +" is blooming everywhere, such a penetration rate is really 
unsatisfactory. Zhou Haoyue from the School of Insurance of Southwestern University of 
Finance and Economics pointed out that "this is a question raised by the insurance company's 
supervisory department and policyholders" [2] . Some scholars even regard this period since 
2016 as a bottleneck period for China's Internet insurance. 

2. In Internet insurance, the policyholder's right to know cannot be fully 
guaranteed 

2.1. Cases and inspiration  

Case: Gao Mou, male, 50 years old, junior high school education, farmer, on December 4, 2018, 
purchased Anxingbao version 3.0 endowment insurance from the APP of Pacific Insurance 
Company, and the insurance expired on December 4, 2048 24 When the insurance premium is 
paid on an annual basis (paid in 10 years), the insurance premium is 2388 yuan per year. On 
November 26, 2020, I purchased Anxiang Million Medical Insurance (with adjustable rates) 
from China Pacific Life Insurance Co., Ltd., and the insurance expires on December 4, 2035. The 
premium is paid annually (15-year payment). Clear), the insurance premium is 1399 yuan/year. 
In September of this year, he felt that he could no longer pay, and he felt that he had been 
deceived. It was only after the exchange that he realized that he did not understand his own 
insurance at all, nor did he know exactly what the insurance was. The electronic policy is so 
long, the so-called policy of Anxiang Millions Medical Insurance (with adjustable rates) is 60 
pages, with a total of 64 pages; In junior high school, he saw more than 60 pages, was dizzy and 
couldn't understand, and knew that he had to pay again now, and he didn't want to renew it. 
There are a lot of people like this around, and they don’t understand it very well. I just bought 
it after listening to the people around me. I don’t know what to do now. 

Regarding the "concealed worries" mentioned above, we have to ask why the development 
results of Internet insurance are completely different from our expectations . Through Gao's 
case, we will get some inspiration. It is not difficult to see that the reason why Gao did not want 
to insure any more is actually very simple, that is, the right to know has not been satisfied, and 
he has no good expectations for the two Internet insurance contracts. Once he can be satisfied, 
he will continue to fulfill the contract and pay premiums on time. 

2.2. A surge in complaints  

At the same time, another issue that cannot be ignored is that "In 2019, the China Banking and 
Insurance Regulatory Commission received a total of 19,900 complaints about Internet 
insurance consumption, a year-on-year increase of 88.59%, which was seven times the number 
of complaints in 2016, and became a major source of complaints. disaster area” [3] . 

As a result, our Internet insurance development has entered a "dilemma". On the one hand, our 
Internet insurance development has entered a depression; on the other hand, there are many 
problems in the operation of Internet insurance, the consumer experience is too poor, there are 
many complaints, and there are too many problems that need to be solved but have not been 
solved. If Internet insurance does not improve and does not want to get out of this 
"predicament", Internet insurance may make people fearful, and it will be difficult to achieve a 
breakthrough in performance. 
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2.3. The insurer has not fully fulfilled the obligation of "reminder" 

Analyzing the case, the reason why the insured does not want to apply for the insurance or 
renew the insurance is that he does not know what he wants to know, and he does not know 
how to know it through what channel, and the consultation cannot get effective feedback in 
time. Of course, this does not rule out the cultural factors of the policyholder, but this is a factor 
that the insurer must consider. The reason is not difficult to see. Internet insurance is operated 
based on the platform, and the dialogue between the platform and the people and between the 
people and the platform greatly hinders the fulfillment of the obligation of "reminder and 
explanation". What's more important is that the insurer, as a party to Internet insurance, has 
problems in the performance of the "reminder and explanation" obligation, which makes the 
insured question the honesty and credibility of the insurer, and greatly reduces the expectation 
of the insured. 

3. Only when insurers fully follow good faith can China's Internet 
insurance develop in the long run 

3.1. The inevitable constraints of the principle of good faith in the Civil Code 
and the Insurance Law 

Article 7, Chapter 1, Chapter 1 of the Civil Code of the People's Republic of China, which will 
come into effect on January 1, 2021: "Civil subjects engaged in civil activities shall follow the 
principle of good faith, uphold honesty, and abide by their commitments." [4] We Anyone with 
a little legal knowledge is clear: the principle of good faith has always been regarded as the 
highest guiding principle of modern civil law, known as "the supreme law". On the one hand, 
the two parties bound by the contract refer to the contract subjects, when engaging in contract 
activities, they must abide by their respective promises, pay attention to credit, exercise their 
rights in good faith, perform their obligations, and must not evade laws and contracts, and must 
not infringe on the other party or the contract. It is the principle of the interests of a third party 
and shall not harm the interests of society; on the other hand, it refers to the principle of 
maintaining the balance between the interests of the parties, the interests of the parties and the 
interests of society when applying the law to resolve disputes between the parties to the 
contract, rather than For the sake of one's own interests, the two sides are obviously out of 
balance. Some scholars believe that the special law is superior to the general law, so the 
insurance contract does not apply the civil law, but should be adjusted and bound by the 
"Insurance Law"[5]. Therefore, the inheritance application of the basic principles cannot be 
rejected. 

3.2. Only by following the principle of good faith can insurers better promote 
Internet insurance to get out of the predicament 

(1) The insurer and the insured in the Internet insurance have obvious strengths and 
weaknesses . From the point of view of the interests of insurance and the interests of the 
insured, they are contradictory to each other, and this contradiction is congenital. The insurer 
is the person who develops the rules of the insurance system, and also the person who 
formulates the rules of the insurance-related system. It is professional, specialized, and 
professional. It is a professional collective and a team with concentrated advantages. The 
trading platform on the Internet is also developed and established based on the requirements 
of the insurer. In the collection and processing of all information, the insurer has an obvious 
advantage. In the design of an insurance contract, even though there are many standard clauses, 
more clauses are pre-set by the insurer according to their own needs. From the above point of 
view, the insurer is the active and more persistent party relative to the insured, while the 
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insured is in a passive and weak position. For now, this difference in strength is difficult to 
balance for a while. 

(2) Requirements for protecting the legitimate rights and interests of consumers in the 
Measures for the Supervision of Internet Insurance Business . Article 1 of the Measures for the 
Supervision of Internet Insurance Businesses, which will take effect on February 1, 2021, states: 
"In order to regulate Internet insurance business, effectively prevent risks, protect the 
legitimate rights and interests of consumers, and improve the level of insurance industry 
serving the real economy and people's livelihood, These measures are formulated in 
accordance with the "Insurance Law of the People's Republic of China" and other laws and 
administrative regulations." [6] This clause clearly states that in order to protect the legitimate 
rights and interests of consumers, consumers are the policyholders. How to protect the 
legitimate rights and interests of consumers? Protecting the interests of the insured is a 
requirement that the insurer should actively think and take measures . Among them, following 
the principle of good faith is the most important one: giving policyholders more right to know, 
so that they can better fulfill their obligations of "reminders and instructions". 

(3) The insurer's full compliance with the principle of good faith is more far-reaching for the 
promotion of Internet insurance . At present, the relevant legal theoretical and practical circles 
have made a lot of discussions on the principle of good faith and good faith for insurers and 
policyholders, but more about the fulfillment of the obligation of "truthful disclosure" from the 
point of view of the policyholder, and less analysis of the insurer On the premise of ensuring 
that the policyholder has the right to know, the principle of good faith shall be followed, and the 
obligation of "reminder and explanation" shall be fulfilled. Under the current situation of 
Internet insurance development, insurers who fully follow the principle of good faith can better 
improve the current situation of the entire industry. As far as both parties to the insurance are 
concerned, the insurer has the integrity and priority. The insured is an individual, and this 
individuality reflects the disadvantage, and its adherence to the principle of good faith is late-
occurring and passive. Judging from the case, as long as the insured satisfies the right to know, 
there will be no problems such as surrender and abandonment of insurance. Therefore, at the 
moment when Internet insurance has entered the depression, Internet insurance must rely on 
the insurer to follow the principle of good faith in order to develop by leaps and bounds. It can 
also be said that even if the development of Internet insurance has not entered the depression, 
as an insurer in the constantly advancing insurance industry, it is also an obligation and 
responsibility to better implement the principle of honesty and trustworthiness, so as to 
facilitate the long-term development of the insurance industry and protect consumers. Legal 
rights and interests, improve the industry level, and provide better services for people's 
livelihood. 

4. Clarification of the application of the principle of good faith of the 
insurer 

4.1. Fulfilling the obligation of "reminder" is the main manifestation of the 
principle of good faith of the insurer 

Based on the major premise of the principle of good faith, based on the difference between the 
strength and weakness of the insurer and the policyholder, and based on the reality of the 
innate asymmetry between the two parties, the relevant laws require the insurer to undertake 
a mandatory obligation to explain. For example, in Article 39 of the "Contract Law of the 
People's Republic of China" and Article 17 of the "Insurance Law of the People's Republic of 
China", the two obligations are decomposed into "duty of explanation" and "duty of reminder" 
[7] . To fulfill the "reminder" obligation. If the insurer loses compliance with the principle of 
good faith when these two obligations are fulfilled, then the "reminder" will become empty 
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words, which will fundamentally fail to complete the insurance contract or render the contract 
invalid. 

4.2. Correct the excessive egoism of the insurer's "reminders" 

(1) The insurer sets prompt information that is not conducive to the full access of the insured . 
It is understandable that insurers pursue interests in insurance business activities, but in 
practice, insurers take advantage of their strong position to fully reduce their own 
compensation risks in actual business operations, in advance Insurance contracts have tried 
their best to add a number of so-called professional clauses. In the case listed above: a contract 
with 34 pages and a contract with 64 pages, this is just a small example in the Internet insurance 
business. The insurers list the relevant clauses more and more complex, and the general people 
cannot understand the deliberately over-specialized words. Therefore, many policyholders do 
not know much about the corresponding rights and obligations, which will naturally affect their 
maintenance of their legal rights. The essence of these insurance contracts that are too long or 
too professional is nothing more than harming the interests of the insured and exempting 
themselves from their responsibilities to the greatest extent, so as to achieve excessive self-
interest. 

(2) Insurers are setting more and more inquiry terms . In order to reduce the risk of 
compensation, Internet insurers will add as many inquiry clauses as possible when setting 
corresponding inquiry clauses in the pre-drawn standard clauses [7] . When the insurer side 
sets more terms, the higher the question and answer errors that the policyholder side may have. 
Once the policyholder initiates the payment, the insurer can initiate its own waiver procedure. 

(3) Falsification of the insurer's obligation to "remind and explain" . On the existing Internet 
platforms, because the exchange of relevant information depends on the platform, the insurer's 
obligation to "remind and explain" has largely evolved into the policyholder's obligation to read 
or request explanations. This has led to the inefficiency of the insurer's "reminder" obligation 
to perform. It should be pointed out that this obligation is a legal obligation, not a "right" that 
can be weakened at will. Therefore, the obligation to "remind and explain" should not be 
virtualized, transfer one's own responsibility, and infringe on the relevant rights and interests 
of the insured[8]. 

The root cause of all of the above is the excessive self-interest of the insurer. Excessively 
excluding one's own responsibility and aggravating the other's responsibility is essentially a 
destruction of the principle of good faith. 

4.3. Eliminate the over-complexity of the insurer's "reminders" 

Article 9 of Chapter 2 of the Measures for the Supervision of Internet Insurance Business clearly 
states that “priority should be given to choosing insurance products with simple forms, concise 
terms, clear responsibilities, and effective after-sales service, and fully consider the 
convenience of insurance” [6] . From the cases we listed, it can be seen that the 34-page and 64-
page contracts, not to mention how much "Mr. Gao" can understand, even a college student 
needs to study for a long time to understand most of the content. What's more, we still have so 
many rural populations. It can be said that what insurers have done, the insurance products 
displayed on our real Internet platform still have a long way to go from "simple form, concise 
terms, clear responsibilities, and convenience" . This year is the right time to formally 
implement the Measures for the Supervision of Internet Insurance Business[9]. 

On May 11, 2021, the State Council Information Office introduced the main data results of the 
seventh national census. The national population is 1,411.78 million, and the population living 
in rural areas is 50,978.8, accounting for 36.11%. The population aged 15-59 was 894.376 
million, accounting for 63.35%. It is not difficult to see from the above data that my country's 
rural population and farmers still account for a large proportion of the population, and the rural 
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young and middle-aged people are still the main force of the population, and it is well known 
that their education level is generally low. The urban insurance industry is developing well, but 
the rural insurance industry is developing poorly. The vast majority of the rural population "life 
insurance" relies on the "new rural social endowment insurance" and is organized, guided, and 
supported by the government, and relies on farmers to voluntarily pay insurance. , "New Rural 
Cooperative Medical Insurance" funded by three or more parties including individuals, 
collectives, and the government. The development of the rural market is the direction of the 
insurance industry. If the customer experience of Internet insurance is the same as Gao in the 
case, if they are faced with dozens of pages of instructions, where can there be a following, even 
if they sign it, complaints will be indispensable. Under such a development background, 
Internet insurance will only become weaker in the future. 

4.4. Strengthen the symmetry of information on the Internet insurance 
platform 

Policyholders and insurers have inherent asymmetry in the acquisition or analysis of 
information. For Internet insurance, the information exchange platform of this insurance 
business mode is the interaction between people and platforms and between people and 
systems. In fact, the policyholder is still a person in the real sense, while the insurer is out of 
the real "person" category most of the time[10]. It can be just a platform, just a window. This 
model further exacerbates the inconsistency of information between the two parties. symmetry. 
In addition, platform robots are now widely used, and these robots often answer questions 
beyond the point. It is often difficult for policyholders to get targeted answers and humane 
services. In this way, due to the use of the platform, the information asymmetry is intensified, 
and the risk of non-authenticity of information suddenly increases. How insurers can make 
information symmetrical, how to make services more personalized, speed up the construction 
of peer-to-peer information platforms, and promote the development of Internet insurance. To 
sum up, insurers follow the principle of good faith and how to fully fulfill the obligation of 
"reminders and explanations" to ensure that they not only comply with legal norms, protect 
consumers' rights and interests, but also benefit the long-term development of Internet 
insurance, which has become an unavoidable problem in this Internet format. 
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