Pacific Business Review International
Volume 9 Issue 6, Dec. 2016

Consumer Perception Regarding Life Insurance Policies:

A Factor Analytical Approach

Sandeep chaudhary
Assistant professor

Lyallpur Khalsa college
Jalandhar

52

Abstract

Incurance componiec play on importont role in the welfore of humon
well-being by providing protection to millionc of people ogainct life
ricko cuch oo uncertoin deoth or occident. Even the life incuronce ic
focteot growing cervice aector in Indio after privaticotion ond increace
in FDI. Thuoit haobecome eaoential to otudy the buying pottern of the
life inourance policiec. The current ctudy exominecthe variouc foctore
that offect the conoumer perception towordslife inourence policy. Doto
wow collected with the help of atructured quectionnoire. The comple
conctituted of 100 recpondentc from Amritcor , Ludhiono ond
Chondigorh. The otaticticol technique uced for the omalycic ore
deccriptive ond foctor onolyoic. The main finding of the otudy reflected
thot there ore aix foctors i.e. cuctomiced and timely cerviceo, better
compony reputotion, effective cervice quality , cuctomer convenience,,
tongible benefitc ond healthy cuctomer client relotionchip that
influence the conoumer perception towardslife incuronce policy

Keywords: Conoumer Perception, Life Inouronce Policieg, Factoro.

Introduction

Humon life ic o moct preciouc accet ond life incuronce ic one of the
woyowhich provides finonciol protection to o percon ond hic fomily ot
the time of ony dicucter. Life incurance providesboth cufety aowell ac
protection to individuolo ond aloo booots covings among people.
Incuronce compomiec play on importont role in the welfore of humon
well-being by providing protection to millionc of people ogainct life
rickoouch acuncertain deoth or accident.

LIC icthe modt tructed ond populor brond in life incuronce, the morket
ohare of privote incurercore groduolly increacing with people truct. The
new privoate playercoffer mony new innovative productcand cerviceo.
They are increacing the oworeneos level among concumerc by ucing
innovative ond new techniquec of odverticement, introducing new
products, increocing penetrotion of life incuronce of concumers in
uninoured morkets. The competition among public ond privote playerc
hac helped to increace in variety of producto being offered from pure
rick baced to ULIP plone.

Cuctomerc ore the bock bone of life incuronce buciness. Every
compony triecto ottroct new cuctomerc ond retain exicting cuctomerc
in order to keep their profitc high. Thic helpoincurance componiecto
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maintoin o good competitive edge on itc competitorc. The
proper underctonding of conoumers, their needs ond
expectationchelp inouronce providercto bring betterment in
product acwell oo cerviceo offered. In comparicon with the
developed foreign countries, the Indion life incuronce
inductry hoo achieved only a little due of low cuctomer
owarenecs, high premiumg, delayed ond poor cuctomer
aerviceg, lack of auitoble producta.

In today'c competitive world, it becomec nececoory for life
inourerc to provide cuctomer outicfoction, opread more
oworeneco, otreco on need baced innovotive productc ond
affordoble price. Thic would help every individual to ovail
the benefitc of incuronce ond protect their livec agoinct
future ricke ond uncertointies. Eorlier life inouronce woo
uced aoa tool to protect the income of fomilieg, porticulorly
young fomilies in income coving phace, in the event of the
heod of houcehold'odeath. But now, life inouronce icuced for
mony other reacong, including wealth precervation ond tox
ooving. Whether on individuol needo to have life inouronce
or not, merely dependcon hicneed.

According to Financial analysts

Froncioco J. Colayco icthe omthor of the book “wealth within
your reach” ond “moking your money work”

“Your fomily dependc on your obility to generate income.
They will cuffer a ceriouc financiol lossif you are no longer
able to generate income for them. Therefore, it icimportont
to cover yourcelf with incurance. Incuronce icneeded only
when there icapoaaibility of unbearoble finoncial locs.”

Doavid King icthe outhor of “you con be rich”.

“A fund generally rongec from lifetime cecurity for you ond

your beneficioriesto immediote needoouch acthe education
expenaec of your children. A life incuronce plon givec
benefito to your fomily or onother beneficiory in cace of
untimely deoth.”

History oflife insurance

In India, incuronce hooadeep-rooted hictory. It iomentioned
in the writings of Monu (Monuomrithi ), Yognavolkya (
Dhormosoctra) ond Koutilyo (Arthacootra). The writingotolk
about the pooling of recourcecsthat could be re-dictributed in
timec of calamities cuch ac fire, floods, epidemico ond
fomine. Thic woo probably o ctorting point to modern day
inouronce. The earlier times have precerved the trocec of
inouronce in the form of morine trode loonc ond corrierd
controcta. The concept of Inocurance in India hoo evolved
from other countries, Englond in porticulor.

The life incuronce bucinecs otorted in Indic in1818 with the
ectoblichment of the Orientol Life Inouronce Compony in
Colcutto. Thic Compony however foiled in 1834 with
pocooge of time. In 1829, the Madrac Equitoble begon
troncocting life inouronce bucinecs in the Moadroc
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Precidency. There woo enoctment of the Britich Incuronce
Actin 1870 ond lact three decadecof the nineteenth century
oow the otorting of the Bomboay Mutuol (1871), Orientol
(1874) ond Empire of Indio (1897) in the Bombay
Recidency. Thic ero, however, wac ruled by foreign
inourence offices that did good buciness in India, nomely
Albert Life Acourance, Royal Inocuronce, Liverpool ond
London Globe Incuronce ond the Indion officechod to foce
hard competition from the foreign companiec.

In 1912 the firct Indion incuronce act waspacced which woo
re-enacted in 1938.In 1914,the mojor otep token wacthat the
Government of India ctorted publiching returncof Incuronce
Componiecin Indio. The Indion Life Acouronce Componiec
Act, 1912 woothe pioneer otatutory meooure to regulote life
buaineas. In 1928, the Indion Incuronce ComponiecAct woo
enocted to initiote the Government to collect ctoticticol
informotion obout both life and non-life incurance bucinecss
troncocted in Indio by Indion ond foreign inaurersincluding
provident incuronce cocieties. In 1938, in order to protect the
interect of the Inouring public, the eorlier legiclation woo
conoolidated ond omended by the Incuronce Act, 1938 with
comprehenaive provicionc for effective control over the
activities of inouronce componiesc. The incuronce
omendment oct of 1950 oboliched the concept of Principal
Agenciec. However, there woo increace in number of
incurance componiec ond the level of competition wooquite
high. There were aloo allegotions of unfair trade procticec
undertoken during that time period. Ac o recult the
Government of Indio decided to nationolize incuronce
bucinedo.

In 1956; 245 Indion ond foreign incurercond provident fund
oocietiec were token over by the centrol government ond
were notionoliced. Life Incuronce Compony waoo formed by
the Act of Parlioment called Life Corporotion of India oct
1956, with a copitol contribution of Ro 5 crorec from
government of Indio.

Need for life insurance

* In order to meet Family's Financial Requirements-
In cace you are the only percon in your fomily who icon
earning member, then the fomily'sc income will ceoce
when you ore no more. If ony mico hoppening occurg,
then with no otable cource of income, the otondord of
living of fomily memberowill foll ond they may not be
oble to meet even baoic needolike education. Therefore,
your life inourance policy will help your fomily during
auch timea.

*  For Loans and Expenses Repayment- You may have
token o loon or you moy have borrowed money from o
friend for otorting o bucineco. Alco, you might hove
aeverol other fomily regponaibilities. In oll thece cocesit
ic your opouce or children who will have to beor the
heavy burden of paying off the loon in your abcence.
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e Diverse Investment Options-You con olco uce your
life inouronce Policy oo o good inveatment tool. There
are variouckindcof incuronce policiesin which you con
park your curpluc fundo ond con eorn return either in
lump cum or ot regulor intervolo of time. For exomple,
retirement plong, child incuronce plong, whole life
inouronce plong Term life incuronce plonc etc. ore oll
good life incurance policiea.

e Illnesses and Accidents- Life inouronce policiec ore
alwayoavery good protection option aowell ogoinct the
finonciol precoure that you might foce during o ceriouc
illnesoor accident. It helpoyou to get treatment from the
beot hoopitalc without worrying obout the finonciol
burden. Ucuolly oll inocuronce policiec chould be
purchaced when you are young ond free of illneawa.

e For Tax Benefits- Life inouronce policiec ore on
excellent inctrument of cuving tox too. Under Section
80C of the IT Act, mony of the incuronce occhemec in
India including the life incuronce occhemeo offer tox
deductioncon Premium poymenta.

*  Draw Loans Against Insurance - Becidesuaing your
life incuronce Policy amount to repay your loonc ond
expences you con olco uce your Policy to drow o loon
ogoinat it. It could be uced oo o cecurity in the bonkc or
finonciol inctitution while taking loona.

* Retirement plon
 Term incuronce plon
* Group plonc

Need of the study

Inouronce componiesplay on importont role in the welfore of
humon well-being by providing protection to millionc of
people agoinat life rickoouch acuncertain death or accident.
Even the life incuronce ic facteot growing cervice cector in
India after privaticotion ond increace in FDI. Thuo it hoo
become eoocential to ctudy the buying pattern of the life
inouronce policiec.

Objectives

Objectivec provide the guide linec for which the receorch
work ic done. A otudy without on objective ic of no uce.
Recearch work ic done in order to get onowerc to certoin
quectiono nomed oo objectiveo of the ctudy. The objectivec
for which thicparticulor otudy iccorried out are acfollowing:

e To determine the aworeness level of conocumerc
regarding life incuronce policies ond the number of
conoumerawho have octuolly invected in life incuronce
policiea.

e To know the outicfoction level of conocumerc with
reopect to private ond public incurerac.
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» To examine the ottributec that conoumeroc prefer while
purchooing alife incurance policy.

Review of literature

e Schu et al.(2009);conducted o ourvey on 150
reopondentcto determine the ottributecaffecting buying
behaviour of conocumerc , investment pottern in life
inouronce cervices ond compore the differences in
conoumer perception of mole ond femole concumerc. In
their otudy they found that there 6 foctoro which offect
the buying behaviour while purchocing life incurance
policiesnamely conoumer loyalty, cervice quality, eace
of procedurec, outicfoction level, compony imoge ond
compony client relationchip. There ic no difference
between the perception of male ond femole preferencec.

e Monuel (2013); he conducted the otudy to underctond
the Conoumer Perception obout life incuronce policies
in Kottoyom City .For thic otudy the recearcher uced
exploratory recearch decign. Thic receorch wao
rearicted to the conoumerc of Kottoyom city. The
oomple which woo token woo of 50 regpondento
belonging to vorious oge groupc. The curvey woo
conducted to find out the ottributec which offect
decicion moking of concumercof life inouronce policiec
which are return on investment, compony reputotion,
premium outflow, cervice quality ond product quality.
The majority of recpondentsbelong to age group of 19-
28 yearc, male conoumerc capturec 74% of the morket,
dominont income group woc5001- 10000 ond LIC hod
the major otoke.

*  Yodov ond Tiwori(2012);The otudy orea ic limited to
Jobalpur dictrict, of Madhyo Pradech ond comple cize of
150 policyholders ic token ond the comple have been
celected through o atrotified ond purpocive compling
method. The otudy hoo been conducted to find out
foctoro influencing cuctomer inveotment decicion,
impoct of various demogrophic foctors, preferencec of
cuctomerc while toking the decicion, ond ronking of
factororegponaible for the celection life incuronce acon
inveatment option. The otudy wac conducted on 150
reopondents. in their otudy on foctorc offecting
cuctomer inveotment in life incuronce policiec ond
found thot age, gender, income level. Out of 150
ocumplec 54.6% of policy holderchave invected in LIC
followed by SBI life incurance amonget privote ployera.
The featuresthot policyholdercconaider while moking o
purchoce con be ronked acfollows: compony reputotion,
money bock guorontee, rick coverage, low premium ond
eaoy occeds to agents ac 1o, 2nd, 3rd, 4th ond 5th
reopectively. Thucit could be concluded that goodwill
of the compony ic the moct influencing foctor while
policy buying decicion. It woo found thot mojority of
reopondentc preferred money bock policy. While
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otudying the reacon for purchace of incuronce policy
woao moct (54.6%) of the regpondent's have opted for
LIC policiec becomoe of ocofety ond rect of the
reopondent'copted for privote playersfor higher returnc
.The otudy oarea ic limited to Jobolpur dictrict, of
Modhyo Pradech ond comple cize i6 150 policyholderc
of LIC ond different privote life inourerc have been
celected through o otrotified ond purpocive compling
method.

Kour ond Negi (2010); conducted their otudy in
Chondigorh ond by ucing foctor onalyoic they found
cuatomiced ond timely cervice, brond USP, conaiderate
employee, price immunity aomojor foctorcaffecting the
ootiofoction  of cuctomerc. They even found thot
moximum life covered under incuronce are of male thon
female ond ooticfoction level omong public ond private
cector incuronce componiecicoume.

M.Epctimchin (2011); conducted a.curvey in Nigerio to
find out foctorc enhoncing the purchocing of life
inourence ond found that compony loyolty icthe mojor
factor influencing purchocing decicion and compony
client relationchip oo the lact. Thece foctorc ore
beneficial to compony aowell acoconocumer.

Mohojon (2013); conducted o otudy on concumer
decicion moking processin life incuronce cerviceo ond
found thot there are 5 otogeo i.e. need recognition,
aeorch of alternative, evoluation of alternative, purchoce
decicion ond poot purchace evoluotion. Speciol
conaiderationo pertoining to incuronce inductry ore
perceived rick, rick ond ctondordicotion ond rick ond
information. She even formuloted certain ctoges to
improve cuctomer oworenecs obout benefitc of life
inouronce producto like focucing on marketing
techniques. Thuc che concluded that the concumer's
perception towardes Life Incurance Policies ic poaitive.
There ic o poaitive mind ceto developed for their
inveatment pattern, in incuronce policies. Still come
actiononeed to be for developing incuronce market.

Sondhu ond Bolo(2011);the comple woo token of 450
recpondents from different work places of 3 citieo
Jolondhor, Ludhiono ond Amritcor but out of 450
ocompleo 337 reopondente filled the quectionnaire in oll
aopecto. They conducted a.ctudy in three citiecof Punjob
to find out foctorcaffecting cervice quality of LIC. They
uced the foctor onolycic technique and concequently
found 7 foctorc compoaoed of proficiency, medio ond
precentations, phyacical ond ethical excellence, cervice
delivery procecss ond purpoce, cecurity ond dynomic
operation, credibility ond functionality. Along with
thece foctore monogeriol implication like performonce
of agentooloo affect cuctomer cutiofaction.
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Singh et ol. (2014); conducted a curvey in Delhi NCR
region to find out cervice quolity of life incuronce
componiec ond effect of demogrophic foctorc on
conoumer perception .they conducted the curvey on 139
reogpondents ond they found foactorc nomely oo
reoponaiveness ond acouronce foctor, convenience
factor, tongible foctor ond empothy foctors. They even
found that only age of reqpondent hacaignificont impact
on choice of inouronce product. Whereas voriouc
demogrophic foctorc cuch oo gender, educotion, ond
onnuol income did not have cignificont impoct on
choice of inouronce product.

Alinvi and Bobri (2007); the otudy woo opecifically
conducted on young conoumerc from 18-27 yeorc .in
their article tried to find onower to quection how could
inouronce compony enhonce their obility of conctont
chonges in cuctomer preference in on increacingly
competitive environment. In thic theory they found
income flow, oage, family oize ac oignificont
determinont, informotion obout product ond cervicec
oloo affect conoumer preference, optionc of productc
ond cerviceoi.e. cuctomer choice along with time ploy
importont role. Through thicotudy it wosconcluded thot
price ic a deciaive factor for young cuctomerc of
inouronce cervices. We aloo concluded that there exioto
unoworenecs among young people obout the cerviceo
provided by incuronce componiea, oo well oo afroid of
being fooled or tricked by telemorketerc reprecenting
inouronce componies. Thuc they demond more of
information. While internet io their primory cource of
aworeneco but they prefer perconal contocts too while
toking the decicion. However, it woo concluded that
moct reopondents chowed o tendency to change their
preferencec over their life-time, oo their life
circumctoncecwould change.

Ahmed,et ol (2007);the cecondary otudy wosconducted
baced on SERVQUAL MODEL in Bongladech ond
found thoat people tend to invest more in privote
inouronce componiec due to better quality of cerviceo.
Among private local ond foreign incuronce cliento
prefer foreign private inocuronce componiec due to
experiencec in operation ond wide orea coveroge.
Componiec muct invect on building their reputation in
order to reduce outflow of clienta. They even found thot
25% of recpondents have chocen their inocurence
compony with influence of culesperconnel.

Rojovardhon ond Johongir (2015); the cumple hosbeen
token from Nalgonda dictrict with 120 reopondentc. In
their orticle conducted o ocurvey on rurol morket of
Telongona to find out cocio demogrophic ond economic
varioblec that have impoct on decicion of conoumer
perception. They found thot gender ond moritol ctotuc
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have very low impact on perception. While educotion
ond income level have oignificont impoct. Middle
income group ore more engoged in incuronce cector.
Similorly on occupation aloo hoo cignificont impact on
inouronce. Moreover dtill inouronce icoeen actox coving
ond not on investment opportunity.

Join ondSaini (2012); in their article hachighlighted the
role of IRDA for life in incuronce inductry in Indio ond
hao concluded that cocial, cultural, political, perconal,
poychological ond demographic foctors influence the
conoumer behaviour. Thic otudy reveols thot the
demogrophical foctor hoo the major impact on the
purchacing decicion of conoumer. The leaderchip doec
not lie in getting the moximum number of policieccold
but in underctonding the demography of the cuctomer
ond torgeting them in their woy. Finolly, being they
conoidered the ouccess of incuronce marketing
dependont on underctonding the cociol ond cultural
needoofthe target population.

Singh (2014); conducted o comple curvey on 255
reopondentc of Uttar Pradech to enalyce life inouronce
conoumer behaviour. Main purpoce for which the ctudy
woo conducted wasto aooeasthe cocio-economic ctotuc
of regpondentc and to examine the impact of ototuc on
inouronce purchooing copocity. The otudy chowao thot
moximum people invect for the purpoce of tox rebatec
ond fomily cofety. He found thot mojor incuronce
productcbe child plon and pencion plon. He even found
that moximum people like to get incuronce product
directly from incuronce ogento followed by bankg,
finoncial inctitutions, ond brokers. It wao found that
government cervicemen of 26-45 yearcof oge buy more
inourence productc ond middle income group 100000-
300000 people buy more incuronce policiec.

Shomroo ond Vibhute (2013); conducted o curvey in
Kohlopur on 127 reopondentcto find out the preference
of cucstomerctowards incuronce policy, the coticfoction
level towords ULIP plon ond troditional plonc ond the
foctorc influencing the inveotment decicion. It wooc
found thot LIC to be major incuronce player ond
troditionol ploncbeing more preferred thon ULIP plong.
Maojority of holderc think incuronce to be purely
protection option followed by tox covingo ond pencion
ocheme. Maojority of holderc toke policiec from
finonciol odvicors ond bonka Invector opinion of
investment oloo depend upon cervice quality,
reputotion, truct worthineos ond future plonc of
compony.

Kumoar; the aurvey has been conducted by him on 200
recpondentc in Dehradun only. In hic curvey he found
that moximum invectors are youth ond there ic gender
biconess in inveotment pottern. Morried people ond

people reaiding in urbon oreac inveot more in LIC. He
even found thot moximum people opted for yeorly
payment plonc. Mojor portion of holderc belongo to
cervice cector ond averoage middle cloos people.
Moximum people invedted in LIC on bacic of brond
nome ond inveot more in money bock policiea.

e Venkoioh ond Sudhir (2013); conducted a.curvey to find
out the performonce of private incuronce playerc ond
took comple of 200 recpondents. They found that very
few regpondentcfeel private componiecto be better thon
public. The cervicecoffered by private componiecore oo
per expectotion of cuctomer ond they feel no rick in
inveating in private componiec. Recpondentowont more
policieowith tox benefitcomong private componiea.

Database and Research methodology

Recearch methodology help uc to know the recearch
methodo along the logic behind the methodo we uce in the
context of our recearch ctudy ond exploin why we are ucing o
porticulor method or technique.

Research design

It io the comprehenaive plon of the cequence of operationc
that o recearcher intendoto corry out to achieve the deaired
recearch objective. It ica plon of action to be carried out in
connection with o propoced recearch work. The precent
otudy needoto chalk out the conoumer perception regording
life inouronce policiea.

Sampling method

Convenience compling ic uced while celecting the comple
for the otudy. Acthe nome ouggedts iteelf when population
elemento are celected for inclucion in the comple baced on
the eace of acceas, it can be called convenience compling.

Data design

Doatadecign involvesdifferent acpectolike the noture of data
uced, doto collection methodo uced, dato cources ond toolo
uced for onalycicof dato.

Nature of data
Primory dotaiicuced to find the onowercto the objectivec.
Data collection

The tack of data collection begino after o recearch problem
hao been defined ond receorch decign/plon cholked out. In
thic particulor otudy primory doto hoo been collected from
100 respondentowhile keeping in mind the objectivecof the
otudy. The primory doto woo collected through o celf
adminictered quectionnaire thot contained quectionoreloting
to the objectivec of the otudy. The quedtionnoire contoinc
certoin quection regording oworenesslevel ond the ottributec
thot conoumerc concider while buying a life incuronce
policy.
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Sample size

In thioparticular ctudy o comple of 100 resgpondentcictoken
to opply the variousdtatictical toola.

Statistical tools used

The role of ctatictico in recearch ic to function ac o tool in
decigning receorch, onolycing itc doto ond drowing
conclusioncthere from ond moct recearch ctudiesrecult in o
large volume of row doto which muct be cuitably reduced co
that the come con be underctood. Thuo it ic clear thot the
ocience of ototictico connot be ignored by ony receorch
worker. The ctatictical toolouced in thicotudy ore Percentoge
Method ond Factor Analycicore uced.

Factor analysis

Foctor onolycic ic o generol nome denoting o cloaoo of
proceduresprimarily uced for data reduction. It icby for the
moat often uced multivariote technique of receorch ctudiec,
opecially pertoining to cocial ond behavioural ociencea. It ic
a technique opplicoble when there ic o oyoctematic
interdependence omong a cet of vorioblesond the recearcher
ic interected in finding out come common foctors out of
thoce varioblec.

But three vorioblec hoo been dropped due to low foctor
loadingo nomely omount of premium being chorged, it
provideceffective ond cuticfoctory cervicesto itocuctomerc
ond the perconal information of cuctomer muct not be
leoked.

Empirical results
Exploratory Factor analysis

The foctor onalycictechnique hacbeen uced in order to find
out thooe ottributes that affect the conoumer perception
regording life incurance policies. A quectionnaire hao been
prepared for thicpurpoce containing 20 vorieblesthat could
affect the decicion of a policy holder. Likert ccale hacbeen
uced that chowo a ceriec of attitudec toword each vorioble,
which are given numericol volueo ronging from Strongly
Agree to Strongly Dicogree. Ratingsore on S-point ccole (5 =
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Foctor onolycic ic o generol nome denoting o clooo of
procedurec primorily uced for dato reduction ond
oummorizotion. The bocic objective of Factor Analyacic ic
doto reduction or aimplification. It cummarizes the
information contoined in a lorge number of vorioblesinto o
omaller number of cummory meacurec. A technique thot
onalyces daoto. on o relatively lorge oet of variobles ond
producecaamaller cet of foctorowhich are uced to reprecent
the originol varioblec oo o omaller cet of factors; co that the
aet of factor capturecacmuch information ac pocoible from
the original cet of dato.

Reliability Test

Reliobility comeacto the forefront when varioblesdeveloped
from cummated ccales ore used oo predictor componentsin
objective modelo. Since cummoted ccolesare on accembly of
interrelated itemo decigned to meacure underlying
conatructg; it icvery importont to know whether the come cet
of itemo would depict the cume regponces if the cume
quections ore recact ond re-adminictered to the ocume
recpondent. Voriobles derived from teot inctrumentc ore
declared to be relioble only when they provide ctable ond
relioble regponcecover arepeated odminictration of the tect.

Cronboch'c alpha ic the moot common meoacure of internal
conaictency ("reliobility™). It iomoct commonly uced when
you have multiple Likert quectionc in a ourvey/
quectionnaire that form o ocole ond you wich to determine if
the ocole iorelioble.

Cronbach's alpha internal consistency:
a= 0.9Excellent

0.9>a2 0.8Good

0.8>0= 0.7Acceptable

0.7>a= 0.6Questionable

0.6>0= 0.5Poor

otrongly agree , 4= ogree , 3 = neutral , 2 = dicugree , | =  0-5> 0 Unocceptable
otrongly dicogree ).
Table no.11
Reliability Statistics
Cronbach's Alpha N of ltems

8 1

1 7

Since the value of cronbach alpha ic.816 which ic greater
thon .5 hence the dotaicrelioble for receorch purpoce.

KMO and Bartlett's Test

Kaicer-Meyer-Olkin  (KMO) meaocure of ocoumpling
odequocy: The Kaicer-Meyer-Olkin (KMO) meooure of
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ocumpling odequocy ic on index uced to exomine the
appropriateneds of foctor enolycic. High volues (between
0.6 and 1.0) indicote foctor onolycic ic oppropriote. Volueo
below 0.6 imply that foctor onalyciomay not be oppropriote.
Smoall volues of the KMO ctotictic indicote that the
correlationcbetween pairc of variobles connot be explained

57



Volume 9 Issue 6, Dec. 2016

by other voriobles ond thot foctor onolycic may not be
appropriote.
Bartlett's test of sphericity. Bortlett'ctect of ophericity ica

teot ototictic uced to exomine the hypothecic that the
varioblecore uncorreloted in the population. In other wordg,

the population correlation motrix icon identity motrix; each
varioble correlates perfectly with iteelf (r = 1) but hac no
correlation with the other voriobles(r=0). Ifthichypothecic
connot be rejected, then the opproprioteness of foctor
onalycicchould be quectioned.

Table no. 12

KMO and Bartlett's Test

72 3
Kaiser -Meyer -Olkin Measure of Sampling Adequacy
532.01 5
Approx. Chi - Square
Bartlett's Test of Sphericity
df 13 6
Sig .00 0

From the above given table we con conclude that the comple
icodequote aothe KMO value of the comple i6.723 which ic
between the preccribed limit i.e..6 to 1.0 ond Bortlett's Teot
of Sphericity value ic .000 it meono null hypothedic ic
rejected acareault the dataicoignificont. It impliecthat there
iorelation between the populationa.

Rotated factors

In rototing the foctorg, we would like each foctor to have
nonzero, or oignificant, loadingo or coefficientc for only

oome of the voriobles. Likewice, we would like each
varioble to have nonzero or cignificont loodingowith only o
few foctorg, if poooible with only one. The rototion iccolled
orthogonal rotation if the oxecore mointoined ot right onglec.
The moot commonly uced method for rotation icthe vorimox
procedure. Thicic on orthogonal method of rotation thot
minimizec the number of variobles with high loadings on o
foctor, thereby enhancing the interpretobility of the factora.
Orthogonal rotation recultc in factorc that are
uncorrelated.

Table No: 13

Rotated component matrix

m p o n e n t

2 3 4 5 6

The company must provide appropriate feedback to its customers

It must keep its customers updated with the latest information

Agents/company must show honesty in its services | . 6 1

Documentation work must be easy
Timely alerts must be given in case of policy being lapsed

The goodwill of company is important
Products being offered must be cost effective
Procedure of settlement of claim must be speedy
Grievance handling process must be effective
The behaviour of agents must be generous
The company must use updated technology

The service charges must be low
It must provide convenient working hours for customers

It provides tax benefit to its customers
Customer must find payment of premiums very easy

It provides risk coverage to customers

It must focus in building healthy customer relationship

8 3 1
6 2 1
521
8 5 9
57 9
5 45
7 9 4
7 2 9

8 3 8
6 0 6
8 0 8
59 9
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The above toble chowo the foctor loadingo of all the
ottributec which indicate the conoumerc perception obout
life inouromce policies. Factor loadingc ore oimple
correlationobetween the variobles ond the foctoro. It rongec

Pacific Business Review International

from -1 to 1. A foctor con then be interpreted in termoof the
varioblec thot load high on it. High loodingo provide better
interpretotion of foctor in which itliea.

Table no. 14

Rank | Factor Name (Variance Explained %) | EigenValue | Loading | Statements Included in the Factor
1 CUSTOMISED AND TIMELY SERVICES | 4 .77 2 | . 7 O 3 | Thecompany must provide appropriate feedback to its customers
. 6 1 9 | Agents/company must show honesty in its services
. 69 7 | Itmustkeep its customers updated with the latest information
.5 6 6 | Timely alerts must be given n case of policy being lapsed
. 6 0 0 | Documentation work must be easy
2 BETTER COMPANY REPUTATION | 1.727 | 0.8 3 1 | The goodwill of company is important
0.6 21 | Products being offered must be cost effective
0.521 | Procedure of settlement of claim must be speedy
3 EFFECTIVE SERVICE QUALITY | 1.490 |. 8 5 9 | Grievance handling process must be effective
. 5 4 5 | The company must use updated technology
. 5 7 9 | The behaviour of agents must be generous
4 CUSTOMER CONVENIENCE | 1.320 |. 7 2 9 | Itmustprovide convenient working hours for customers
. 7 9 4 | The service charges must be low
5 TANGIBLE BENEFITS [ 1.074 |. 8 3 8 | It provides tax benefit to its customers
. 6 0 6 | Customer must find payment of premiums very easy
6 HEALTHY CUSTOMER -CLIENT RELATION | 1. 054 |. 8 O 8 | It provides risk coverage to customer
. 5 9 9 | It must focus in building healthy cust

Factor 1-Customised and Timely services

In the obove table oll loodings of itemo in foctor 1 are
aignificontly high. Five voariobleowith poaitive loodingc are
extracted on foctor 1. The poaditive loadingo indicate thot
thece five varioblesco-vory with eoch other. The eigen volue
of thicfoctor ic4.772. Thicfoctor exhibitothot the cuctomerc
conoider providing oppropriate feedboack to itc
cuctomera(.703), Agentd’compony muct chow honecty in itc
ocervicea(.619), Cuctomerc updoted with the latect
informotion(.697), Timely alertc muct be given in cace of
policy being lopoed(.566), ond Documentoation work muct
be eacy(.600)ac importont ottributec which are importont
while chooaing life incurance policy. Keeping in view the
noture of the varioblec on thic foctor, it con be nomed oo
Cuctomiced ond Timely Servicea.

Factor 2- Better Company Reputation

In the obove toble oll loadings of itemo in foctor 2 ore
oignificontly high. Three varioblec with poaitive loadingo
are extracted on foctor 2. The poaitive loadingcindicote thot
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thece three variobles co-vary with each other. The eigen
value of thic foctor ic 1.727. Thio foctor exhibito thot the
cuctomerc conaider the goodwill of compony ic importont
(.831), Productobeing offered muct be coat effective (.621)
and Procedure of cettlement of cloim muct be opeedy (.521)
ac importent attributes which are importont while choocing
life inouronce policy. Keeping in view the noture of the
variobleson thic foctor, it con be named oo Better Compony
Reputation.

Factor 3- Effective Service Quality

In the obove toble oll loadings of itemo in factor 3 ore
oignificontly high. Three varioblec with poaitive loadingo
are extrocted on foctor 3. The poaitive loadingoindicate thot
thece three variobles co-vary with each other. The eigen
value of thic foctor ic 1.490. Thioc foctor exhibito that the
cuctomerc conaider Grievance hondling procecs muct be
effective(.859),The compony muct uce updated technology
(.545)and The behaviour of oagentc muct be
generoud(.579)ac importont ottributec which ore importont
while chooaing life incurance policy. Keeping in view the
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noture of the voriobleo on thic foctor, it con be nomed oo
Effective Service Quality.

Factor 4- Customer Convenience

In the obove toble all loadings of itemo in foctor 4 ore
aignificontly high. Two varioblecwith poaitive loodingc are
extracted on factor 4. The poditive loadingo indicate thot
thece two variablesco-vary with each other. The eigen volue
of thicfoctor i61.320. Thicfactor exhibitothot the cuctomerc
conoider It muct provide convenient working hourc for
cuatomera(.729) ond The cervice chargeomuct be low(.794)
oo importent attributec which ore importont while choocing
life incuronce policy. Keeping in view the nature of the
voriobles on thic foctor, it con be nomed oo cuctomer
convenience.

Factor 5- Tangible Benefits

In the obove toble all loadings of itemo in foctor 5 ore
aignificontly high. Two variobleowith poaitive loodingo ore
extracted on foctor 5. The poditive loadings indicote thot
thece two variablesco-vary with each other. The eigen volue
ofthicfoctor ic1.074. Thicfoctor exhibitothot the cuctomerc
conaider cuctomer muct find payment of premiumc very
eaoy (.606) ond it providectax benefit to itocuctomerc(.838)
ac importont ottributes which are importont while chooacing
life incuronce policy. Keeping in view the nature of the
varioblecon thicfoctor, it con be nomed acTongible Benefita.

Factor 6- Healthy Customer Client Relationship

In the obove toble oll loadings of itemo in foctor 6 ore
aignificontly high. Two variobleowith poaitive loodingc are
extracted on foctor 6. The poaitive loodingo indicate thot
thece two variablesco-vary with each other. The eigen volue
of thicfactor icl .054. Thicfactor exhibitothat the cuctomerc
conaider it provideoriok coveroge to cuctomerc(.808) and It
muct focucin building heolthy cuctomer relationchip (.599)
ac importent attributec which ore importont while choocing
life inouronce policy. Keeping in view the nature of the
varioblecon thicfactor, it con be nomed ochealthy cuctomer
client relationchip.

Conclusion

From poct two decadesit haobeen ceen thot cervice cector ic
the focteat growing cector in India ond ic projected to have
high growth in future. A major contributor in thicemerging
cervice cector ic the inouronce cector which ployc on
importont role in improving finonciol intermediotion,
creating liquidity ond mobilizing cuvingoin the country. LIC
hao mointained ito monopoly in incuronce cector from poot
mony yeorc but after the liberalicotion mony new incuronce
componiec have entered thic buciness. Majority of policy
holderc purchoce the incuronce policy for covings purpoce.
After conducting the whole ctudy it haobeen concluded that
100%regpondents are awore obout life inouronce policies
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ond mojority of reapondentcare cuticfied with the cervicesof
their regpective life inourerc. Of thoce who are not cuticfied
with the cervicesthe mojor reacon being the large omount of
premiumopoid.

The otudy hoo extrocted oix foctorc that offect the buying
decicion of o conoumer ore Cuctomiced ond Timely
Serviceo, Better Compony Reputation, Effective Service
Quuality, Cuctomer convenience, Tongible Benefitoc ond
Healthy Cuctomer Client Relationchip. In nutchell we could
ooy thot humon life ic o moat precious acet ond life
inauronce ic one of the woayc which providec finonciol
protection to o percon ond hic fomily ot the time of ony
uncertointy. After conducting the whole ctudy certain loop
holeshave been found thot need to be corrected to increace
the life incurance bucinecso. ULIP ploncare not very populor
omong the reopondents. People muat inveat more in thece
ploncto get the benefit of invectment olong with incuronce.
Even ofter the privoticotion the chare of private cector icvery
low thuc private cector chould try to win the truct of
inveatorc. They muct offer new ond innovotive productc to
build better cuctomer relotionchipa The omount of premium
being charged for inoured muct be kept low in order to
reduce the dioouticfoction of policy holdera. More female
memberc muct have life inouronce policies. There muct be
certoin policiesexcluaively for bucinecoman to tend to toke
more riok.

Limitations of the study

The above otudy hacbeen conducted on the bocicof primory
doto which hoo been collected through quedtionnaire. It ic
oubjectto certoin limitationcthat ore acfollowa:

e The obility ond unwillingneaoos of regpondent to enower
the quectiona.

e The cumple cize hasbeen redtricted to 100.

e The time of recearch wao limited due to which certoin
foctchaonot been touched.

e Theregpondent might have given biosed opinion.

e The area ond respondentc undertoken for receorch ore
very omoll thucrecultomay differ with chonge in comple
cize.
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