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Customer service is an integral a part of any organization it's necessary to spot the 

key success factors in terms of customer satisfaction. To develop and to sustain business 
any of the banks should have quality of customer service which will meet up cordial 
relation with the customer and lead to the satisfaction level of the client. within the 
analysis an attempt has done to satisfaction level of customer to bank in India . Banks 
give valuable services to the public and additionally to the trade. Not solely kind of 
services and profit area unit necessary, however at the same time the standard of services, 
the price of services and safety of public cash is additionally necessary. throughout the 
course of analysis plenty of issues of monetary nature and non financial nature, are 
emerged. This paper aims to analyse the customer service satisfaction between private 
and public sector banks.  
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INTRODUCTION 

Businesses are facing fierce and aggressive competition while operating in both a 
domestic and a global market. Most managers and marketers would of course agree that 
establishing long-term business relationship is essential for development and survival. 
According to Lewis the world has never been so interdependent. All trends points to co-
operation as a fundamental, growing force in business. Today marketing is not just 
developing, delivering and selling, it is moving towards developing and maintain 
mutually long-term relationship marketing”, which has attracted considerable interest 
both from marketing academics and practitioners. 

CO9NCEPT OF SERVICE QUALITY  

           Service quality to the collective effort of service performance which determines 
the degree of satisfaction of users of all the services. The degree of consumer satisfaction 
bears a direct relation with quality of service where good quality of service gives better 
consumer satisfaction and bad quality of service leads to dissatisfaction of the customers. 
In a monopoly situation, a customer has no choice but to accept the quality of service of 
whatever level of standard that the monopoly operator provides. 

Abstract 



Online International Interdisciplinary Research Journal, {Bi-Monthly}, ISSN 2249-9598, Volume-09, Feb 2019 Special Issue (02) 

 w w w . o i i r j . o r g                      I S S N  2 2 4 9- 9 5 9 8 Page 85 

           Service quality can be defined as the personal experience3 of the customer with 
the service provider. Service quality is playing an increasingly important role in the 
present environment where there is no further scope for companies to differentiate 
themselves other than the quality of the service provided by them. Delivering superior 
service quality than the competitors is the key for the success of any organization. But, 
the companies face difficulties in measuring the quality of service offered to the 
customers. Because unlike measuring the quality of goods, the measurement of the 
quality of services, viz., intangibility heterogeneity, and inseparability .Hence, the only 
way of measuring the quality service offe3red by the service provide is the measurement 
of the customer’s perception of the quality of service they are experiencing from their 
service providers. Academicians and researchers have proposed several approaches to 
service quality. Some of them are dimension of service quality, gap analysis, the design 
approaches and direct applications of quality know-how from goods to service. 

IMPORTANCE OF LIFE INSURANCE 

             Insurance is important for individuals and for society as a whole aside from the 
advantage of providing financial protection for individuals, families and business. Life 
insurance benefits the policy holders in many other ways. Indeed the policy holder can be 
considered a beneficiary under his or her own life. Saving through insurance is different 
from saving in other ways. Saving through bank or non-banking financial institutions 
does not cover the unexpected risks of future, but savings through insurance cover such 
unforeseen risks like premature death of permanent disability. Hence, the individual is 
more benefited through savings in insurance. 

            Life insurance policies and annuities are admirably adopted as accumulation 
devices and with careful selection, can be reasonable, long-term savings instruments. 
Certain selected polices accord life insurance values, special protection against t5he claim 
of the creditors of policy holders and beneficiers. Life insurance can constitute an 
excellent means of encouraging thrift for many persons. Life insurance may not be 
regarded as a producer of wealth, but definitely considered a mechanism for distributing 
funds from the fortunate few. In fact, life insurance can be an important force in the 
production of wealth; in fact, life insurance can be a important force in the production of 
wealth, in that it can relive the policy holder of worry and increase his or her efficiency. 
Constant worry can inhibit productivity. To the extent that concern about the financial 
consequences of loss of life, health causes an individual, uncertainty and worry, life 
insurance could help reduce this concern. 

          Insurance is a necessity in everybody’s life because the risk involved is twofold i.e 
premature death or living too long. For those who live too long and particularly when 
they reach an old age, they may not have earning capacity and be forced for a life of 
dependency on others. Instead, if they have planned for certain savings for their old age, 
such savings after a particular period can be converted into an annuity, which can be 
hedged against those risks like outliving his income. The life insurance company is able 
to liquidate both the capital sum and the interest there on in making these payments. 
Applying the law of large numbers to the probabilities of survivals instead of 
probabilities of death as in the case of insurance, the insurer can further discount the cost 
of providing an annuity and, at the same time, guarantee that the annuitant will not 
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outlive the payments. Besides the benefits realized be individuals, life insurance benefits 
the society as a whole. 

IMPORTANCE OF SERVICE QUALITY 

           Life insurance providers offer services that are credence product with very few 
cues to signal quality. It has been suggested that customers usually rely on extrinsic cues 
like brand image to ascertain and perceive service quality. This factor is especially true 
for a “pure” service such as insurance, which has minor tangible representations of its 
quality and is highly relational during most transactions. There is also a lack of price 
signal in the market due to specialized customer needs and difficulty in comparing prices, 
thus consumers cannot rely solely on price as an extrinsic cue to signal quality. The 
customer of life insurance purchase are often delayed, and thus do not allow immediate 
post-purchase valuation. As such, the consequences of a purchase do not produce an 
immediate reaction towards overall satisfaction. This situation is more apparent as the 
future benefits of the “product” its effects. Infrequent purchase and “usage” of such 
credence products by consumers would mean an inability or difficulty in forming service 
expectations due to limited understanding of and familiarity with the service.  

          At the same time, because of the amount of money that is typically invested in an 
insurance policy, customers seek long-term relationship with their insurance companies 
and respective agents in order to reduce risks and uncertainties. Pure services like 
insurance may therefore, conjure different expectations than that of service that include 
tangible products. An insurance policy is almost always sold by an agent who in 80% of 
the cases, is the customer’s only contact.  Customers are, therefore, likely to place a high 
value on their agent’s integrity and advise. The quality of the agent’s service and his/her 
relationship with the customer serves to either mitigate. Or aggravate the perceived risk 
in purchasing the life insurance product. Putting the customer first and, exhibiting trust 
and integrity have found to be essenti8al in selling insurance laments that high quality 
service is rare in the life insurance indu7stry but increasingly demanded by customers. 
Customer surveys by prudential have identified that customer want more responsive 
agents with better contact personalized communication from the insurer, accurate 
transactions, and quality solved problems. A different study by the National Association 
of Life  Underwriters found other important  factors such as financial stability of the 
company, reputations of the insurer, agent integrity and the quality of information and 
guidance from the insurer, agent integrity and the quality of information and guidance 
from the agent’s service performance is assessed. Research has shown that the quality of 
service and the achievement of customer satisfaction and loyalty are fundamental for the 
survival of insurers. The quality of after sales services, in particular, can lead to very 
positive results through customer loyalty, positive WOM, repetitive sales and cross-
selling. It is therefore not surprising that measurement of service quality has generated, 
and continues to generate, a lot of interest in the industry. Thus, the service quality 
requires examination in context of life insurance services. 

Statement of the Problem 

 The Indian insurance industry has moved into a more competitive 
arena with the arrival of private players in the market. Even though the Life Insurance 
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Corporation of India reigns supreme in terms of market share, private companies are 
gearing up to woo the consumer. Any new player entering the insurance business would 
try to differentiate its product offering, but it is the service delivery system which would 
become the key differentiator. One of the most curious aspects of insurance services is 
that customers expect quality and customization simultaneously. 

 In the globalization regime, insurance companies face a dynamic 
global business environment. Radical changes are taking place owing to the 
internationalization of activities, the appearance of new risks, new types of covers to 
match with new risk situations and unconventional and innovative ideas on customer 
service. The existing insurers are facing difficulties from non-traditional competitors that 
are entering the retail market with new approaches and through new channels. Quality of 
service is the main influencing factor in the market but in the insurance market, product 
attributes are the main factors that influence the success of insurance companies. The 
service of the life insurance policy effectively takes place when the promise has to be 
redeemed. The claim arises at that time and not when the policy is sold. A policy is taken 
by the policyholders not just to cover risk but also as a saving instrument. 

 Quality in customer service is critical to success in any liberalized 
environment. The primary focus of the insurance companies in the liberalized era is in 
delivering quality service. It is highly essential to bring about quality improvement in the 
services of the life insurance companies, as the customer’s tastes, preferences and 
requirements are ever changing. Quantifying service quality measurements will help the 
companies to direct their efforts towards service improvement. This involves an 
understanding of the customer expectations and perceptions of the services. 

 In India, insurance started with life insurance. It was in the early 19th 
century. In 1956, life insurance business was nationalized and LIC of India came into 
business and enjoyed monopoly till 1999 as private insurance companies started their 
operation in India. Private players captured a significant market share. But still the 
insurers had behaved, more as retail seller; target small investors, salaried people and 
others who wanted to satisfy individual’s future goal. The problem is even with 
introduction of private players, the insurance business has not become popular and 
private players have concentrated on the important cities only. Life insurance industry 
presents a product market relationship denominated by personalized selling. It is very 
challenging task and difficult to meet the expectation of customers in service sector. 
Service quality may differ between firms, i.e., one firm may offer better services than 
other one. For this purpose SERVQUAL is also useful instrument for gauging the service 
quality of insurance sector. Therefore, the researcher thinks that it is worth make a 
comparative study on the service quality of the public and private sectors life insurance 
companies in Thanjavur district.   

 The life insurance should be covered for a large section of Indian 
population and it should be a social security measures until the introduction of western 
model of social security scheme by the government of India. Since 1955 establishing Life 
Insurance Corporation of India as monopoly insurance business has not fulfilled the 
expectations of the government to popularize life insurance, and hence the Malhotra 
Committee strongly recommended the privatization of life insurance companies in joint 
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venture with business houses in India and they started doing business with effect from 
1.4.2000. the problem is even with introduction of private players, the insurance business 
has not become popular and private players have concentrated on the important cities 
only. Life insurance industry presents a product market relationship denominated by 
personalized selling. Therefore, the researcher thinks that it is worth to study the 
perception of the policyholders towards the service quality of the Life Insurance 
Corporation of India. The specific research questions are as under: What are the 
demographic characteristics of the respondents does the level of policyholder’s 
satisfaction in public and private sectors life insurance companies? How far the 
preferences of policyholders of the public and private sectors life insurance companies 
differ from each other? In this way the proposed study will provide recommendations to 
policymakers and practitioners to enhance policyholder’s satisfaction in terms of certain 
dimensions of service quality in the insurance industry. 

Objectives of the Study 

 The main objective of this study is to make a comparative analysis of 
the policyholder’s perception towards service quality of the public and private sectors life 
insurance companies in Thanjavur district. Besides, the study will have the following 
secondary objectives: 

1. To review the various life insurance plans and services of the 
public and private sectors life insurance companies in Thanjavur 
district. 

2. To study the perceived level of service quality of the policyholders 
of the public and private sectors life insurance companies in 
Thanjavur district. 

3. To suggest suitable measures to improve the service quality of the 
public and private sectors life insurance companies in Thanjavur 
district. 

Testing of Hypotheses 

 The study is will be based on the formulation of the following null 
hypotheses. 

 H01: There is no significant association in the satisfaction level of the 
policyholders belonging to different socio-economic profiles towards the services of the 
public and private sectors life insurance companies in Thanjavur district.  

 H02: There is no significant relationship among the acceptance level of 
the respondents belonging to different demographic profiles towards the perceived level 
of service quality in public and private sectors life insurance companies in Thanjavur 
district.  

 H03: Thewe will be no significant difference in the acceptance levels of 
the policyholders between the expected and perceived levels of the service quality in the 
public and private sectors life insurance companies in Thanjavur district. 
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Scope of the Study 

 The scope of the study is assessing the service quality of the  pu7blic 
and private sectors life insurance companies in Thanjaavur  district. Thus study will be 
restricted to public and private sectors life insurance companies. The most common 
dimension of the service namely, assurance, empathy, reliability responsiveness and 
tangibility only will be student in the proposed study.    

Sampling  design: 

 This study is confined to the policy holder of the public and private 
sectors life insurance companies in thanjavur district. In the proposed study, the sampling 
will involve two stages. In the first first stage,10 percent of the branches will be selected 
out of the public and private sectors llife insurance companies in thanjavur district. In the 
second stage, by adopting quota sampling, 50 respondents  will be selected from each  
branch. 

Tools for data  collection    

 This study is empirical in nature based on survey method. The first 
hand information this study will be collected from the divisional offices of the public and 
private sectors life insurance  companies in thanjavur district. As an essential part of the 
study, the primary data will be collected from around 700 policy holders. A pilot study 
will be conducted with 50 policy holders. In the light of the experience to be gained from 
the pilot study few changes will be incorporated in the revised questionnaire. 
Questionnaire method will be employed to collect primary data  from the  policy holders. 
The secondary data will be collected mainly from journals, reports, books, and records. 

Framework of Analysis 

 In order to study the perception of the policyholders towards service 
quality of the public and private sectors life insurance companies in Thanjavur district, 
various statistical tools such as chi square test, student t test, paired t test, analysis of one-
way variance, co-efficient of variation, multiple regression analysis and percentage 
analysis will be employed. To arrive at possible solutions, percentage analysis will also 
be employed in this study. 

Limitations of the Study 

 The proposed study is concerned with policyholder’s perception 
towards service quality of the public and private sectors life insurance companies in 
Thanjavur district, rather than how it is reported by their officials. The study will have the 
following limitations: 

1. In any study having the bearing n attitude, incomplete, and non 
responses to some questions could not   be avoided. However, the 
researcher will take maximum efforts to minimize such errors. 



Online International Interdisciplinary Research Journal, {Bi-Monthly}, ISSN 2249-9598, Volume-09, Feb 2019 Special Issue (02) 

 w w w . o i i r j . o r g                      I S S N  2 2 4 9- 9 5 9 8 Page 90 

2. The service quality is a vast subject consisting of a number of 
dimensions. The most common dimensions of the service quality 
namely, assurance, empathy, reliability, responsiveness, and 
tangibility only will be studied in this study. 

3. The study will have the limitation of time and resources, usually 
faced by the researcher. Only around 700 policyholders from a 
district will be selected and studied. Hence, the conclusion to be 
drawn is specific and cannot be generalized.  

CONCLUSION 

It may be concluded from the above analysis that both life insurer have procured rural 
business by offering life insurance however LIC of india has shown better result as 
compared. Private insurance LIC of India should more effectively private insurance focus 
on its boosting the no of polices issued. It need wide market localized way of promotion 
and distribution in the concerned market. 
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