International
International Journal
Journalofof
Financial
Financial
Management
Management
Research
Research
and Development
and
(IJFMRD), ISSN 2248– 9320
(Print) ISSN 2248
– 9339 (Online),
Volume
1, Number
Development
(IJFMRD),
ISSN 2248–
9320
(Print) 1, January - April (2011)
ISSN 2248 – 9339 (Online), Volume 1, Number 1
January - April (2011), pp. 36-60
© PRJ PUBLICATION
© PRJ Publication, http://www.prjpublication.com/IJFMRD.asp

IJFMRD

A STUDY ON CUSTOMER SATISFACTION OF LIFE INSURANCE POLICIES
WITH SPECIAL REFERENCE TO MAX NEW YORK LIFE INSURANCE,
CHENNAI
Arul Minash Rajkumar.P1, Research Scholar, Sathyabama University, Chennai 600 119
Dr.N.Kannan2, Supervisor, Sathyabama University, Chennai 600 119
Paminesh@gmail.com, kannu74@yahoo.co.in
ABSTRACT
Life insurance or life assurance is a contract between the policy owner and the insurer,
where the insurer agrees to pay a sum of money upon the occurrence of the policy
owner's death. In return, the policy owner (or policy payer) agrees to pay a stipulated
amount called a premium at regular intervals. From an investor's point of view, an
investment can play two roles - asset appreciation or asset protection. While most
financial instruments have the underlying benefit of asset appreciation, life insurance is
unique in that it gives the customer the reassurance of asset protection, along with a
strong element of asset appreciation. The core benefit of life insurance is that the
financial interests of one’s family remain protected from circumstances such as loss of
income due to critical illness or death of the policyholder. Simultaneously, insurance
products also have a strong inbuilt wealth creation proposition. The customer therefore
benefits on two counts and life insurance occupies a unique space in the landscape of
investment options available to a customer. Life insurance allows long term savings to be
made in a relatively painless manner because of the low and convenient investments
made through premiums. Moreover, it encourages 'forced thrift' which means the insured
is made to pay premiums and save money, which he/she may not do in the regular course
of life.
More investment options make your money work harder, but there are no substitutes to
the life insurance. Because only a life insurance gives you both – risk cover against your
life as well as returns on your money invested. Amongst the most known benefits of Life
Insurance is the savings on your income taxes. Most importantly it provides you with that
unique sense of security and peace of mind that no other form of investment provides. So,
a life insurance policy is an ideal tool to gain security and ensure savings. If you require
loans, say for building a house, it can be easily obtained against a life insurance policy.
Life insurance cannot be compared with any other form of investment as life insurance
gives you a life long benefit and returns on your money when it is most required.
Insurance premiums are linked to age of the life insured and the earlier you buy, the
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lower are the premium requirements. Besides, the money stays invested for a longer time
and thereby maximizing your returns through the power of rupee compounding. This
study mainly deals with customer satisfaction of life insurance policies with special
reference to max New York life insurance, chennai.
Key words: Life Insurance, Customer Satisfaction, Investment, Insurance Policy
ABOUT LIFE INSURANCE
Insurance is the study of risk financing through risk pooling. In a dynamic economy like
the one we have in Hong Kong, a myriad of things can go wrong everyday with our life,
our health, our home, our car, and our business. The use of insurance to reduce the
adverse financial impact in case of a loss has become an important element of financial
planning in our society.
Risk management, as a building block of financial planning, seeks to identify the risks a
person or a business faces and evaluating their financial impacts in case of occurrence.
Once the relevant risks have been identified, the risk manager must determine the need
for insurance based on his financial goal and assess the various risk handling tools
available to him in order to select the one that can best serve his financial goal.
In order to make a sound risk management decision, the risk manager must have a
thorough understanding of the designs and functions of various insurance products
available for loss reduction and the new products and future trends of development in
insurance.
Life insurance is unique among financial instruments. It is one of, if not the only financial
instrument that is based on caring and love. Even though there can be personal
advantages to having life insurance, the real impetus is love for those one cares most
about – to make sure they are taken care of. So, applaud yourself for taking the time to
learn about this subject (and please follow up with action whether through us or the
organization of your choice.)
Interestingly, while one is taking care of the financial needs and wants of a spouse or the
next generations, life insurance can also develop and build one’s personal financial goals
while living. For example, because you have sufficient life insurance, you might be able
to use more of your assets to enjoy life in retirement. Why is that? Because if you know
you have sufficient life insurance you won’t feel that you are lowering the inheritance by
spending some of your principal. You may actually “pay down principal” to some degree
to yourself, especially if you have lifetime permanent life insurance as a backup.
There are various types of life insurance but they all have some common attributes. You
pay an insurance company what are called premiums. At your death, the life insurance
company pays an amount to the people you named in your policy, called beneficiaries.
Also it’s interesting that if you named a beneficiary (ies) they’d receive the insurance
amount free of income tax.
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Some types of life insurance have cash benefits available while you’re living. In these
types, a portion of your premium goes into a cash reserve and builds on a tax deferred
basis. You can access this money, called cash value. Some people use it to help education
costs, enhance retirement cash flow or for any reason. Two of the most common types of
“permanent life insurance” are called whole life insurance and universal life insurance.
METHODOLOGY
Relevant literatures relating to the insurance policy were to be collected and the study
will be based on data collected through questionnaire. The collected data will be
subjected to statistical analysis to draw inferences and make suitable conclusions. The
samples will be random samples taken from the city of Chennai. This study is to find out
the performance of MaxNewYork Life Insurance Company and to find out the level of
satisfaction of various life insurance policies offered by Max New York Life insurance
company.
For research purpose the researcher may analyze various areas of vital information
 To find out Where the MaxNewYork Life Insurance stands against the major
counter parts like ICICI, SBI, HDFC, AVIVA and LIC.
 To find the satisfaction level of customer with regard to the company.
 Reasons for referring particular insurance company
 Awareness of the company.
 To find most attractive advertisement of an insurance company from customer
point of view.
SCOPE OF THE STUDY
This project is undertaken with the purpose to take a survey in the market, various
insurance policy holder with the special reference to MaxNewYork Life Insurance with
an aim to analysis what the customer has in mind for taking a particular insurance policy
for a reason from a particular company, influencing factors to take insurance policies,
awareness of various promotional packages, policies offered by the insurance companies,
evaluation of various services of offered by the company as well as the agent.
OBJECTIVES OF THE STUDY
 To find the level of customer satisfaction of various life insurance policies offered
by Max New York Life insurance.
 To find out the socio economic profile of the Insurance Investors
 To identify the customer preference towards life insurance policies of
MaxNewYork Life Insurance.
 To analyze the strength and weakness of the life insurance policies of
MaxNewYork Life Insurance.
 To study the various factors that influences the customer to choose life insurance
policy.
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Tools used for analysis
For this research study the following statistical tools are used to find out the results of the
study
1. Simple percentage analysis
2. Chi-Square Test Analysis
3. Spearman’s Rank correlation
4. Yule’s coefficient of association
LIMITATIONS OF THE STUDY
There are certain limitations, which are common to all research studies in social sciences.
The limitations of this study are given below.
1. The respondents of the study have been selected only from the city of Chennai
due to time and cost considerations.
2. The study has been undertaken at a particular point of time when the respondents
had a set of beliefs, preference and attitudes, which are not static variables.
3. The numbers of respondents were restricted to 230 due to time factor.
BRIEF HISTORY OF INSURANCE
The story of insurance is probably as old as the story of mankind. The same instinct that
prompts modern businessmen today to secure themselves against loss and disaster existed
in primitive men also. They too sought to avert the evil consequences of fire and flood
and loss of life and were willing to make some sort of sacrifice in order to achieve
security. Though the concept of insurance is largely a development of the recent past,
particularly after the industrial era – past few centuries – yet its beginnings date back
almost 6000 years.
Life Insurance in its modern form came to India from England in the year 1818. Oriental
Life Insurance Company started by Europeans in Calcutta was the first life insurance
company on Indian Soil. All the insurance companies established during that period were
brought up with the purpose of looking after the needs of European community and
Indian natives were not being insured by these companies. However, later with the efforts
of eminent people like Babu Muttylal Seal, the foreign life insurance companies started
insuring Indian lives. But Indian lives were being treated as sub-standard lives and heavy
extra premiums were being charged on them. Bombay Mutual Life Assurance Society
heralded the birth of first Indian life insurance company in the year 1870, and covered
Indian lives at normal rates. Starting as Indian enterprise with highly patriotic motives,
insurance companies came into existence to carry the message of insurance and social
security through insurance to various sectors of society. Bharat Insurance Company
(1896) was also one of such companies inspired by nationalism. The Swadeshi movement
of 1905-1907 gave rise to more insurance companies. The United India in Madras,
National Indian and National Insurance in Calcutta and the Co-operative Assurance at
Lahore were established in 1906. In 1907, Hindustan Co-operative Insurance Company
took its birth in one of the rooms of the Jorasanko, house of the great poet Rabindranath
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Tagore, in Calcutta. The Indian Mercantile, General Assurance and Swadeshi Life (later
Bombay Life) were some of the companies established during the same period. Prior to
1912 India had no legislation to regulate insurance business. In the year 1912, the Life
Insurance Companies Act, and the Provident Fund Act were passed. The Life Insurance
Companies Act, 1912 made it necessary that the premium rate tables and periodical
valuations of companies should be certified by an actuary. But the Act discriminated
between foreign and Indian companies on many accounts, putting the Indian companies
at a disadvantage.
The first two decades of the twentieth century saw lot of growth in insurance business.
From 44 companies with total business-in-force as Rs.22.44 crore, it rose to 176
companies with total business-in-force as Rs.298 crore in 1938. During the mushrooming
of insurance companies many financially unsound concerns were also floated which
failed miserably. The Insurance Act 1938 was the first legislation governing not only life
insurance but also non-life insurance to provide strict state control over insurance
business. The demand for nationalization of life insurance industry was made repeatedly
in the past but it gathered momentum in 1944 when a bill to amend the Life Insurance
Act 1938 was introduced in the Legislative Assembly. However, it was much later on the
19th of January, 1956, that life insurance in India was nationalized. About 154 Indian
insurance companies, 16 non-Indian companies and 75 provident were operating in India
at the time of nationalization. Nationalization was accomplished in two stages; initially
the management of the companies was taken over by means of an Ordinance, and later,
the ownership too by means of a comprehensive bill. The Parliament of India passed the
Life Insurance Corporation Act on the 19th of June 1956, and the Life Insurance
Corporation of India was created on 1st September, 1956, with the objective of spreading
life insurance much more widely and in particular to the rural areas with a view to reach
all insurable persons in the country, providing them adequate financial cover at a
reasonable cost.
LIC had 5 zonal offices, 33 divisional offices and 212 branch offices, apart from its
corporate office in the year 1956. Since life insurance contracts are long term contracts
and during the currency of the policy it requires a variety of services need was felt in the
later years to expand the operations and place a branch office at each district headquarter.
Re-organization of LIC took place and large numbers of new branch offices were opened.
As a result of re-organization servicing functions were transferred to the branches, and
branches were made accounting units. It worked wonders with the performance of the
corporation. It may be seen that from about 200.00 crores of New Business in 1957 the
corporation crossed 1000.00 crores only in the year 1969-70, and it took another 10 years
for LIC to cross 2000.00 crore mark of new business. But with re-organization happening
in the early eighties, by 1985-86 LIC had already crossed 7000.00 crore Sum Assured on
new policies.
Today LIC functions with 2048 fully computerized branch offices, 100 divisional offices,
7 zonal offices and the corporate office. LIC’s Wide Area Network covers 100 divisional
offices and connects all the branches through a Metro Area Network. LIC has tied up
with some Banks and Service providers to offer on-line premium collection facility in
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selected cities. LIC’s ECS and ATM premium payment facility is an addition to customer
convenience. Apart from on-line Kiosks and IVRS, Info Centres have been
commissioned at Mumbai, Ahmedabad, Bangalore, Chennai, Hyderabad, Kolkata, New
Delhi, Pune and many other cities. With a vision of providing easy access to its
policyholders, LIC has launched its SATELLITE SAMPARK offices. The satellite
offices are smaller, leaner and closer to the customer. The digitalized records of the
satellite offices will facilitate anywhere servicing and many other conveniences in the
future.
LIC continues to be the dominant life insurer even in the liberalized scenario of Indian
insurance and is moving fast on a new growth trajectory surpassing its own past records.
LIC has issued over one crore policies during the current year. It has crossed the
milestone of issuing 1,01,32,955 new policies by 15th Oct, 2005, posting a healthy
growth rate of 16.67% over the corresponding period of the previous year.
From then to now, LIC has crossed many milestones and has set unprecedented
performance records in various aspects of life insurance business. The same motives
which inspired our forefathers to bring insurance into existence in this country inspire us
at LIC to take this message of protection to light the lamps of security in as many homes
as possible and to help the people in providing security to their families.
REVIEW OF LITERATURE
CONCEPT OF INSURANCE
On the one hand, human life is subject to various risks—risk of death or disability due to
natural or accidental causes. Humans are also prone to diseases, the treatment of which
may involve huge expenditure. On the other hand, property owned by man is exposed to
various hazards, natural and man-made.
When human life is lost or a person is disabled permanently or temporarily, there is a loss
of income to the household. The family is put to hardship. Sometimes survival itself is at
stake for the dependants.
When it comes to property, loss or damage to property results in either whole or partial
loss in income to the person or entity.
Risk has the element of unpredictability. Death/disability or loss damage could occur at
anytime. Losses can be mitigated through insurance. Insurance is a commodity which
offers protection against various contingencies.
Insurance products available for life and non-life are many. In non-life, apart from
personal covers such as accident covers and health insurance, there are products covering
liabilities under a particular law and or common law. The various products are designed
to cater to different needs of an individual or industry such as fire insurance policy on
multi-storied building, householder’s policy.
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An insurance contract promises to make goods to the insured a certain sum in
consideration for a payment in the form of premium from the insured.
Human life cannot be valued. Hence the sum assured (or the amount guaranteed to be
paid in the event of a loss) is by way of a ‘benefit’ in the case of life insurance. Life
insurance products provide a definite amount of money to the dependants of the insured
in case the life insured dies during his active income earning period or becomes disabled
on account of an accident causing reduction/complete loss in his income earnings. An
individual can also protect his old age when he ceases to earn and has no other means of
income by purchasing an annuity product.
A personal Accident cover is also for protection. In the event of death or disability,
permanent or temporary, of the insured, it provides for compensation which is either the
whole or a percentage of the Capital Sum Insured depending on the kind of loss.
In the case of Health Insurance, the policy seeks to cover expenses towards of treatment
of diseases and or injury up to the Sum Insured opted for by the insured.
In respect of insurance relating to property, there are many products available. Property
may be covered against fire and perils of nature including flood, earthquake etc.
Machinery may be insured for breakdown. Goods in transit can be insured under a
marine cargo insurance cover. Insurance covers are also available for ships and other
vessels. A motor insurance policy covers third party damage as well as damage to the
vehicle.
Insurance or property is based on the principle of indemnity. The idea is to bring the
insured to the same financial position as he/she was before the loss occurred. If
safeguards the investment in the property. Where there is no insurance, losses can mar a
project or an industry. General Insurance offers stability to the economy and to the
society.
Insurance offers security and so peace of mind to the individual. The concept of
insurance is that the losses of a few are made good by contribution from many. The
concept of insurance is that the losses of a few are made goods by contribution from
many. It is based on the law of large numbers. It stemmed from the need of man to find
a solution for mitigation of losses. It also reflects the nature of man to find a solution
collectively.
It is important for all to understand the various products that life and general insurance
companies offer before they make a choice as to the product they want to buy.
As per regulations, insures have to give the various features of the products at the point of
sale. The insured should also go through the various terms and conditions of the products
and understand what they have bought and met their insurance needs. They ought to
understand the claim procedures so that they know what to do in the event of a loss.
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TYPES OF LIFE INSURANCE
There are two major types of life insurance—term and whole life. Whole life is
sometimes called permanent life insurance, and it encompasses several subcategories,
including traditional whole life, universal life, variable life and variable universal life. In
2003, about 6.4 million individual life insurance policies bought were term and about 7.1
million were whole life.
Life insurance products for groups are different from life insurance sold to individuals.
The information below focuses on life insurance sold to individuals
Term insurance is designed to meet temporary needs. It provides protection for a specific
period of time (the "term") and generally pays a benefit only if you die during the term. If
you have a temporary protection need, Term Life Insurance may be appropriate. Term
life insurance provides death benefit protection for a specified period of time (You might
buy a 10-year term policy, or a 15 yr policy or a maximum of 20 yrs).
If you're looking for coverage for a short period of time, term life makes sense.
This type of insurance often makes sense when you have a need for coverage that will
disappear at a specific point in time.
If you expect to need life insurance for a longer duration, even for your lifetime,
then you should consider Permanent Life Insurance. OR If you are interested in using the
policy as a form of savings, consider a permanent life insurance policy.
As long as you pay the premiums, and no loans, withdrawals or surrenders are taken, the
full face amount will be paid. Because it is designed to last a lifetime,
permanent life insurance accumulates cash value and is priced for you to keep over a long
period of time.
ANALYSIS AND INTERPRETATION
Table No: 1 NUMBER OF RESPONDENTS WHO HAVE TAKEN LIFE INSURANCE AS PER
AGE

Age Group
21-30
31-40
41-50
51-60

No. Of Respondents
39
29
99
43

Percentage
18.57
13.81
47.14
20.48

210

100

Total
Source: Primary Data/ Questionnaire
Inference:

From the above table it is inferred that most of the Life Insurance Policy Holders say
47.14% are in the age group 41-50, and 20.48% of the respondents are falls in the age
group of 51-60 which shows elder people give preference to Life Insurance. 18.57% of
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the respondents are in the age group of 21- 30 and only 13.81 % of the respondents are in
the age group of 31 to 40, it shows that the interest in investing insurance is less for the
youngsters.
Table No: 2
GENDER

NUMBER OF RESPONDENTS WHO HAVE TAKEN LIFE INSURANCE AS PER

Gender

No. Of Respondents

Percentage

Male

84

40.00

Female

126

60.00

210

100

Total
Source: Primary Data/Questionnaire
Inference:

From the above table it is inferred that 40% of the respondents are Male and 60% of the
respondents are Female, which shows female are interested to invest in life insurance
more than male.
TABLE NO: 3 NUMBER OF RESPONDENTS WHO HAVE TAKEN INSURANCE AS PER
EDUCATIONAL QUALIFICATION

Educational
No. Of Respondents
Percentage
qualification
School Level
27
12.86
Graduate
143
68.10
Post Graduate
29
13.81
Professional
11
5.24
Total
210
100
Inference:
From the above table it is inferred that 68.10% of the respondent’s are graduates which
shows graduates are more interested in investing in life insurance. 13.81% of the people
fall in post graduate group and 12.86% of the respondents are in school level which
shows their less interest in insurance investments. 5.24% of the people belong to
professional group, which shows their less interest in life insurance investments.
TABLE NO: 4 NUMBER OF RESPONDENTS WHO HAVE TAKEN INSURANCE AS PER
MARITAL STATUS

Marital status
No. Of
Married
Unmarried
Total
Source: Primary Data/ Questionnaire

Respondents
188
22
210

44

Percentage
89.52
10.48
100
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Inference:
From the table it is inferred that 89.52% of the respondents are married which shows
married people give importance to life insurance, while the unmarried respondents are
10.48%.
TABLE NO: 5 NUMBER OF RESPONDENTS WHO HAVE TAKEN INSURANCE AS PER
OCCUPATION

Occupation
No. Of Respondents
Percentage
Business
5
2.38
Profession
18
8.57
Private
33
15.71
Govt.Service
148
70.48
House Wife
6
2.86
Total
210
100
Source: Primary Data/ Questionnaire
Inference:
From the above table it is inferred that 70.48% of the respondent’s occupation is
Government Service which shows Government service people are more interested in
taking life insurance policy. 15.71% of the respondents are private job holders and 8.57%
of the respondents are Profession people which show their interest for investing in life
insurance is less than Government service respondents. While 2.38% of the respondent’s
belong to business group and 2.86% of the respondent’s belong to House wife who shows
their interest in investing in life insurance is less.
TABLE NO: 6 NUMBER OF RESPONDENTS WHO HAVE TAKEN INSURANCE AS PER
INCOME

Income
5000-10000
10001-15000
15001-20000
20001-25000
25001-30000
Total
Inference:

No. Of Respondents
28
44
74
37
27
210

Percentage
13.33
20.95
35.24
17.62
12.86
100

From the above table it is inferred that 35.24% of the respondent’s belong to 1500120000 income group which shows more interest in investing in life insurance. 20.95% of
the people fall in 10001-15001 group and 17.62% of the people falls in 20001-25000
groups which show they give moderate preference to life insurance investments. 13.33%
of the respondents are in the income group 5000-10000 and 12.86% of the people are in
250001-30000 group which shows they give less preference for life insurance
investments.

45

International Journal of Financial Management Research and Development (IJFMRD), ISSN 2248– 9320
(Print) ISSN 2248 – 9339 (Online), Volume 1, Number 1, January - April (2011)
TABLE NO: 7 SAVINGS PER MONTH MADE BY PEOPLE

Savings
0-10%
10%-20%
20%-30%
30%-40%

No. Of Respondents
97
85
27
21
Total
230
Source: Primary Data/ Questionnaire

Percentage
42.17
36.96
11.74
9.13
100

Inference:
From the table it is inferred that 42.17% of the respondent’s have said they have savings
of 0%-10% and 36.96% of the respondent’s have 10%-20% per month, which shows
their interest for savings is less. 11.74% said their savings is 20%-30% per month and
9.13% of the people have 30%-40% savings, which shows they give more importance for
savings.
TABLE NO: 8 NUMBER OF RESPONDENTS WHO FEEL INSURING LIFE IS NECESSARY

Choice
Yes
No

No. Of Respondents
224
6
Total
230
Source: Primary Data/ Questionnaire

Percentage
97.39
2.61
100

Inference:
From the above table it is inferred that 97.39% of the respondents have said they feel
insuring life is necessary, while 2.61% of the respondents have said they feel life
insurance is not important. This shows that more people are interested to invest in life
insurance.
TABLE NO: 9 INFORMATION SOURCE WHICH CREATE AWARENESS ABOUT LIFE
INSURANCE

Source
Friends
Media
Agents
Others

No. Of Respondents
50
35
98
27
Total
210
Source: Primary Data/ Questionnaire
46

Percentage
23.81
16.67
46.67
12.86
100
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Inference:
From the above table it is inferred that 46.67% of the respondents said they came to know
about insurance through agents. 23.81% of the respondents said that they learned about
life insurance through friends and 16.67% of the people through media. This shows that
agents play a key role in life insurance business.
TABLE NO: 10 THE INVESTMENT OBJECTIVES IN LIFE INSURANCE

Investment Objectives
Regular Income
Capital Appreciation
Income Growth
Tax Planning

No. Of Respondents
37
9
60
104

Percentage
17.62
4.29
28.57
49.52

210

100

Total
Source: Primary Data/ Questionnaire
Inference:

From the above table it is inferred that 49.52% of the people invest in life insurance for
tax planning which shows that people opt for life insurance for tax benefits. 28.57% of
the people have said they invest in life insurance for income growth and 17.62% of the
people said they invest for regular income. 4.29% of the respondents have said they
invest in life insurance for capital appreciation, which shows that this objective is not
considered much among investors.
TABLE NO: 11 T NUMBER OF RESPONDENTS WHO SAID ADVERTISEMENTS INFLUENCE
IN TAKING A POLICY

Choice
Yes
No

No. Of Respondents
145
85
Total
230
Source: Primary Data/ Questionnaire

Percentage
63.04
36.96
100

Inference:
From the above table it is inferred that 63.04% of the respondents have said
advertisements influence them in investing in life insurance, which shows the importance
of advertisement media. 36.96% of the respondents have said advertisements won’t
influence them in investing insurance.
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TABLE NO: 12 PEOPLE WHO HAVE HEARD ABOUT MAX NEW YORK LIFE INSURANCE

Choice
Yes
No

No. Of Respondents
73
137
Total
230
Source: Primary Data/ Questionnaire

Percentage
34.76
65.24
100

Inference:
From the above table it is inferred that 65.24% of the respondents have said they have not
heard about Max New York Life insurance company, whereas 34.76% of the people said
they have heard about the company. This shows that the awareness about the company is
not much among the people.
TABLE NO: 13 REASONS FOR SELECTING PARTICULAR POLICY

Reasons
No. Of
Its Features
Recommended by
Agents
High Risk Coverage
Low Premium
Total
Source: Primary Data/ Questionnaire
Inference:

Respondents
24

Percentage
32.88

30

41.10

6
13
73

8.22
17.81
100

From the above table it is inferred that 41.10% of the respondents have invested in life
insurance because it was recommended by agents which show agents play a key role in
insurance investments. 32.88% of the selected the particular policy because of its
features, which shows features of a particular policy influence people more. 17.81% of
the people have selected the particular policy as it has low premium while 8.22% of the
people have said that high risk coverage influenced them in selecting the particular
policy.
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TABLE NO: 14 THE RANKING TO IMPROVE THE SERVICE OF MAX NEW YORK LIFE
INSURANCE

Reasons
No. Of Respondents
Percentage
Train the agents
39
53.42
Educating the policy
16
21.92
holders thru media
Improving the customer
18
24.66
service
Quick settlement of
0
0
claims
Total
73
100
Source: Primary Data/ Questionnaire
Inference:
From the above table it is inferred that 53.42% of the people have said Max New York
Life Insurance Company has to train the agents to improve their service. 24.66% of the
respondents have said the company has to improve the customer service and 21.92% of
the people have said the company has to educate people through media to improve their
service.
Rank:
Train the agents
I
Improving the customer service
II
Educating the policy holders thru media III
Quick settlement of claims
IV
TABLE NO: 15 RANKING THE REASON FOR INVESTING IN INSURANCE

Reason

Strongly
Agree

Agree

Neutral

Disagree

Strongly
Disagree

Total

Insurance
against
uncertainity

113

73

18

6

0

210

For security

126

71

13

0

0

210

Agents
Persistence

28

60

62

33

27

210

For returns

72

107

20

9

2

210

12

2

3

210

For tax
112
81
benefit
Source: Primary Data/ Questionnaire
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TABLE NO: 16 THE RANKS FOR REASONS IN INVESTING IN INSURANCE

Rank
Reason

Strongly
Agree

Agree

Neutral

Disagree

Strongly
Disagree

Insurance
against
uncertainity

1

2

3

4

-

For security

1

2

3

-

-

Agents
Persistence

4

2

1

3

5

For returns

2

1

3

4

5

3

5

4

For tax
1
2
benefit
Source: Primary Data/ Questionnaire
Inference:

From the table No: 15, we have assigned ranks for the reasons for investing in insurance.
According to the table people have strongly agreed that they insure against uncertainity,
and for tax benefit and for security reasons. People have said agent’s persistence is
neutral in investing in insurance. Respondents have agreed that they invest for returns in
life insurance.
TABLE NO: 17 TABLE SHOWING LEVEL OF SATISFACTION TOWARDS MAX
NEW YORK LIFE INSURANCE
Factors

Highly
Satisfied

Satisfied

Neutral

Highly
dissatisfied

Dissatisfied

Total

18

0

0

73

28

45

0

73

25

0

0

73

Premium
42
13
Amount
Claim
0
0
Settlement
Customer
10
38
Service
Source: Primary Data/ Questionnaire
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TABLE NO: 18 THE RANKS FOR THE LEVEL OF SATISFACTION TOWARDS MAX NEW YORK
LIFE INSURANCE

Rank
Factors

Highly
Highly
Satisfied Neutral
Dissatisfied
Satisfied
dissatisfied

Premium
1
3
Amount
Claim
Settlement
Customer
3
1
Service
Source: Primary Data/ Questionnaire
Inference:

3

-

-

2

1

-

2

-

-

From the table No: 17, we have assigned ranks for the level of satisfaction
towards the Max New York Life insurance company. As per the table No: 18, people are
highly satisfied with the premium amount of the company. Respondents have said they
are satisfied with the customer service provided by the company. Respondents have
ranked that they are highly dissatisfied with the claim settlement of the company.
TABLE NO: 19 HOW PEOPLE FEEL ABOUT THE COMMUNICATION FLOW FROM THE
COMPANY

Choice
Regular
Occasional
Rare

No. Of Respondents
Percentage
54
73.97
13
17.81
6
8.22
Total
73
100
Source: Primary Data/ Questionnaire
Inference:
From the above table it is inferred that 73.97% of the respondents have said that the
communication from the company is regular which shows company communicates with
its customers regularly. 17.81% of the respondents have said that the communication is
occasional and 8.22% of the respondents have said that the communication flow from the
company is rare.
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TABLE NO: 20 THE COMPANY RESPONDS TO PROBLEMS

Choice
Immediate
Delayed
No response

No. Of Respondents
59
14
0
Total
73
Source: Primary Data/ Questionnaire

Percentage
80.82
19.18
0.00
100

Inference:
From the above table it is inferred that 80.82% of the respondents have said that the
company responds to their problems immediately, which shows the customer service is
good. 19.18% of the respondents have said they have delayed response from the company
which shows the company has to concentrate more towards their customer’s views.
TABLE NO: 21 WHETHER THE PREMIUM AMOUNT IS CONVENIENT TO THE CUSTOMERS

Choice
Yes
No

No. Of Respondents
69
4

Percentage
94.52
5.48

73

100

Total
Source: Primary Data/ Questionnaire
Inference:

From the above table it is inferred that 94.52% of the respondents have said that the premium
amount is convenient to them, while 5.48% of the respondents have said that the premium
amount is not convenient to them. This shows that the company’s policies have premium
amount which is affordable by the people.
TABLE NO: 22 THE REVOKING PROCEDURE IF THE POLICY LAPSES

Choice
Easy
Average
Difficult

No. Of Respondents
43
29
1
Total
73
Source: Primary Data/ Questionnaire
Inference:

Percentage
58.90
39.73
1.37
100

From the above table it is inferred that 58.90% of the respondents have said that the revoking
procedure if the policy lapses is easy and 39.73% of the respondents have said that the
revoking procedure is average which shows that the company is customer friendly. However
1.37% of the respondents have said that the revoking procedure is difficult.
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TABLE NO: 23 FACTORS WHICH ARE CONSIDERED IMPORTANT FOR LIFE INSURANCE

Factors

Very
Important

Important

Not
Important

Total

168

42

0

210

135

68

7

210

93

112

5

210

82

15

210

Claim
Settlement
Customer
Service
Brand Name

Experience In
113
the field
Source: Primary Data/ Questionnaire

TABLE NO: 24 THE RANKING FOR FACTORS WHICH ARE CONSIDERED IMPORTANT FOR
LIFE INSURANCE

Rank

Very Important

Important

Not Important

Claim Settlement

1

2

-

Customer Service

1

2

3

Brand Name

2

1

3

Experience In the
1
2
3
field
Source: Primary Data/ Questionnaire
Inference:
From the above table it is inferred that the respondents have rated claim settlement as
very important factor for investing in life insurance. The respondents have rated customer
service and experience in the field also very important for investing in life insurance. The
respondents have rated brand name as important factor for investing in life insurance.
TABLE NO: 25 TABLE SHOWING OVERALL SATISFACTION ABOUT THE COMPANY

Choice
No. Of
Satisfied
Dissatisfied
Neutral
Total
Source: Primary Data/ Questionnaire

Respondents
63
0
10
73

53

Percentage
86.30
0.00
13.70
100

International Journal of Financial Management Research and Development (IJFMRD), ISSN 2248– 9320
(Print) ISSN 2248 – 9339 (Online), Volume 1, Number 1, January - April (2011)

Inference:
From the above table it is inferred that 86.30% of the respondents have stated that they
are satisfied with the company, which shows that the company is renders good customer
service to its customers. 13.70% of the respondents have stated that the satisfaction level
with the company is neutral.
SPEARMAN’S RANK CORRELATION
TABLE NO: 26 CALCULATION OF RANK CORRELATION BETWEEN PREMIUM AMOUNT AND
CUSTOMER SERVICE

Premium
amount
42
13
18

Customer
service
10
38
25

Rank 1

Rank 2

R1-R2

D2

1
3
2

3
1
2

-2
2
0

4
4
0

Inference:
Since the R value is -1 there is high degree of negative correlation, and the there is
complete disagreement in both the ranks. The premium amount and the customer service
factors are negatively correlated and there is disagreement between both the ranks for
these factors.

TABLE NO: 27 CALCULATION OF RANK CORRELATION BETWEEN RETURNS AND TAX
BENEFIT FACTORS

For
returns
72
107
20
9
2
Inference:

For tax
benefit
112
81
12
2
3

Rank 1

Rank 2

R1-R2

D2

2
1
3
4
5

1
2
3
5
4

1
-1
0
-1
1

1
1
0
1
1

There is high degree of positive correlation, which shows there is agreement in the order
of ranks and they are in same direction. The people investing for returns and to gain tax
benefit factors are positively correlated and they are in the same direction.
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TABLE NO: 28 TABLE SHOWING CALCULATION OF YULE’S
COEFFICIENT OF ASSOCIATION BETWEEN RESPONDENT’S OF PEOPLE
WHO FEEL INSURING LIFE IS NECESSARY AND PEOPLE WHO SAID
ADVERTISEMENTS INFLUENCE IN INVESTING INSURANCE

Choice
Yes
NO

Yes
145
85

NO
224
6

Inference:
The calculated value is 0.9126, which shows the attributes are associated with each other.
The people who feel insuring life is necessary and people who said advertisements
influence in investing insurance are associated with each other.
TABLE NO: 29 CALCULATION OF CHI-SQUARE TEST BETWEEN SAVINGS PERCENTAGE
PER MONTH AND INCOME PER MONTH

Hypothesis: There is no significant difference between income level and percentage of
savings.
Income 5000-20000

Income 20001-30000

Total

62

23

85

57

23

80

15

9

24

12

9

21

Total
O
62
23
57
23
15
9
12
9

146

Total
E
59.10
25.90
55.62
24.38
16.69
7.31
14.6
6.4

(O-E)
2.9
-2.9
1.38
-1.38
-1.69
1.69
-2.6
2.6

55

64

210
(O-E)2
8.41
8.41
1.9044
1.9044
2.8561
2.8561
6.76
6.76
TOTAL

(O-E)2 /E
0.1423
0.3247
0.0342
0.0781
0.1711
0.3907
0.4630
1.0562
2.6603
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)(2 = ∑ (O-E) 2
E
= 2.6603
Table Value = (r-1) (c-1)
= (4-1) 2-1)
= 3X 1
=3
Inference:
Table value for )(2 for degrees of freedom 3 at 5% level of significance is 7.81.
Calculated Value is less than table value. Therefore the hypothesis is accepted. There is
no significant difference between the income level and percentage of savings per month.
The respondents in the study were more on 41-60 age groups and their spending ratio was
more. Hence the factors income level does not have any impact on percentage of savings.
TABLE NO: 30 CALCULATION OF CHI-SQUARE TEST BETWEEN NUMBER OF POLICIES
AND INCOME PER MONTH

Hypothesis: There is no significant difference between income level and number of
policies people have.
Income
1
2
3
4
Total
500052
61
24
9
146
20000
2000124
16
17
7
64
30000
Total
76
77
41
16
210
O
52
61
24
9
24
16
17
7

E
52.84
53.53
28.50
11.12
23.16
23.47
12.50
4.88

(O-E)
-0.84
7.47
-4.50
-2.12
0.84
-7.47
4.5
2.12

)(2 = ∑ (O-E) 2
E
= 7.11945
56

(O-E)2
0.7056
55.8009
20.25
4.4944
0.7056
55.8009
20.25
4.4944
TOTAL

(O-E)2 /E
0.01335
1.0424
0.7105
0.4042
0.0305
2.3775
1.62
0.9210
7.11945
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Table Value = (r-1) (c-1)
= (2-1) (4-1)
= 1X3
=3
Inference:
Table value for )(2 for degrees of freedom 3 at 5% level of significance is 7.81.
Calculated Value is less than table value. Therefore the hypothesis is accepted. Hence
there is no significant difference between income level and number of policies taken
bythe respondents. The respondents in the study have mentioned that they have savings
up to 10% per month are more. They may invest in some other investment alternatives.
Hence it is proved that there is no relationship between level of income and number of
policies.
FINDINGS AND SUGGESTIONS
SUMMARY OF FINDINGS
 Majority of the respondents are in the age group of 40 to 60, which shows middle
aged people show more interested in life insurance investments than youngsters.
 According to our study most of the respondents are female which shows female are
more interested in life insurance.
 According to our study, graduates are more interested in life insurance
investments.
 As per our study, 89.52% of the respondents are married, which shows married
people are more interested in life insurance investments.
 According to our study, 70.48% of the people are Government service, which
shows that salaried people are more interested in life insurance policy
investments.
 As per our study the income level of a person does not affect the savings rate per
month.
 As per the study 42.97% of the people have said they have savings of 0-10% per
month in the income group
 97.39% of the respondents have said that they feel insuring life is necessary, which
shows people are more interested in taking life insurance policies.
 46.67% of the people have said that they came to know about insurance through
agents, which shows that the agents play a key role in life insurance business.
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 49.52% of the people have said that they invest in life insurance for tax planning,
which indicates people wants to reduce their tax burden through life insurance
investments.
63.04% of the respondents have said that advertisements influenced them to take
insurance policy, which shows advertisements play a main role in creating awareness
about life insurance companies.
 65.24% of the respondents have said that they have not heard about the Max New
York Life Insurance Company, which shows that the company has to create awareness
about their policies to the people.
 41.10% of the respondents have said that they have taken policy in Max New York
Life Insurance Company because it was recommended by agents.
 53.42% of the respondents have said that the Max New York Life
Insurance company has to train its agents more to create awareness about the company
among people.
 People have ranked uncertainity and tax benefit reasons are the number one reasons
for life insurance investments.
 People have said that they are highly satisfied with the Max New York Life insurance
company regarding the premium amount and satisfied with the customer service provided
by the company.
 73.97% of the people have said that the company communicates with them regularly,
which shows the company’s communication with the customers is good.
 80.82% of the respondents have said that the company responds to their problems
immediately.
94.52% of the respondents have said that the premium amount is affordable to them.
 People have rated claim settlement and customer service factors as first for selecting a
company to invest in life insurance.
86.30% of the respondents have said that they are satisfied with the Max New York
Life insurance company and 13.70% of the respondents have said that they remain
neutral regarding the satisfaction level with the company.
 The premium amount and the customer service factors are negatively correlated
showing that these factors are in opposite direction, while considering for investment in
insurance business.
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 Returns from the investment and tax benefit factors are positively correlated indicating
that these factors are considered important which investing in insurance.
 The people who said that insuring life is necessary and advertisements influence their
investment decision are positively associated with each other.
SUGGESTIONS
The following suggestions recommended based on the research work done.
 It is recommended to concentrate on 21-40 age group people more because this is an
untapped potential so the company can make them to invest.
 School Level educated people are investing less in life insurance; hence the company
can concentrate more on this group to invest in life insurance.
 Business and profession people are investing less in life insurance business, hence
efforts needs to be taken by the company to make them invest in life insurance.
 Bringing out advertisements in newspaper, TV and pamphlets can help the company to
place its products in the mind of the consumers in a better way.
 As the people have said that they mainly invest in life insurance for planning their
annual tax, the company should concentrate during the month of January to March.
 As only 35.76% of the people have said that they are aware of the company policies,
the company needs to create more awareness among the people.
 As the respondents have ranked first that the company should train its agents to create
awareness about its policies, the company should take necessary steps to train the agents
and training sessions could have been conducted using effective trainers to increase the
sales.
 19.18% of the people have said that they received delayed response from the company
for the problems they faced; hence the company should try to attend the problems of its
customers immediately and the company can start 24hours customer service to rectify the
problem.
 As the respondents have rated brand name as an important factor for investing in life
insurance, the company should try to create a good brand image for its products.
 Advertisements should be brought out more during the time of tax payable and
pamphlets can be issued near the places where public movements are more.
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