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ABSTRACT

Life Insurance is conceptual and intangible inntture and it is not understood by majority of thdian
population. Attitude exploration plays a vital ratethe segment of insurer, who usually knows thsiirance is not bought
and it has to be sold. There is a lot of gap antbegattitudes of insurers and agents, which creates of problems for
agents and vice-versa. Understanding different segrpeople attitude is a very tough job indeed.r&lie a need of
variety strategies which should be stratified indtfierent segments and afterwards can be formedimplemented at
field level. Promotional activities and agents i€ linsurance companies is all about to informnbitig awareness,
develop belief, to reinforce trust etc. in the ndraf the consumers by using tools such as advegtigiublic relations,
displays, word of mouth, sales promotion, persaadling etc. Promotion bring positive attitude oayncause negative
attitude so knowing the feelings of respondentsndbassential. This paper presents different attipidconflict issues
related to consumers and agents and its impacbosucners and vice versa. It also suggests somali@nsérategies to

recover from the attitudinal conflicts.
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INTRODUCTION

Indian life insurance industry is one of the oldesthe world and has witnessed dramatic chang#seitast two
centuries. The first Indian life insurance companyhe Oriental Life Insurance Company was estabtisin Kolkata in
1818 followed by Bombay Life Assurance Company823. Afterwards, the insurance business increasadfaid in the
country and the number of insurers reached to BEOwith a regional focus and targeting a few comsusegments.
The unethical practices adopted by some playerhensector during this development phase led thergment to
regulate the insurance business. The Indian Lifsufence Companies Act, 1912 was the first statutoeasure to
regulate life insurance business. Later in 1928 |tidian Insurance Companies Act was enacted toletfze Government
to collect statistical information about both ld@d non-life insurance business transacted in Ibgitndian and foreign
insurers including provident insurance societinsl938 with a view to protecting the interest afuiring public, the earlier
legislation was consolidated and amended by therémge Act 1938 with comprehensive provisions, itbetaand
effective control over the activities of insurers.

The Act was amended in 1950 resulting in far reaglthanges in the insurance sector. These incladtatutory
requirement of equity capital for companies camgyion life insurance business, ceiling on share ihgid in such
companies, stricter control on investments, subomissf periodical returns relating to investmerits & control and put a

ceiling on expenses of management and agency caiomifor mismanaged companies. By 1956, 154 Indiaarers,
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16 foreign insurers and 75 provident societies veaneying on life insurance business in India. lifieurance business
was concentrated in urban areas and confined tdititeer strata of the society (Gupta, 2004). Orudan 19, 1956,
the management of life insurance business of 2dtamnand foreign insurers and provident societies toperating in

India was taken over by the Central Governmentlafedinsurance Corporation (LIC) was formed asaigbry body.
LITERATURE REVIEW

The LIC prevailed in monopoly with the responstlyilof providing life insurance protection to thedlan masses
till 1999. In tune with the economic reforms thaére initiated in India in early nineties, the Gaweent set up a
Committee on Reforms (popularly called the Malhd@ammittee) in April 1993 to suggest reforms in ihsurance
sector. The Committee recommended the privatisatibinsurance sector to bring competition and cb®ito the
consumer. Of the carious motives behind privatimgtone important one was to improve the penetraifdnsurance as a
percentage of GDP, which remains low in India esempared to some developing countries in Asia. Refowere then
initiated with the passage of Insurance Regulaamiy Development Authority (IRDA) Bill in 1999.

IRDA was set up as an independent regulatory aitfhavhich has put in place regulations in line wilobal
norms. As of now, 16 life insurance companies hbagen registered by IRDA of which 15 belong to piévaector.
Life Insurance Corporation (LIC) is the only playerthe public sector. The period after the yea®99aw a revolution in
the Indian insurance sector, as major structurahghs took place in the sector especially the cttigge products and
distribution channels. In 2006, insurance compamiebilized over $31 billion, nearly four times asich as in 1999 when

investments were $8 billion. The private sectorkaashare has also increased sharply in the lasydéars (Hogan, 2007).

In spite of this development, the critical issuefobe the Indian insurance sector that still arbeaddressed are
the penetration levels in response to GDP, geograpHistribution and availability of customizedsimance products.
Of these, the growth of the rural life insurancerketd and the role of private sector is the cenBalie in this paper.
The growth of India’s GDP has been above 7.0% énl&ist few years and is expected to cross % mattkeimear future
well ahead of the developed economies of the watlilvever, the growth in insurance as a percentdgeDd is quite
low. In 2000, the insurance penetration as pergentd GDP was 1.77% compared to the various deedl@ountries
where it ranged from 5%-14%. It has improved maalynafterwards. IRDA reports of 2004-05 suggesit timsurance

penetration in India is still low compared to trevdloped countries.

In 2005, the penetration level (measured as prenasna %age of GDP) was 2.53% compared to 8.90% in
U.K. and 10.84% in South Africa. The insurance dgnis the year 2005 was 18.30 compared to 3278110.K.,
2956.30 in Japan and 30.50 in China. The fact@spamsible for the growth in the penetration leveeéi alia includes
rising income levels, growing industry competitiand long term perceived profitability. But, the digcis primarily on
urban insured population. The untapped/underinsseetbrs that need careful intention include ruralividual pensions,

High Net worth individuals and the weaker sectiofithe society (Majumdar, 2005).

According to Assocham predictions, the India’s hasice business is likely to jump by 500% in 2010.
“By any yardstick, India, with about 200 million ddle class households, presents a huge untappeutipbfor players in
the insurance industry” (Ranjan Das, 2007). Themtfnorates observed for total premium income geedrdly insurers
during 2001-02 to 2005-06 registered a sharp irsere@he total premium mobilised by life insuranoenpanies has gone
up from Rs. 50,094.46 crores to more than doulte Rs. 1, 05, 875.77 crores in 2005-06. The IRDAyWRations,
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2000 makes it compulsory for the insurers, exisiind new to promote the rural insurance. The ré¢igala prescribed for

undertaking benchmark percentages for insurancéirural insurance sector for the players.

The regulations provide that those who are progpgio carry on the life insurance business in the
year 2000 or later, are required by these regulatio write in the rural sector, at least 5% of tbial policies written

directly in the first financial year, and 7%, 992%, 14% and 16% respectively in the subsequemdinhyears.

METHODOLOGY

The research methodology adopted for this studpasically related to the evolutionary research weth
The research study is based on the secondary sdiarceollecting data. The secondary data consistéhnual reports of

LIC and IRDA and also some other published jouraald magazines of LIC.

DATA COLLECTION

The data collection has mainly focused its findibgsed on the Annual Reports of LIC and IRDA fapective
years and also from Life Insurance Today. Besiddsw websites of LIC and IRDA have also been clieduo collect

data related to this study.

Table 1: Some Important Milestones in the Life Inssance Business in India

Oriental Life Insurance Company, the first lifeunance company on Indian soil
started functioning.

Bombay Mutual Life Assurance Society, the firstibndlife insurance company
started its business.

The Indian Life Assurance Companies Act enactetti@dirst statute to regulate
the life insurance business.

The Indian Insurance Companies Act enacted to erthblgovernment to collect
statistical information about both life and noreliisurance businesses.

Earlier legislation consolidated and amended tthibyinsurance Act with the
objective of protecting the interests of the insgrpublic.

245 Indian and foreign insurers and provident s@seare taken over by the
1956 | central government and nationalised. LIC formedbyAct of Parliament, viz. LIC
Act, 1956, with a capital contribution of Rs. 5 @drom the Government of Indig.

1818

1870

1912

1928

1938

Table 2: Some of the Important Milestones in the Qeeral Insurance Business in India

19
(%]

The Indian Mercantile Insurance Ltd. set up, thet ftompany to transact all class
of general insurance business.

General Insurance Council, a wing of the Insurakssociation of India, frames a
code of conduct for ensuring fair conduct and sdumglness practices.

The Insurance Act amended to regulate investmentseat minimum solvency
margins and the Tariff Advisory Committee set up.

The General Insurance Business (Nationalisation) 272 nationalised the general
insurance business in India with effect from 1studay 1973. 107 insurers
1972 | amalgamated and grouped into four companies wizNgitional Insurance Company
Ltd., the New India Assurance Company Ltd., thee@®@al Insurance Company Ltd.
and the United India Insurance Company Ltd. Gl@iporated as a company.

1907

1957

1968

BASIC OUTLINE OF INSURANCE AGENTS

Insurance agents and brokers play an importantinotearketing life insurance policies. They are thee of the

insurance company. Most of the insurance policiesrldv over are sold by insurance agents and brokers.
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From the insurance company point of they are therketmg and selling agents for their insurance glan
They provide all the necessary application fornunsit application forms to the company, Arrange ddirthe medical

tests and related formalities, Provide remindeesrjpums payments and return receipts, Should halpnyake necessary
changes in address, nomination etc., help in tbegss of assignment, assist you for any loan agfits and related

formalities, should help you revive lapsed polici@ssist in claiming death benefits, if required.
ATTITUDINAL DIVERGENCE OF INSURANCE AGENTS

» Time Perceptiveness

Insurance agents sell insurance policies and finhpooducts, such as mutual funds or annuitieshéir clients.
These agents often set their own hours, allowirexifle scheduling. They also control their own @zgs.
The more insurance and financial products they fe#l more they earn. However, being an insuragestais not all

sunshine and roses.
» Public Perception

A 2010 article in the Agent's Sales Journal revdtat negative public perception, especially amgognger
consumers, is one problem that insurance agengs Regative stereotypes about insurance agentsidband insurance
agents may may find themselves trying to downplegnt or prove them wrong. Common stereotypes inclbndesleazy
insurance agent who wants to sell you a policy-tibieyou need it or not. In reality though, inswamagents are bound

by state laws which include ethical codes of conthet prevent and punish such behavior.
e Problems with Parent Companies

Many insurance agents get into the business bedhagehave been promised a better tomorrow by trerp
company that hired them. Oftentimes, these paremipanies will provide agents with many or all o tilools that they
need to get off to a quick start in the industryowéver, in some cases, these promises of trainilogepempty.
Agents also sometimes find--after they've beerdkiteat the company they decided to work for hasar reputation with
consumers. Some agents find themselves constagtlying the negative image that the parent compauay have.
A company that has consistently slow response tintéaims, or even engages in deliberate atteroptsa-ball clients on
the claim amounts paid, can make an agent's jdicudif While not all insurance companies are gudf such behavior,

it has been known to happen.
» Advertising and Marketing

Because many insurance agents establish their gencies, they may have to pay out-of-pocket expefse
advertising and marketing. This can be very expendror this reason, many agents resort to colihgain order to
generate sales. This type of marketing, althoughrtoccasionally be effective, can also be exiay$dr agents because
of the high level of rejection. Many agents woulefpr more effective marketing techniques, but teey know that

cold-calling can be just one other dreaded patti@fob.
REMEDIAL STRATEGIES TO DEAL WITH ATTITUDINAL DIVERG ENCE

Whether you are an insurance agent or an insur@rstemer looking for a new agent, it helps to knverat kind

of characteristics other people look for in an dgdie best insurance agents share some commoactéwastics that
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existing agents should be aware of and that patemsurance customers may wish to take into cemattbn before

choosing an agent.
*  Work Ethic

The best insurance agents are typically thosevibet the hardest. This may not always be the dasein most
instances, top agents tend to be those that agkedsr workers who build and expand their businesgircuously.
Having a strong work ethic is most important durthg first few years in the insurance business Ui establishes a
pattern of behavior for later years and helps yetuodf to a fast start. You need to be self-sadirifj if you are an agent in

the industry, for the sake of your business and gbents and their needs.
*  Communication Skills

Communication skills are essential to being a tquiance agent. Agents who can successfully explalinies
and policy details to potential clients are likédylose these potential customers who may be uraasyt the agreement
they are entering into. If you are a client seekarg insurance agent, settling for an agent who aaeffectively
communicate with you should not be an option. Eifeccommunicators are those who recognize thah geson's
communication needs can be different and adjuat oven style of communication so that they can hdarstood by many

different types of people.
« Availability and Flexibility

As an insurance agent, your job will be to meetrtbeds of your clients. Client’s needs are ofted to their own
work and family event schedules. The best insuragemnts are typically those that can be reachedicdtours and can
provide appointments to customers at all hoursiefday or night, within reason. If you are lookingan insurance agent,
one of the most frustrating things in the world &engetting stuck with an agent whose doors opéhaain. and close at
4 p.m. Just like with real estate agents or finginbrokers, ask potential insurance agents what kinschedule they
normally work in case you need to be able to gatld of them. Determine whether their company hag-aour helpline
or if you will always have to wait until the nexayglto get help. Above all, you need an agent whailisng to be flexible
to accommodate your scheduling needs.

e Agents Training

LIC of India has started providing training to theimployees at every hierarchical position. LICludia has
formed a separate Human Resources Development dn@gegional Development (HRD/OD) Department focgson
building and strengthening competencies, commitnzemt building learning and performance centeredursilin the
organization. For this purpose training sessiomscanducted in a big way across all zones usingoirse as well as
National / International Training Institutions ofpute. LIC of India has organized training prograats|IM’s,

MDI Gurgaon, certificate AWI program by CIlI Englaadd many others.
CONCLUSIONS

Insurance brokers act as suppliers, transformeagngrs, and problem solvers. In summary, theséirfys
illustrate that successful and customer value crgdrokers will need to move away from productvdn business models

toward ones that are consulting-oriented. This reidjuire an understanding of the client’s speciéeds and issues instead
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of knowledge about generic market characterishteszertheless, the supplying function is an impdrfzart of a broker's

tasks, although consulting aspects are gainingngreapidly. To conclude, the keys to success itudt exploration of

agents and customers are proper need identificatissessment of needs and fulfilling the needsaking rational

decision.
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