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ABSTRACT

In this study, the attempt has been made to firtdtloel satisfaction level of policy holder of varsogeneral

insurance companies with respect to vehicle insceaand services provided within Vapi city.

A sample of 50 Respondents has been taken for. $tadyhe selection of the sample, Non probabijliggments-

cum-convenience sampling technique was used. itiadis of this study will reveal level of custorsatisfaction.
KEYWORDS:Customer Satisfaction, General Insurance, Vehicitance

INTRODUCTION

Today, there are 33 Insurers under ‘General’ cajegs per IRDAI website (www.irdai.gov.in), who pide
non-life insurance. Besides public and private iasoe companies, banks are also providing genesairance to its
customers through its subsidiaries. The basic e general insurance is to provide protectiotméoeconomic value of
assets. Therefore, to protect these economic ressupeople take the general insurance. Insuratieer than life
insurance falls under the category of general arseg. General insurance comprises of insuranceopkepty against fire,

burglary, other immovable property, etc.

Non- life or general insurance deals with insuranogering non life objects like animals, agricudtucrops,
goods, factories, cars, etc. Non - life insurarlse aovers losses through individual behaviors: Ifkeaud, burglary, non

fulfillment or promises (in case of repayment ofrtgage loans), professional negligence by doctics,
LITERATURE REVIEW

» Customer satisfaction measures how well the expentaof a customer concerning a product or servae
been met. Customer satisfaction is an abstractegrand involves such factors as the quality ofptfeeluct, the
quality of the service provided, the atmosphertheflocation where the product or service is puseddaand the

price of the product or service.

e Tripathy (2004), in his paper, has made an attamfihd out the perception of customers towardssierices of
insurance company through marketing variables. lde imvestigated the characteristics and prefererice

customers. He has analyzed preference given bymess to different variables. The author suggestead to
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achieve greater insurance penetration, private aomp have to create more vibrant and competitidestry,

with greater efficiency, choice of products andueafor customers.

» Khurana (2008), in his paper, made an attempteatify the customer’s preference for various faxtdte tried
to examine customer’s preference towards plangatidies of insurance companies, their purposeuyiry the

insurance policies, satisfaction level of custonzerd their future plans for insurance policies.

» Goswami (2007) has tried to analyze the dimensidrservice quality and made an attempt to undedstanious

factors that ensure maximum customer satisfactidghe life insurance industry in India.

RESEARCH METHODOLOGY
Objective of the Study: The main objective is to study the satisfactioneleaf policy holders about general

insurance companies of Vapi city.
Hypothesis: HO: Satisfaction level of insurance holders is indeedrom the company.

» Research Designin this study, the researcher has used researagndehich is descriptive in nature. A survey

was conducted amongst policy holders of generaramece companies who possess vehicle insurance.
e Sample Size:A sample of 50 respondents was taken for the guamd data analysis.

e Sampling Unit: Sampling unit consists of consumers having vehicteirance policy from general insurance

companies within Vapi city, Gujarat.
» Sampling Technique:A convenience sampling technique (non-probabd#ynpling) was used for the survey.

» Data Collection: Primary data were collected with the help of ded questionnaires from 50 respondents with

having valid vehicle insurance from general insaeacompanies in Vapi city.

DATA ANALYSIS, INTERPRETATION & FINDINGS

Data Analysis: As mentioned above, the study is based on a samhpl@ customers. The demographic profile of

sample customers is shown in Table 1.

Table 1: Demographic Characteristics of Sample Cusmers (n=50)

Demographic Factors N, G REF T
In Number | In Percentage
Gender Male 32 64
Female 18 36
20-30 15 30
A 31-40 20 40
ge 41-50 11 22
Above 50 04 08
. Married 32 64
Marital Status Unmarried 18 36
Undergraduate 10 20
Educational Qualification | Graduate 24 48
Postgraduate 16 32
Below Rs. 1,00,000 02 04
A ¥ Rs. 1,00,000 to Rs. 2,00,000 09 18
nnuat income Rs. 2,00,000 to Rs. 3,00,000 20 40
Above Rs. 3,00,001 19 36
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Table 1 — Cond.,
Student 02 04
Occupation Service. 30 60
Professional 16 32
Business 02 04

Interpretation: There were two main reasons to analyze the dembigrégatures of the respondents. First, to
clear a profile of general insurance customers s@cbnd to analyze customer satisfaction based omghaphic

characteristics. Demographic profile includes gendge and marital status, education, occupatidrirrgcome level.

From Table 1: It is found that, out of total respondents, 64%pmndents are male and the rest are female.40%
are in the age group of 31-40 years.48% of theomdpnts are graduate followed postgraduate 32%288d are
undergraduate.40% of the respondents fall in therlyencome between Rs. 2,00,000 to Rs. 3,00,06% ®f the
respondents are Above Rs.3,00,001.50% of the relembs are service holders, 24% are students, 22%rafessionals
and 4% of the respondents are in business.

Table 2: Give the Name of Your General Insurance Qopany?

Name of Company No. of Respondents Percentage
HDFC ERGO 07 14
RELIANCE 03 06
ICICI LOMBARD 10 20
TATA AIG 05 10
IFFCO TOKIO 06 12
BAJAJ ALLIANZ 02 04
ADITYA BIRLA GENERAL INSURANCE 03 06
NEW INDIA ASSURANCE CO. LTD. 06 12
NATIONAL INSURANCE 04 08
CHOLAMANDALAM MS GENERAL INSURANCE 04 08

Interpretation: Table 2 indicates the numbers of customers of miffe general insurance companies. In the

study, total 10 insurance companies including pudtid private sector general insurance companies taken.

From Table 2: It is found out that 80% of the respondents astaruers of private general insurance companies,

whereas 20% are customers of public general insaranmpanies.

Table 3: How Would You Rate Overall Satisfaction fo General Insurance Company?

Response No. of Respondentg Percentage
Highly Dissatisfied 00 00
Dissatisfied 05 10
Neutral 08 16
Satisfied 27 54
Highly Satisfied 10 20

Table 3 reveals that 54% of policy holders aresfati, 20% are highly satisfied and 14% are neutvhkreas
10% are dissatisfied with the services providedibiyeral insurance companies.

From Table 3: It is found out that out of total respondents, 5dfolicy holders are satisfied, 20% are highly

satisfied and 14% are neutral whereas 10% aretidisd with the services provided by general iaswwe companies.
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Table 4;: Mean Comparison of Companies

Table: Level of Satisfaction
Observed N | Expected N | Residual
Highly Satisfied 10 12.5 -2.5
Satisfied 28 125 15.5
Neutral 8 125 -4.5
Dissatisfied 4 125 -8.5
Total 50

Table 5: Test Statistics

Level of Satisfaction
Chi-Square 27.12
Df 3
Asymp. Sig. 0

Assumption: As from the above table (Table: Test Statistics)s idetermined that the P value is (.000), and

hence the hypothesis is rejected.
And thus it is assumed that with varying insurke, satisfaction level varies.
LIMITATIONS OF STUDY
* The study is limited to 50 respondents of selegekeral insurance companies of Vapi city.

» It may be possible that there may be biases imgbpgonses given by respondent, which ultimatelystams the

result of the study.
CONCLUSIONS

From the study, it is concluded that, in genetad, ¥ehicle insurances provided by general insurancgpanies
are satisfactory to majority of customers. Howewaeminority believes that the service has to berawpd. The area of
improvement suggested are long term insuranceiesl{cp to 3 years) without an annual renewal, cgdn of period in

claim settlements, reduced premium or Govt. subfidthe farmers & low income families.
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