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INTRODUCTION
Customer satisfaction is the key to long-term success of any organization (Peppers & Rogers, 2005). Keeping the importance of customer satisfaction in mind, banks need to maintain stable and close relationships with their customers. Customer satisfaction levels need to be judged. The application of the knowledge of customer satisfaction is imperative to establishing and maintaining a long-term relationship with customers and long-term competitiveness (Kumar & Reinartz, 2006). Banking is a high involvement industry. Banks recognize the fact that delivery of quality service to customers is essential for success and survival in today’s global and competitive banking environment (Wang, Han, & Wen, 2003). 

Researchers have found that customer satisfaction has a measurable impact on purchase intentions (Carter, 2010), on customer retention (Voss & Voss, 2008) and on a firm’s financial performance (Chalmeta, 2006).

Customers’ wants, needs, and expectations change quickly. Therefore, what would have delighted and surprised them a short while back might not satisfy them at present (Richards & Jones, 2008). Banks may not be able to provide superior services to the customers unless customer expectations are known (Leverin & Liljander, 2006). Customer expectations can be known through the knowledge of satisfaction levels of customers (Jham & Khan, 2009). This necessitates the measurement of customer satisfaction level. Customer satisfaction cannot be measured unless the factors affecting customer satisfaction are determined. This necessitates an in-depth study about the factors affecting customer satisfaction.
Insurance is the business of indemnification of the loss suffered by the beneficiary. Insurance business can be broadly classified into life and non life insurance businesses. Insurance deals with the business of offering risk management solutions either in an Individual’s life or to any business organisation. The risks in a human life can be broadly classified into two categories i.e. 1) Risk of early death and 2) Risk of living longer. Life insurance business addresses these two risks by providing a variety of solutions. The life insurance industry has developed a range of products to address these risks and life insurance business works on the basic tenet of “Loss of one shared by many “ 

On the other hand non-life insurance business deals with providing solutions for all risks, wherein the losses arising out of the peril are quantifiable. This includes business risks like fire, marine, aviation, loss of income, fidelity and also health insurance for individuals. Non life insurance business works on the principle of indemnification and the objective of insurance is to help the affected person to get back to the same state before the event, which resulted in huge loss.
INDIAN INSURANCE INDUSTRY

Indian life insurance industry dates back to the year 1818 with the establishment of the first life insurance company, Oriental Life Insurance Co Ltd. at Calcutta. Indian Life Insurance Companies’ Act 1912 was the first statutory act to regulate the life insurance business in India. By 1956, there were about 156 Indian Insurers, 16 non- Indian Insurers and 75 provident fund societies that were operating in the life insurance business in India.

On 19th January 1956 the management of life insurance business of 245 insurers, then operating in India, was taken over by the central government and subsequently nationalised on 1st September 1956 by an act of parliament. Since nationalisation Life Insurance Corporation of India has built up a vast network of more than 2000 branches under 93 divisions of 7 zonal offices.

The first general insurance company, Triton Insurance Company Ltd. was established in Calcutta in 1850 and was predominantly owned by the British. Indian Mercantile Insurance Company Limited was the first general insurance company set up by Indians in the year 1907. Management of non life insurance companies was taken over by the central government in 1971 as prelude to nationalisation. General insurance business (Nationalisation) Act 1972 effectively nationalised the general insurance business with effect from 1st January 1973.

RATIONALE OF THE STUDY

In the emerging scenario of competition, one of the critical factors for success of any life insurance company is the ability to reach out to a large audience, consumers’ at the most cost-effective manner. According to a study by the Confederation of Indian Industry (CII) the size of Indian life insurance market is $8 billion a year and the life insurance business is expected to grow at an average rate of 20%. The new life insurance companies are vying with each other to get their market share and the success for them depends on the reach, marketing strategies and the segment they would like to focus in the market place. Life insurance companies are adopting different channels for distributing the products like tied agents, banks, corporate agents and others. IRDA has also issued several guidelines for development and regulation of newer channels of distribution like corporate agents and brokers. 

Although the newer channels are emerging, the traditional tied agency channel continues to be the single largest contributor for distribution of life insurance products. For the year 2005-06, according to IRDA reports, business acquired by tied agency constituted about 98% for LIC of India and about 60% for private life insurance companies. The cost of recruitment and training is very high for developing an individual agent. It is a challenge for the life insurance companies to keep the recruited agents active and make them productive year after year to benefit out of the huge initial investment on recruitment and training. 

The current study is aimed at understanding the preferences of consumer in relation to life insurance products. 
OBJECTIVES OF THE STUDY

Following objectives are formulated for the proposed study:

· To trace the development of life insurance business in India

· To assess the preferences of consumer in relation to life insurance products
· To make suggestions for improving life insurance business distribution through agents
RESEARCH METHODOLOGY 

The purpose of research is to find answers to questions through the application of the scientific methods.

While making a study we very often look for what type of research methodology is to be used in this type of study. For implementation of a proper research methodology we have to first understand the meaning of research.
Research is a scientific as well as systematic process, which includes defining and redefining the problem to develop hypothesis, to collect and define the information/data, to analysis the information and bring out the results.

The first step in research after defining the research problem and objectives is data collection. The word data means any raw information, which is either quantitative or qualitative in nature, which is of practical or theoretical use. The task of data collection begins after a research problem has been defined and research design chalked out. While deciding about the method of data collection, the researcher should keep in mind that there are two types of data primary and secondary.
1. Primary data: - This is those, which are collected afresh and for the first Time, and thus happen to be original in character. There are many ways of data collection of primary data like questionnaire, observation method, interview method, through schedules, pantry Reports, distributors audit, consumer panel etc.

2.  Secondary data: - These are those data, which are not collected afresh and are used earlier also and thus they cannot be considered as original in character. There are many ways of data collection of secondary data like publications of the state and central govt., website, journals, companies reports, reports prepared by researchers, reports of various associations connected with business, Industries, banks etc. 
The present study will be an empirical research and will be based on the survey method. This study will descriptive and analytical in nature based on primary and secondary data.
The secondary data used and referred in the study will be mostly from the various annual reports of IRDA, data from RBI, other research reports and textbooks. Reports from business magazines like Insurance Chronicle and publications of ICFAI press will have also been referred. Primary data will be collected through questionnaire from the customers to understand their profiles and preferences.
The study will be done through structured questionnaires for customers. A total of 100 customers will have been interviewed from New Delhi city. 
DESIGN OF THE STUDY
Any individual, male or female who is having an income on his/her own and is above 20 yrs of age and below 60 yrs of age is a potential customer for life insurance. Keeping this in mind a simple random sampling methodology will be adopted while collecting the primary data, as an unbiased random selection of individuals is important so that the sample represents the population.

There may be apprehensions about disclosing personal information like salary or insurance particulars and constant persuasion will be required to get complete responses. 

METHODS OF DATA ANALYSIS

Data will have been analysed by using various statistical techniques and tools. Statistical Package for Social Sciences (SPSS), a statistical and data management package will have been used for analysis of the data. Some of the tools may be used are

· Percentage analysis

· Chi Square Test

· t Test

· ANOVA

· Friedman’s test
LIMITATIONS OF THE STUDY

Following are some limitation of the study:

· The study will have been concerned with life insurance products

· The survey will have been limited to the New Delhi city

· The analysis will have been done through primary data collected using simple random sampling method. There may be a situation that this sampling method does not guarantee the particular sample is a perfect representation of the population

EXPECTED CONTRIBUTION OF THE STUDY

No doubt, the study will be carried out on a small scale but it will definitely help in contributing towards the consumer preferences in relation to Life Insurance Products. The companies can take advantage of the results of the study and use the same for amending the shortcomings if any found in the study. The study will lay a foundation stone in understanding the customers perception towards Life Insurance Products, this in turn will help the companies to market their product in a better way. The study will contribute in overall development of marketing strategies of the Life Insurance Products in India.
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