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ABSTRACT

This essay gives a general overview of the Indian life insurance market, assessing its current
situation and noting recent developments and trends that are having an effect on it. Because of
the expanding economy and increased consumer spending, almost every industry involved in
human business transactions is shifting from mereselling notion to marketing concept. This also
applies to the insurance sector. The most crucial element in every firm nowadays, especially in
the service industry like insurance, is "The Customer.” This motivating factor serves as the
center of all other inventions, initiatives, and corporate strategies. This article provides a full
analysis of the innovations, efforts, and techniques, as well as how they apply to the life
insurance industry in India.

Keywords: Human business transactions, consumerism, marketing concept.
INTRODUCTION:

The Indian economy is reorganizing and moving from a developing to a developed state as a
result of its dynamic integration with the global economy. Due to this, the trend that many Indian
businesses are currently witnessing—the start of operations by multinational firms in India—has
gone global. Most businesses, including insurance, have never experienced the kind of rivalry
that is shown in this scenario.The way major multinationals perform demonstrates how their
thorough implementation of sophisticated customer service standards and processes set them
apart from the competitors. Customer relationship management (CRM) is a secret formula that
many Indian organizations have figured out how to use to stay ahead of the competition. The
economy of the country depends on life insurance, which also provides a semblance of social
security for the policyholder and their dependents. As this is a service-based industry, the
winners are those who ensure customer happiness. The IRDA Act of 1999 was passed, allowing
private sector competition but limiting foreign participation through FDI to a maximum of 26%
with an Indian company. The Act's 2002 amendments increased market liberalization by
permitting the existence of multiple channels for distribution. In an effort to beat their rivals,
almost all Indian life insurance companies are currently introducing a wide range of CRM tools,
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applications, and initiatives into the market for the purpose of managing and coordinating with
their internal (employees, channel partners, agents, brokers, etc.) and external customers. This
retort addresses the many developments in deregulation, empowerment, and liberalization. This
paper aims to map the challenges and shortfalls impeding these companies' growth while
simultaneously tracking and showcasing the myriad strategic initiatives and innovations these
companies have made in the context of developing customer-centric architectures for the services
they offer.

CUSTOMER RELATIONSHIP MANAGEMENT:

A growing number of business agendas these days place customer relationship management at
the top. It is a calculated business move that transcends conventional customer service and sales
campaigns. In order to provide clients with quicker, more individualized service, technology is
integrated with the work of employees and business colleagues. CRM is an approach to
managing client relationships over the long term that is supported by a well-defined and targeted
business process. CRM is being used by businesses of all sizes and in all industries as a key
component of corporate strategy for two key reasons:Modern technology allow businesses to
more accurately target certain market groups, micro-segments, or individual clients.
Additionally, modern marketing theory has acknowledged the drawbacks of conventional
marketing and the possibilities of customer-focused, process-based methods. CRM is a business
strategy that aims to increase customer value, corporate profitability, and shareholder value by
forming, nurturing, and strengthening relationships with carefully chosen customers.

Dr. Adrian Payne (1999) states that the following significant trends led to the development of
CRM as a management approach: The increased use of technology in information management
and value maximization.

The creation of one-to-one marketing merchandise.

The acknowledgement of the necessity to compromise between providing and deriving value for
customers.

The transition of company emphasis from transactional marketing to relationship marketing
Realization that consumers are a corporate asset rather than just a target market for
advertisements

The shift from functions to processes in organizational restructuring on a strategic basis.

the understanding of the advantages of using information more proactively than just reactively.

In addition to providing organizations with value, CRM systems have the key feature of
"scalability,” which guarantees that they may be adopted at different phases of increasing
complexity and value.Although having a complete CRM solution is ideal, life insurance firms
can also use it in phases that correspond with their development and still use some components
of it at the same time.

LITERATURE REVIEW:
Relationship marketing: A source of competitive advantage was the subject of a study done in

2007 by Sehgal, N.K.In his article, he suggested that because relationship marketing has become
popular, businesses are willing to go to any lengths to maintain their clients' happiness and

160



IPE Journal of Management
ISSN 2249-9040 Volume 9, No 10, July-December 2019

satisfaction because contented customers are less likely to switch their allegiance to rival
businesses looking to increase sales.He further suggested that companies are now voluntarily
involved in ongoing improvisation, personalization, and customization, clearly shifting from
"marketing myopia" to "marketing hypermetropia.” The basic reasoning behind this is that, "if
you would not take care of your customers, your competitors definitely would."” So long as
businesses continue to satisfy their clientele, they will continue to do business with them.Provide
what you promise, both visibly and on schedule. He came to the conclusion that, in order for a
business to succeed in the modern day, it must have both high tech and high touch, and that, if a
company cultivates its important relationships successfully, its future might be really bright.

Customer relationship management (CRM) and the quality of the product or service are crucial
components of a good competitive position, according to a study by Mosad, Z. (2006) titled "The
Loyalty of Loyalty: CRM, Quality, and Retention.” A business must build relationships with its
customers that go beyond the value that its primary products can offer. To do this, it must add
both tangible and intangible components to its core products, so enriching and establishing the
"product surrounding.” By increasing client loyalty, this leads to the production of value. In
addition, she developed a five-question model, where each Q stands for: Q1. Quality of object;
Q2. Quality of processes; to achieve the theoretical propositions.

Q4. Quality of interaction, Q5. Quality of environment, and Q3. Quality of infrastructure.

Osarenkhoe, A. and Bennani, A. (2006) carried out an investigation on the application of
customer relationship management strategy. They came to the conclusion that relationships serve
as both a tactical tool and a distinct, calculated strategy for buyer-seller trade.Top management
support and dedication, systematic cross-functional communication, and mandated customer
loyalty training programs for all workers are necessary for developing and putting into practice a
sustainable CRM strategy.They further stated that for a CRM deployment to be effective, it is
essential to comprehend the components of CRM and apply the CRM strategy.They highlighted
the following as CRM components: Manage customer service while measuring customer
satisfaction. Emphasize quality.

Invest in individuals.

Talking to clients on a regular basis; establishing reasonable goals and reviewing results.
Interfaces based on relationships.

and the key elements of relationship strategy execution that they determined were:

Structure: an organizational framework for relationships; Staff. the people aspect of a
relationship; Style: all that managers say and do; Systems: the establishment of relational
systems; and Schemes: programs that facilitate the execution of relationships

Research on the "Impact of Disinvestment on Banking and Insurancesectors"” was done in 2007
by Patil, P.B. and Thakkar, P.N.In light of the Indian economy's rapid growth and the vast
opportunities it presents for private firms to enter the still heavily public sector-dominated
market, he came to this conclusion. By placing customers in an advantageous position, he said
that disinvestment had boosted customer happiness.Approach times have gotten shorter for
clients, and all banking and insurance industry goods now offer better quality services. In
addition, he stated that there will be many chances in the public and private sectors during the
course of the ensuing ten years.
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The study "The Insurance Perspective in Uthamapalayam Taluk (Adistrict in India)" was carried
out in 2007 by Hasanbanu, S. and Nagajothi, R.S. with the following goals:

I. To research Uthamapalayam Taluk's residents' insurance perspectives on the LIC.

il. Analyze the socioeconomic makeup of insurance policyholders and their amount of
investment with the LIC.

To examine policyholders' attitudes on the LIC (iii).

iv. To provide ideas and proposals for enhancing the life insurance industry.

The research was conducted using primary research approach by the author. The study
comprised a sample of 100 policyholders from the Life Insurance Company of India,
Uttaramapalayambranch. The Garrett Ranking approach and chi-square testing were utilized to
check the various hypothesis put forth. The author came to the conclusion that neither
individuals nor corporations in India had insurance as a top priority.Accordingly, reforms need
both regulatory action and market development encouragement. The continuous consolidation of
private businesses and the industry's sustained expansion are silent testaments to India's
aggressive regulatory environment.

OBJECTIVE:

Examine the significance and advantages of the several CRM programs that Indian life insurance
companies presently employ.

To provide recommendations and ideas to further the advantages gained from integrating
technology and CRM concepts into the Indian life insurance market.

Conduct a thorough analysis of the life insurance market in India.

Examine and investigate how economic expansion and boom affect the customs and policies of
the life insurance sector.

There is a need for life insurance businesses to revamp their business approach by prioritizing
customer satisfaction.

To analyze the importance of the idea of Customer Relationship Management in the life
insurance sector and provide evidence for its emergence in the current context.

In the context of customer relationship management, examine and disseminate the many strategic
ideas and initiatives held by life insurance firms.

RESEARCH METHODOLOGY:

The following describes the research approach used in this study:

Thorough desk research for a comparative and analytical method of the study.

The exploratory research method involves gathering and examining pertinent literature, material,
and empirical data.

0 Qualitative research through direct engagement, conversation, and interviews with industry
experts and top managers.

The changing paradigm in the life insurance industry

The number of players in the life insurance market has increased from one life insurance player
(LIC) with a complete monopoly prior to the IRDA Act of 1999 to 16 players overall as of
March 31, 2007, with a total foreign investment of US $543 million.
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Insurance Penetration: Life Insurance Penetration climbed to 2.53% in 2005 and to 3% in 2006—
07 in India, from less than 1% in 1990-91.

Premium Collection: Growth in life premium revenue collection did not surpass 20% prior to
competition; nonetheless, between 2006 and 2007, it increased by 28%. The life insurance
industry has already increased in size over the previous five years in terms of premium
collecting.

Distribution Focus: With a significant emphasis on micro-insurance, the IRDA Act of 2002
Amendment has enabled for the existence of multiple distribution models, including CA,
Referral, Broking, and Bancassurance, as opposed to the previous single channel of agency
distribution.

Products: Almost 98% of total premium income was previously earned by money-back and
endowment plans, but a wide range of products with riders that cover practically every element
are now available. The market is currently seeing a rise in the acceptability of pure term products
and variable returns, with unit-linked policies being the most popular.

Industry Growth: The life insurance sector saw a staggering 110% increase in 2006-07.

India's portion of the global life insurance market increased this year from 1.02 percent to 1.68
percent.

* In India, premiums for life insurance make up 1.8% of GDP.

The following might be enumerated as some of the numerous facilitators and causes accountable
for the industry statistics outlook’s rapid expansion and change:

High and rising market investment return rates; Technology and innovation catching up with all
economic sectors;

The primary industry in which insurance money are invested is infrastructure, which is
experiencing a boom.

The changes have been accelerated, stable, and advantageous. The economy's fundamentals are
strong, with $120 billion in foreign exchange reserves and 3% currency appreciation.

The concept of "Save now, spend later” is being replaced with "Buy today, pay later,” leading to
an increase in consumerism; further variables include a younger workforce, growing incomes,
declining interest rates, and higher aspirations.

A supportive international economic reaction; a growing middle class driving domestic
spending; the momentum of a quarter of a century of solid economic development; and a much
more open economy to trade and investment from abroad.

LIFE INSURANCE INDUSTRY ANALYSIS:

() Advantages

1. India's economy ranks fourth in the world in terms of purchasing power parity. It benefits
from low inflation, expanding foreign currency reserves, and a stable foreign exchange rate.

2. The number of life insurance policies in effect worldwide is highest in India.

3. India boasts a high GDP-assured savings rate of 21%.

In the Indian financial sector, banks maintain a dominant position, controlling more than 40% of
household investments. There has been a notable increase in household disposable income over
the last two decades, with yearly growth of 5.3% as opposed to 3.6%.

5. Benefits of inflation together with increased reserves and exchange rates.

6. Several avenues for insurance distribution were recently authorized by the IRDA Act
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Amendment (2002).
(11) Drawbacks

1. With a 3% penetration rate for life insurance, the population is remains primarily uninsured or
underinsured.

2. Private companies mostly target Tier 111, semi-urban, and rural sectors, as well as the mass
market and lower income segments.

3. The protection market is still immature, and market growth is mostly driven by investments.

4. Expensive operational methods are unable to turn a profit in low-ticket, high-volume sales.

5. Over 90% of policies are still marketed by agency forces.

(111) Difficulties

1. The size of the nation and its distributed rich population.

A: 2973190 square kilometers.

b. Over 70% of people live in rural areas, and over one-third of all wealthy and affluent
households are found there.

Only 5161 towns and cities make up urban India.

2. The evolving expectations and how to manage them, including those of the intermediaries,
customers, and promise.

3. Insufficient Data
4. Drawing from the skill pool to provide advanced client service.

Given the aforementioned information, estimating the rate of growth of the life insurance market
both now and in the future is straightforward. This statistic demonstrates that there is sufficient
market space for any business in the sector to grow and broaden its scope and reach; the only
requirement is to recognize the "power of enabled consumerism™ and use all available resources
to attract the highest level of customer satisfaction.

CRM: CREATIVITY AND STRATEGIES:
(1) To Improve Customer Outreach

The government made it possible for different channels of insurance policy distribution to exist
in the market by amending the IRDA Act (2002). This is a great step toward improving customer
reach and industry penetration. The different distribution channels that are allowed are:

(i) Reassurance

Using a bank to provide insurance products is known as bancassurance.Major participants in the
Indian financial system, banks retain more than 40% of household investments and provide
extensive coverage. In the case of private life insurance firms, this channel has already tapped
26% of the coverage ratio, making it highly promising.
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(i1) ReferralModel

With this concept, insurers can help clients by sending expert advisors from the company to offer
guidance and assistance.Additionally, by using multiple bank databases and other resources, this
model enables businesses to obtain the references and contact information of potential clients.

Small-scale lending

This distribution channel is important for rural residents. The government has directed to reach
out to Non-Governmental Organizations (NGOs), SelfHelp Groups (SHGs), etc. through
microfinance to help in providing insurance coverage to the people in these areas.

Brokerage and corporate agency are two other approved models; nevertheless, these models have
not yet taken on the correct form and structure in the Indian market.

(11) Concerning Client Relationship Management

Acknowledging the applicability of the dictum "The customer is king,” businesses are
concentrating on a range of customer-focused technologies, with customer relationship
management being one of the most well-known. Given this, other projects that have been
launched are:

Linked In

The process of networking makes sure that every office is connected via delivery channels like
DSL, Internet, VSAT, and leased lines. This makes it possible to collect and retrieve data from
various access points.

Information Retrieval

In the life insurance industry, a significant amount of data must be collected from the proposal
stage all the way through to the settlement of claims because the data must be kept up to date for
the duration of the policy. Adherence to regulatory systems that specify the necessity of data
preservation for a designated duration is likewise necessary. Various data, such as those of the
policyholders and agents/advisors dispersed across geographic areas, are usually captured by
data warehousing and stored in a single, centralized database. Additionally, it makes it possible
to analyze performance metrics like profitability, claims settlement, and business growth in a
more advanced manner.

Data Mining

Following the implementation of data warehousing, its offshoot By searching for patterns in the
client data, data mining helps a life insurer to make the most of the data in order to accomplish
the crucial goals of increasing sales and guaranteeing customer satisfaction. It makes it possible
to identify trends and patterns in consumer preferences, premium payment, customer inquiries,
and agent and adviser performance based on customer data.Call centers for businesses profit
immensely from data warehousing and data mining, which helps them respond rapidly to client
needs.
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MIS Online

It monitors consumer browsing and selection patterns, considers their preferences, and
determines how best businesses can cater to them. It looks at the reports, indicating which
policies are of interest to most of the clientele. This makes it possible for businesses to develop
effective, targeted sales and marketing strategies, which raises the conversion rate.

e-Enabling: The Internet is becoming a major marketing and distribution channel with a large
potential audience and promising future growth.Bye-Enabling their vital roles, life insurers offer

increased visibility, quicker data access, and prompt service for policyholders, agents/advisors,
and new prospects.Through the provision of product information, comparative analysis,
advisor/agent location, service corner, and premium payments for individuals nationwide, the
internet facilitates interaction and interoperability. Prospects can obtain product information and
other pertinent details "Anytime, Anywhere," which has significant benefits.

A few value-added features that can be quickly deployed to improve the company's reputation
and strengthen relationships with clients are auto responders for inquiries, risk profiles,
investment and tax calculators, email alerts for premium payments, new product information,
and gestures like birthday and anniversary wishes.

Additionally, e-learning courses can be used to teach agents and advisors, and product
knowledge can be shared swiftly. Agents are readily available online.

Ultimately prosperous call centers set the standard for the complete and appropriate use of
customer relationship management. They support "single point access,” which guarantees
"customer delight,” a life insurer's main goal.

Care Pack Scheme

This cutting-edge solution is intended to save businesses even more time and money. This is an
automated program that performs diagnostic tests on the website, updates data (such as email
addresses and cellphone numbers), and makes sure all other software is operating properly. It's
an additional means of guaranteeing optimal services and cutting costs (nocostly overhead).

Telephony on the Go

Once settings are made directly from the website, this function will continue to send out
notifications and messages automatically. This relieves the burden of having to continuously
monitor the messages and eliminates the need for someone to check on it every day.

The following goals can be attained with the help of all these CRM systems and
applications:

0 A unified customer perspective o Integrated, multi-channel customer sales and service

o Targeted marketing for campaigns of loyalty and expansion
o Effective channel management for distribution.
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CRMINLIFE INSURANCE: STIMULATING THE PUBLIC

Businesses can empower and keep their consumers by giving the below-mentioned services,
which further enhance their product offers, by integrating the aforementioned CRM apps into
their service framework.

Automated Notifications and Upgraded Reminders

This function allows notifications about premium payments, policy maturity, policy changes,
policy requirements, etc. to be delivered automatically.

0 The clients are also given this feature to use on their big days.Birthday greetings, anniversary
wishes, congrats, and festival greetings are sent automatically based on the preferences.

Personalized messages
Information is power these days.This feature allows the businesses to tell their clients about:

o Recently implemented policies and advantages of particular policies.
Online Product Details, Articles, and News

Access to Online Portfolios

Customers may now see their insurance portfolio online and in real time on the website thanks to
this.

Tools for Analysis

Advanced analytical tools such as the Comprehensive Insurance Needs Analysis, Insurance
Eligibility Check, Wealth Potential Analysis, Basic Insurance Needs Analysis, Premium
Calculator, Loan Calculator, Surrender Value Calculator, etc. are available in the software.
Customers can also access numerous more robust applications, such as the Comprehensive
Insurance chart, Premium Calendars, Cash Flow Chart, and Status Reports.

Electronic Portfolio

This is a desktop program wherein the businesses give clients information about investments and
insurance on a CD. A presentation about the clients' current Comprehensive Insurance Chart,
Cash Flow Chart, Premium Calendar, Non-Life Insurance Chart, Small Savings Investment, etc.,
could be provided by this. The goal is to increase customer loyalty to the organization while
building a sense of loyalty and interest with the client's entire family.

167



EXPLORING CUSTOMER RELATIONSHIP MANAGEMENT IN INDIA: STRATEGIES, ISSUES,
AND INNOVATIONS

CONCLUSION:

The objective of this article is to provide a comprehensive analysis of the Indian life insurance
market along with a look at the customer-centric practices and trends that the several companies
in the industry are actively implementing these days. This essay aims to provide a thorough
examination of the factors that make client centralization and customer relationship management
not only important but also required in the life insurance industry. After conducting this
research, it was found that all businesses operating in the life insurance sector urgently need to
change into "total business solution providers" for their clients because life insurance is a service
industry and all sectors of the Indian economy are experiencing rapid growth and profitability.
One who can satisfy the overt as well as covert needs of their clientele is a whole business
provider. Since today's consumers are so powerful, satisfying their needs—both quantitative and
non-quantifiable—will guarantee the success of any business or service venture as well as the
management of customer relationships.
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