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I. INTRODUCTION 

The banking and insurance industries have developed rapidly in the changing and challenging economic 

environment all over the world. Due to merging of global financial markets, development of new technologies, 

universalization of banking industries and with the expansion of non-banking activities, the insurance industry has 

globally brought in new channels of distribution into existence. This has given rise to a new form of business 

wherein two big financial institutions have come together and have integrated all their strength and efforts to 

generate new means of marketing for encouraging their products and services. When these two join together it gives 

birth to “BANCASSURANCE”. Bancassurance is the allocation of insurance products through the huge network of 

banks whereby, banks act as a distribution channel for providing varieties of banking and investment products and 

services. According to Insurance Regulatory and Development Authority (IRDA), “Bancassurance refers to banks 

acting as corporate agents for insurers to distribute insurance products”. Bancassurance offers many advantages to 

banks, insurers and the customers. For the banks, income from Bancassurance is the only non-interest based income. 

The insurance company gets better geographical reach without additional costs. Providing multiple services at one 

place to the customers improves customer satisfaction. 

 

II. REVIEW OF LITERATURE 

Stott (2001) explored the problems related to achieving service delivery excellence in an active and developing 

insurance company. In his paper, the author additionally examined service quality issues and the emphasis to be 

placed on alignment of factors to accomplish the organization objective. It concentrated on making up an entire 

service quality master plan. The master plan must include service must incorporate service awareness, measuring 

consumer loyalty, , internal service programmers, business processes, external improvements, service quality 

control, emphasis on five quality dimensions such as responsiveness, assurance, tangibles, empathy and reliability, 

service quality culture, aligning people, product and service quality to achieve profitable customer satisfaction. The 

paper infers that if an organization can't convey both. 

Pathak (2003) compared the commercial presentation of non-public sector banks. He made deep view onto the 

economics of these banks. He analyzed five bank‟s economic performance by evaluating their commercial traces. 

The working of the all the banks was acceptable while HDFC Bank and ICICI bank are on the top two banks. 

Private sector banks made the completion very tough. Only that private player can go long which have competitive 

advantage and retain the customer in long run. 

Mohan and Ray (2004) made an examination of execution among three classes of banks ‐ public, non-public and 

foreign banks ‐  utilizing physical amounts of info and yields and contrasting the income amplification productivity 

of banks amid 1992‐ 00.The discoveries of the study demonstrated that public banks performed fundamentally 

superior to the non-public banks yet. 

Sharma (2008) observed that the demand for life insurance products is driven by several economic factors like prices 

of insurance, government tax, the general economic environment, income, inflation and interest rates. The 

burgeoning insurance market in India has been able to generate considerable interest and awareness among people. 

Insurance field has been creating new vistas for attracting talent and in this process had reduced unemployment. 

not the slightest bit unique in relation to foreign banks. 

Kutty (2010) elaborated the qualitative development in the Life Insurance Industry during the last decade, both in 

the global and also in the Indian context. In his empirical analysis, he finds that the dominant paradigm in sales has 

been to build the sales infrastructure. Somehow, the growth would automatically materialize and the selling 

competence will also been enhanced. But, the life insurance, as an industry, is mostly built on trust, protection, 

preservation and long-term opportunity. 

Gujral (2014) found that private sector banks would excel in bancassurance because of their powerful selling 

policies. 21% respondents opined that they prefer to buy insurance from banks because of the brand name and their 
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trust on banks. Out of the total 30 bank employees surveyed, 73% of employees are involved in the activity of 

bancassurance. 36% employees have been given formal training for cross-selling of bancassurance products. 82% 

employees opined that their work is enriched by the activity of bancassurance. 

 

III. RESEARCH METHODOLOGY: 

3.1 Objectives of the Study  

The aim of the work described in this paper was to analysis services in selected public and private sector banks by 

various parameters of customers‟ satisfaction. The objective of study includes:  

To analyze the customers‟ satisfaction from bancassurance services of various banks in relation to Education and 

Occupation. 

 

3.1.1 Scope of the Study 

The present study has been made attempt to analyze the customers‟ satisfaction of bancassurance services from 

various banks. For this study ten banks were selected in which five were public sector banks and five were private 

sector banks. The selected public sector banks were State Bank of India, Bank of Baroda, Punjab National Bank, 

Bank of India, Canara Bank and selected private sector banks were HDFC Bank, ICICI Bank, Kotak Mahindra 

Bank, Axis Bank, Yes Bank.  

 

3.1.2 Hypotheses of the Study 

The objective of the study is to analysis the performance of bancassurance services of selected banks. The 

hypotheses related to this objective are as following  

H01: There is no significant difference in customers‟ satisfaction parameters on the basis of education from 

bancassurance services. 

H02: There is no significant difference in customers‟ satisfaction parameters on the basis of occupation from 

bancassurance services. 

 

3.2 Statistical Analysis  

The analysis of data was undertaken with a view to have an investigation of customers‟ satisfaction level towards 

bancassurance services of various banks. As regards to the data analysis tools, it may be mentioned the likert 5 point 

scale was used. The quantitative data were fed into computer and the acquired data using the software package SPSS 

was analyzed. The collected data has been analyzed with help of statistical tools i.e. ANOVA, Standard deviation 

and Mean. 

 

IV. ANALYSIS AND INTERPRETATION 

4.1 Education-wise Customers’ Satisfaction from Bancassurance Services 

The table 1 illustrates customers‟ satisfaction on basis of education level from bancassurance services. Ten 

parameters were being studied and six parameters (mark by *) were found to be significantly affected by the 

education level of customers as shown in the above table. These parameters were found to be significant at 5% level 

of significance. Therefore null hypothesis (H01) is rejected which shows there is significant difference in customers‟ 

satisfaction parameters on the basis of education from bancassurance services.  

The first parameter which has found significant is „All details of insurance benefits are provided to customer‟. The 

mean score of all the categories are compared. It has observed that mean score of post graduation 3.52 is highest, 

this means post graduate customers have highest satisfaction level among all the educational categories. The lowest 

standard deviation is 1.16 for graduate customers. The next significant parameter of satisfaction is „Bank staff 

behavior is satisfactory acceptable for the customer‟.  

Table 1: Education-wise Customers‟ Satisfaction from Bancassurance Services 

Customers‟ Satisfaction Parameters 

Under 

Graduation 
Graduate Post-Graduate Other ANOVA 

Mean S.D. Mean S.D. Mean S.D. Mean S.D. F Sig. 

1. Bank provides policy details to the 

customer 
3.04 1.40 3.38 1.24 3.47 1.35 3.15 1.25 1.99 .114 

2. Amount of premium is affordable 

for customer 
3.56 1.20 3.62 1.02 3.74 0.97 3.40 1.22 .88 .450 
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3. All details of insurance benefits are 

provided to customer 
2.89 1.43 3.42 1.16 3.52 1.22 3.18 1.50 4.77 .003* 

4. Bank staff behavior is satisfactory 

acceptable for the customer 
3.13 1.50 3.62 1.11 3.93 1.18 3.22 1.57 7.44 .000* 

5. Due attention is paid by the bank 

staff regarding customers‟ complaints 
3.12 1.37 3.41 1.17 3.40 1.33 3.31 1.39 1.08 .354 

6. Information of benefits is timely 

disbursed to the customer 
2.72 1.23 3.30 1.07 3.38 1.26 2.86 1.28 6.74 .000* 

7. There is provision of loan facility 

against policy is provided to customer 
2.93 1.32 3.42 0.99 3.95 1.17 3.38 1.09 5.93 .001* 

8. Information about recontinuation of 

lapsed policy is given to the customer 
3.22 1.14 3.50 3.15 3.43 1.10 2.95 1.21 0.59 .616 

9. There is provision of providing 

updated information to the customer 
2.79 1.31 3.44 1.81 3.43 1.23 3.00 1.34 4.29 .005* 

10. There is regular and timely 

intimation of payments is supply to the 

customer 

3.11 1.47 3.70 1.04 3.74 1.23 2.90 1.30 7.55 .000* 

Source-Survey Data, Significance at 5% level (Tabulated value .05) 

The highest mean score for selected parameter is 3.93 for category post graduate and the lowest standard deviation is 

1.11 for category graduate. The next significant parameter of customer satisfaction is „Information of benefits is 

timely disbursed to the customer‟. The highest mean score for selected parameter is 3.38 for category post graduate 

and the lowest standard deviation is 1.07 for category graduate. The next significant parameter of customer 

satisfaction is „There is provision of providing updated information to the customer‟. The highest means score for 

selected parameter is 3.43 for category post graduate and the lowest standard deviation is 1.23 for category post 

graduate. 

The significant parameter of customer satisfaction is „There is provision of loan facility against policy is provided to 

customer‟. The highest means score for selected parameter is 3.95 for category post graduate and the lowest standard 

deviation is 0.99 for category graduate. The last significant parameter of customer satisfaction is „There is regular 

and timely intimation of payments is supply to the customer. The highest means score for selected parameter is 3.74 

for category post graduate and the lowest standard deviation is 1.04 for category graduate.  

It is clear from the descriptive mean and standard deviation analysis that satisfaction level of post graduated 

customers was more than the customers of other education levels from bancassurance services in selected private 

and public sector banks as shown in table 1. As mean scores of post graduated customers were highest for all 

significant parameters. The lowest standard deviation for all parameters is shown in table which denotes that data 

was clustered closely around the mean. Therefore, it is interpreted that the variation among the responses were 

significantly differ. 

 

4.2 Occupation-wise Customers’ Satisfaction from Bancassurance Services 

For analysing customers‟ satisfaction level on the basis of occupation from bancassurance services, ten parameters 

were being studied and five parameters were found significant in table 2. If there is significance difference then it 

simply means that occupation affects the satisfaction level of customers from bancassurance services. Therefore, the 

null hypothesis (H02) is rejected and it means that there is significant difference in customers‟ satisfaction 

parameters on the basis of occupation from bancassurance services. 

The significant parameter „Bank provides policy details to the customer‟ have highest means score 3.67 for business 

category. The lowest standard deviation is 1.12 for business category. It means that the customer have occupation of 

business have higher level of satisfaction as compared to customers of other occupation. 

The parameter which has found significant is „All details of insurance benefits are provided to customer‟. The mean 

score of all the categories are compared and mean score of business 3.55 is highest. This means customers those 

have occupation of business have highest satisfaction level among all the occupational categories. The lowest 

standard deviation is 1.16 for customers of occupation business. The next significant parameter of satisfaction is 

„Bank staff behavior is satisfactory acceptable for the customer‟. The highest mean score for selected parameter is 

3.64 for category business and the lowest standard deviation is 1.24 for category business. The next significant 

parameter of customer satisfaction is „Due attention is paid by the bank staff regarding customers‟ complaints‟. The 
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highest mean score for selected parameter is 3.31 for category business and the lowest standard deviation is 1.24 for 

category business. The next significant parameter of customer satisfaction is „Information of benefits is timely 

disbursed to the customer‟. The highest mean score for selected parameter is 3.26 for category business and the 

lowest standard deviation is 1.24 for category business. 

Table 2: Occupation-wise Customers‟ Satisfaction from Bancassurance Services 

Customers Satisfaction Parameters 

Self-

Employed 
Business Job Other ANOVA 

Mean S.D. Mean S.D. Mean S.D. Mean S.D. 
F Sig. 

1. Bank provides policy details to the 

customer 2.83 1.43 3.67 1.12 2.83 1.43 3.60 1.22 4.59 .001* 

2. Amount of premium is affordable 

for customer 3.66 1.17 3.80 1.06 3.66 1.17 3.00 1.16 1.45 .217 

3. All details of insurance benefits are 

provided to customer 2.94 1.49 3.55 1.16 2.94 1.49 3.25 1.26 3.07 .016* 

4. Bank staff behavior is satisfactory 

acceptable for the customer 3.45 1.39 3.64 1.24 3.45 1.39 3.34 1.34 2.92 .021* 

5. Due attention is paid by the bank 

staff regarding customers‟ complaints 3.30 1.33 3.31 1.24 3.30 1.33 3.21 1.34 3.65 .006* 

6. Information of benefits is timely 

disbursed to the customer 2.88 1.35 3.26 1.20 2.88 1.35 3.06 1.30 2.71 .030* 

7. There is provision of loan facility 

against policy is provided to 

customer 

3.24 1.34 3.54 1.13 3.24 1.34 3.24 1.23 1.10 .353 

8. Information about recontinuation 

of lapsed policy is given to the 

customer 

2.92 .99 3.63 4.05 2.92 .99 3.03 4.15 1.18 .318 

9. There is provision of providing 

updated information to the customer 2.77 1.21 3.37 2.26 2.77 1.21 3.07 2.36 1.86 .116 

10. There is regular and timely 

intimation of payments is supply to 

the customer 

3.47 1.40 3.64 1.14 3.47 1.40 3.04 1.24 1.24 .290 

Source-Survey Data, Significance at 5% level (Tabulated value .05) 

 

The table 2 displays the mean score and standard deviation customer satisfaction parameters on the basis of 

occupation from bancassurance services. The satisfaction level of customers whose occupation is business has 

highest agreement (as mean score for these parameters are highest as compare to other parameters) as compared 

with other occupations. Standard deviation is lowest for variable „Business‟ as shown in table. It reveals that 

responses for these parameters are resolute around the mean and data is more reliable. 

 

V. SUMMARY OF FINDINGS 

The study found that education level of customers has significant difference in customers‟ satisfaction parameters 

from bancassurance services in selected public and private sector banks as six out of ten performance parameters are 

found significant. Satisfaction level of post graduated customers was more than the customers of other education 

level from bancassurance services in selected private and public sector banks. As mean scores of post graduated 

customers were highest for all significant parameters. The lowest standard deviation for all parameters denotes that 

data was clustered closely around the mean.  
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It has been also observed that occupation of customers also has significant impact on satisfaction level of customers. 

The satisfaction level of customers whose occupation is business has highest agreement (as mean score for these 

parameters are highest as compare to other parameters) as compared with other occupations for the parameters 

„Bank provides policy details to the customer‟, „All details of insurance benefits are provided to customer‟, „Bank 

staff behavior is satisfactory acceptable for the customer‟, „Due attention is paid by the bank staff regarding 

customers‟ complaints‟ and „Information of benefits is timely disbursed to the customer‟. Standard deviation is 

lowest for variable „Business‟. It reveals that responses for these parameters are resolute around the mean and data is 

more reliable. 
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