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ABSTRACT 

Effective process effectiveness is the most significant tool to improve the performance of any organization in the long run and help to increase customer engage-

ment. The main purpose of this article is to empirically examine the factors influencing the process effectiveness of the Insurance Companies operating in India. 

Process effectiveness in the insurance sector is the key factor of customer engagement in any organization and the success of any organization depends on the 

settlement of claims services decisions regarding the various insurance branch distribution channels. Insurer plays a remarkable role to provide the fast claim 

settlement in the various branches. The main aim of the study is to explore the opportunities of customer engagement in the insurance sector and provide very 

practical and result oriented authentic information to companies related to the insurance sector. For the purpose of the study, 300 respondents from Uttar Pradesh 

and NCR were taken through 12 insurance companies. This paper provides practically remarkable information about the process of effectiveness in the insurance 

sector. This study explores the direction to practitioners for understanding the essence of the process effectiveness of the insurance services and to procure com-

petitive advantage. 

 

KEYWORDS 
customer engagement, process effectiveness, insurance sector. 

 

JEL CODES 
G40, G22, M30. 

 

INTRODUCTION 
he insurance industry is facing stiff competition in the market but due to this, the insurer is struggling in the market to sustainable growth. The major 

responsibility before the insurer is how to boost up the claim settlement services and provide error-free qualitative services to their customers. By adopting 

traditional approaches, the insurer has been not successful to maintain the quality of process effectiveness and not able to raise the productivity of the 

insurance sector. In the modern scenario, the business environment is dynamic by nature so that the insurance sector has to modify as per the demand of the 

market. Cost management factor is very important to penetrate in any market and it is very important for every firm how to capitalize its resources to achieve 

profit maximization. Due to maturity in the market, the insurer has to face structural challenges problems. Process effectiveness varies across insurance product 

lines and regions. 

In the present era, companies are assured to gain competitive advantages, and for this purpose, it focuses on process effectiveness is a major task for companies. 

Process effectiveness techniques have continuously evolved from process activities and workflow management to process management. 

Process effectiveness helps an organization to monitor and optimize their process continuously, while each company’s processes and needs are different, process 

effectiveness enables any organization to enhance its operational efficiencies on a regular basis, thereby providing a competitive advantage. The task of handling 

the claim process is very challenging and faster claim processing is the major factor to influences customer engagement in the insurance sector. 

The major objectives of the study are to examine the efficiency and claim settlement process in the Indian insurance industry. Some other objectives also include 

error-free services, recruitment policy, penetration, appearance & behavior of the staff, investigating the training and development program for claim manage-

ment. 

 

OBJECTIVE OF THE STUDY 
The main objective of the study is to study the factors influencing process effectiveness on customer engagement by the offered services of insurance companies 

in UP and NCR. The major objective is to study the process effectiveness with reference to branch service. 

 

RESEARCH HYPOTHESIS 
H1: Process effectiveness does not impact on customer engagement in the insurance sector  

 

RESEARCH METHODOLOGY 
Research Methodology develops the platform of the methods applied to a field of study. It explores the need for research, research approach, research design, 

data collection methods, and analysis techniques of data. Further, it also focuses on the validity and reliability of research as per the norms of standardization. 
  

T 
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RESEARCH DESIGN 
Research design is the framework of the research method and techniques chosen by a researcher. The design of the research topic explains the type of research 

which has opted for this study is the descriptive research design. The main objective of the study is to determine the factors which affect customer engagement 

in the insurance sector which ultimately leads to customer satisfaction towards the insurance policies is the insurance sector. A selected no. of insurance companies 

operating in Uttar Pradesh and NCR were chosen for the study. 

SAMPLE PROFILE OF POPULATION 
The sample size of the research is 300. Out of 300 population size of the sample, most of the respondents belong to NCR and U.P., 90.7% are male and 9.3% are 

females. The marital status of respondents reflects that 82% are married and 18% are unmarried. Criteria for the distribution of the sample are based on age, 

academic qualification, profession, annual income, and status of usage insurance plan that are shown respectively. 

DEMOGRAPHIC PROFILE OF POPULATION 
The demographic profile of respondents reflects that most of the respondents belong to NCR and Uttar Pradesh. Further, out of 300 respondents, 90.7% of 

respondents are male and 9.3% are females. The age demographic of respondents shows that most of the respondents belong to the age group of 30 to 45 years. 

Most of the respondents are married (82%) under the age group (30-45 years). Most of the respondents are highly qualified. The segmentation of respondents 

according to their qualification are 56% having graduation degree, 20% post-graduation, 7.3% others, and 16.7 below graduation. As far as a concern with profes-

sion demographic that most of the respondents are working in the Private sector that is 62.3% in the Private sector, 14.3 in the Govt. sector, 16.7% in Business, 

and 6.7% in others. In addition, one of the most important demographic factors is the annual income of the respondents. Majority of respondents were earned 

up to 5 lakhs but the second category of income group (5-10 lakh) play a significant role in the engagement of customer in the insurance sector. Majority of 

population size were influenced to buy short term plan (1-50 years but in the second majority of respondent were preferred to use the long term plan (more than 

15 years) 

 

FOCUS AND SCOPE OF THE STUDY 
The present study has been undertaken to study has analyzed the factors which affect the process effectiveness of customer engagement in the insurance sector. 

More specifically, this study attempts to explore the factors which affect customer engagement in the insurance sector. This study is restricted to major cities and 

districts of Utter Pradesh and NCR. 

 

ANALYSIS OF DATA AND INTERPRETATION 
This chapter reflects the analysis and interpretation of data that was collected for a research study. After collecting data, the process of analysis is the major stage 

to find the conclusion of the research study. The main two basic tools are used to analyze the data that are SPSS 19 & Microsoft Excel. The statistics results were 

presented in tabular and graphical form. 

Data Interpretation is the implementation of the process through which data can be reviewed for the purpose of gaining an inference of research study. The 

interpretation of data analysis assigns a meaning to the information analyzed and determines its significance and implication. 

HYPOTHESIS TESTING 
Chi-Square Analysis 
Chi-Square test was done to find the association between age and Profession with customer engagement in the Indian Insurance Industry. The Chi-Square test is 

a method for testing if two categorical variables are related in some populations.  

A chi-square test is a measure of how expectations compare to actual data. The Chi-Square test helps to identify the null hypothesis test is accepted or rejected. 

In this test, the significance level of Chi-square value at 95% i.e. α=.05 and if the value of chi-square is less than alpha then the null hypothesis is rejected. On the 

other hand, the value of chi-square is more than the value of alpha then the null hypothesis is accepted. 

Age-wise Process effectiveness 
Crosstabs 
Case Processing Summary 

 Valid Case Case Missing Total 

 N % N % N % 

PE1*AGE 300 100.0% 0 0.0% 300 100.0% 

PE2*AGE 300 100.0% 0 0.0% 300 100.0% 

PE3*AGE 300 100.0% 0 0.0% 300 100.0% 

PE4*AGE 300 100.0% 0 0.0% 300 100.0% 

PE5*AGE 300 100.0% 0 0.0% 300 100.0% 

PE6*AGE 300 100.0% 0 0.0% 300 100.0% 

PE1 * AGE 

 Crosstab 

PE1 15 Year - 30 Year 30 Year -45 Year 45 Year -60 Year 60 Year and Above Total 

Strongly Disagree 0 5 3 0 8 

Disagree 1 10 1 0 12 

Neutral 8 11 5 0 24 

Agree 54 69 35 4 162 

Strongly Agree 34 46 10 4 94 

Total 97 141 54 8 300 

Chi-Square Tests 

 Value df Asymptotic Significance (2-sided) 

Pearson Chi-Square 18.247a 12 .108 

Likelihood Ratio 22.276 12 .035 

Linear-by-Linear Association 2.808 1 .094 

N of Valid Cases 300   

PE2 * AGE 

 Crosstab 

PE2 15 Year - 30 Year 30 Year -45 Year 45 Year -60 Year 60 Year and Above Total 

Strongly Disagree 0 3 1 0 4 

Disagree 2 14 4 0 20 

Neutral 8 17 9 0 34 

Agree 53 65 27 4 149 

Strongly Agree 34 42 13 4 93 

Total 97 141 54 8 300 
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Chi-Square Tests 

 Value df Asymptotic Significance (2-sided) 

Pearson Chi-Square 14.426a 12 .274 

Likelihood Ratio 17.813 12 .121 

Linear-by-Linear Association 2.829 1 .093 

N of Valid Cases 300   

PE3 * AGE 

 Crosstab 

PE3 15 Year - 30 Year 30 Year -45 Year 45 Year -60 Year 60 Year and Above Total 

Strongly Disagree 0 2 0 0 2 

Disagree 2 10 0 0 12 

Neutral 19 38 11 2 70 

Agree 57 62 28 3 150 

Strongly Agree 19 29 15 3 66 

Total 97 141 54 8 300 

Chi-Square Tests 

 Value df Asymptotic Significance (2-sided) 

Pearson Chi-Square 15. 486a 12 .216 

Likelihood Ratio 18.080 12 .113 

Linear-by-Linear Association .402 1 .526 

N of Valid Cases 300   

PE4 * AGE 

 Crosstab 

PE4 15 Year - 30 Year 30 Year -45 Year 45 Year -60 Year 60 Year and Above Total 

Strongly Disagree 0 2 0 0 2 

Disagree 1 7 0 0 8 

Neutral 17 24 9 2 52 

Agree 62 68 26 4 160 

Strongly Agree 17 40 19 2 78 

Total 97 141 54 8 300 

Chi-Square Tests 

 Value df Asymptotic Significance (2-sided) 

Pearson Chi-Square 15.723a 12 .204 

Likelihood Ratio 17.912 12 .118 

Linear-by-Linear Association 1.406 1 .236 

N of Valid Cases 300   

PE5 * AGE 

 Crosstab 

PE5 15 Year - 30 Year 30 Year -45 Year 45 Year -60 Year 60 Year and Above Total 

Strongly Disagree 0 2 0 0 2 

Disagree 0 8 2 0 10 

Neutral 4 23 7 0 34 

Agree 68 78 27 6 179 

Strongly Agree 25 30 18 2 75 

Total 97 141 54 8 300 

Chi-Square Tests 

 Value df Asymptotic Significance (2-sided) 

Pearson Chi-Square 22.344a 12 .034 

Likelihood Ratio 28.019 12 .005 

Linear-by-Linear Association .745 1 .388 

N of Valid Cases 300   

PE6* AGE 

 Crosstab 

PE6 15 Year - 30 Year 30 Year -45 Year 45 Year -60 Year 60 Year and Above Total 

Strongly Disagree 0 6 0 0 6 

Disagree 2 8 2 0 12 

Neutral 10 17 7 0 34 

Agree 58 80 26 4 168 

Strongly Agree 27 30 19 4 80 

Total 97 141 54 8 300 

Chi-Square Tests 

 Value df Asymptotic Significance (2-sided) 

Pearson Chi-Square 15.782a 12 .201 

Likelihood Ratio 19.051 12 .087 

Linear-by-Linear Association .087 1 .769 

N of Valid Cases 300   
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Age wise Process effectiveness towards the Insurance companies 
H1: Process effectiveness does not impact on customer engagement in the Insurance sector 
 

S. No. Dimension H 1 Calculated Value Remarks 

1 Faster claim settlement Policies of faster claims settlement is independent of age .108 H1 Accepted 

2 Error free service Staff provides error free services is independent of age .274 H1 Accepted 

3 Recruitment Policy Recruitment Policy of manager and staff in place is independent of age .216 H1 Accepted 

4 Penetration Market Penetration is independent of age .384 H1 Accepted 

5 Appearance & behavior of staff Staff appearance and friendliness towards customer is independent of age .034 H1 Rejected 

6 Training and Development Training and Development of Advisors/Agents is independent of age .201 H1 Accepted 

Inference 
From H1, it is inferred that customer engagement through process effectiveness is affected by such variables as the appearance & behavior of the staff are 

dependent on age. Most of the respondent likes to prefer faster claims settlement in their policies and they prefer error-free service. Most of the young employee's 

behavior is very well and their attitude and feeling of friendliness behavior increase customer engagement in the insurance industry. While variables such as faster 

claim settlement, error-free service, recruitment policy, penetration, and training development of agents/advisors are independent variables. Recruitment policy 

and training and development for agents/advisors are important to all age groups. Most of the younger employees take part in development programs but it is 

useful for all employees of the organization. It helps to increase customer engagement in the insurance sector.  

Profession -wise Process effectiveness 
Crosstabs 
Case Processing Summary 

 Valid Case Case Missing Total 

 N % N % N % 

PE1*PROFESSION 300 100.0% 0 0.0% 300 100.0% 

PE2* PROFESSION 300 100.0% 0 0.0% 300 100.0% 

PE3* PROFESSION 300 100.0% 0 0.0% 300 100.0% 

PE4* PROFESSION 300 100.0% 0 0.0% 300 100.0% 

PE5* PROFESSION 300 100.0% 0 0.0% 300 100.0% 

PE6* PROFESSION 300 100.0% 0 0.0% 300 100.0% 

PE1 * PROFESSION 

 Crosstab 

PE1 Govt. Employee Private Employee Business Others Total 

Strongly Disagree 2 5 0 1 8 

Disagree 0 8 4 0 12 

Neutral 10 12 2 0 24 

Agree 17 109 26 10 162 

Strongly Agree 14 53 18 9 94 

Total 43 187 50 20 300 

Chi-Square Tests 

 Value df Asymptotic Significance (2-sided) 

Pearson Chi-Square 27.122a 12 .007 

Likelihood Ratio 27.918 12 .006 

Linear-by-Linear Association 2.629 1 .105 

N of Valid Cases 300   

PE2 * PROFESSION 

 Crosstab 

PE2 Govt. Employee Private Employee Business Others Total 

Strongly Disagree 0 3 0 1 4 

Disagree 3 10 5 2 20 

Neutral 8 20 6 0 34 

Agree 18 101 22 8 149 

Strongly Agree 14 53 17 9 93 

Total 43 187 50 20 300 

Chi-Square Tests 

 Value df Asymptotic Significance (2-sided) 

Pearson Chi-Square 13.187a 12 .356 

Likelihood Ratio 15.300 12 .225 

Linear-by-Linear Association .113 1 .736 

N of Valid Cases 300   

PE3 * PROFESSION 

 Crosstab 

PE3 Govt. Employee Private Employee Business Others Total 

Strongly Disagree 0 2 0 0 2 

Disagree 1 6 5 0 12 

Neutral 10 47 8 5 70 

Agree 19 96 26 9 150 

Strongly Agree 13 36 11 6 66 

Total 43 187 50 20 300 

Chi-Square Tests 

 Value df Asymptotic Significance (2-sided) 

Pearson Chi-Square 11.585a 12 .480 

Likelihood Ratio 11.786 12 .463 

Linear-by-Linear Association .004 1 .949 

N of Valid Cases 300   
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PE4 * PROFESSION 

 Crosstab 

PE4 Govt. Employee Private Employee Business Others Total 

Strongly Disagree 0 2 0 0 2 

Disagree 1 4 3 0 8 

Neutral 8 36 6 2 52 

Agree 20 106 22 12 160 

Strongly Agree 14 39 19 6 78 

Total 43 187 50 20 300 

Chi-Square Tests 

 Value df Asymptotic Significance (2-sided) 

Pearson Chi-Square 13.177a 12 .356 

Likelihood Ratio 13.841 12 .311 

Linear-by-Linear Association 1.079 1 .299 

N of Valid Cases 300   

PE5 * PROFESSION 

 Crosstab 

PE5 Govt. Employee Private Employee Business Others Total 

Strongly Disagree 0 2 0 0 2 

Disagree 1 7 0 2 10 

Neutral 7 19 8 0 34 

Agree 20 117 28 14 179 

Strongly Agree 15 42 14 4 75 

Total 43 187 50 20 300 

Chi-Square Tests 

 Value df Asymptotic Significance (2-sided) 

Pearson Chi-Square 14.674a 12 .260 

Likelihood Ratio 18.071 12 .114 

Linear-by-Linear Association .060 1 .807 

N of Valid Cases 300   

PE6 * PROFESSION 

 Crosstab 

PE6 Govt. Employee Private Employee Business Others Total 

Strongly Disagree 0 4 2 0 6 

Disagree 1 7 2 2 12 

Neutral 8 21 4 1 34 

Agree 13 115 27 13 168 

Strongly Agree 21 40 15 4 80 

Total 43 187 50 20 300 

Chi-Square Tests 

 Value df Asymptotic Significance (2-sided) 

Pearson Chi-Square 24.468a 12 .018 

Likelihood Ratio 24.514 12 .017 

Linear-by-Linear Association 1.333 1 .248 

N of Valid Cases 300   

Profession wise Process effectiveness in the Insurance companies 
H1: Process effectiveness does not impact on customer engagement in the Insurance sector  
 

S. No. Dimension H 1 Calculated Value Remarks 

1 Faster claim settlement Policies of faster claims settlement is independent of Profession .007 H1 Rejected 

2 Error free service Staff provides error free services is independent of Profession  .356 H1 Accepted 

3 Recruitment Policy Recruitment Policy of manager and staff in place is independent of Profession  .480 H1 Accepted 

4 Penetration Market Penetration is independent of Profession  .356 H1 Accepted 

5 Appearance & behavior of 

staff 

Staff appearance and friendliness towards customer is independent of Profession  .260 H1 Accepted 

6 Training and Development Training and Development of Advisors/Agents is independent of Profession  .018 H1 Rejected 

Inference 
From H1, it is inferred that customer engagement through process effectiveness is affected by such variables as faster claim settlement and training development 

are dependent on the profession. In some business claim services are too easy but in some cases, it is very crucial. All the training and development programs are 

affected by the profession. Those people who are associated with the insurance business, they can easily learn from training programs. While variables such as 

error-free service, recruitment policy, penetration, and appearance & behavior of staff are independent of the profession. Most of the staff behavior is very friendly 

without discriminating against the profession of policyholders so that profession does not matter to increase customer engagement in the insurance sector. 

Recruitment policy and market penetration do not affect the profession in the insurance sector. 

 

FINDINGS AND CONCLUSION 
By this data analysis, it is inferred that process effectiveness is affected by such variables as the appearance and behavior of the staff is dependent on age. Most 

of the respondents like to prefer faster claims settlement in their policies and they prefer error-free service. 

Most of the young employee's behaviors in very well and their attitude and felling of friendliness behavior induce engagement is the insurance sector. Most of the 

younger employees take part in the development programs but it is very informative and remarkable for all employees of the organization. 

It is inferred that process effectiveness is affected by such variables as faster claim settlement and training development are independent of the profession. While 

some variables such as error-free service, recruitment policy, penetration, appearance, and behavior of staff are independent of the profession. Most of the staff 
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behavior is very friendly without discriminating against the profession of policyholders so that profession does not matter to increase customer engagement in 

the insurance sector. 

In the stiff competitive insurance market, process effectiveness is an important and effective way to maintain customer engagement in insurance market and this 

strategy will help to increase market share. Insurer can achieve many qualitative and quantitative benefits across the process effectiveness by implementing the 

techniques of process effectiveness. 

 

REFERENCES 

1. Affianie Ahmad and Zalina Sungip (2008), “An Assessment on Service Quality in Malaysia Insurance Industry”, Communications of the IBIMA, Vol.1, pp. 13 – 

26. 

2. Ashturkar, P.B. (2014), comparative study of effectiveness of claims settlement operations in Indian life insurance companies, International Journal of Ad-

vance Research in Computer Science and Management Studies, 2(11),148-155.  

3. Bolton, R. N. (2011), Comment: customer engagement. Journal of Service Research, 14(3), 272-274 

4. Bowden, J. L. H. (2009a), The process of customer engagement: A conceptual framework. Journal of Marketing Theory and Practice, 17(1), 63-74 

5. Capgemini (2007), “Empowered Customers”, Asia Insurance Post, Vol.7 (8), pp. 40 – 43. 

6. Capgemini (2011b), Capturing operational efficiency and sustainable value through claims 

7. Chawla Sonia and Singh Fulbag (2008), “Service Quality Perceptions of Life Insurance Policyholders in Northern India, The IUP Journal of Marketing Manage-

ment, Vol.7 (4), pp.24-53. 

8. Dhanushkoti, S., & Coates, P. (2006, April), Insurance claims management – improving efficiency and effectiveness to reduce cost 

9. Evangelos Tsoukatos and Rand Graham K. (2006), “Path Analysis of Perceived Service Quality, Satisfaction and Loyalty in Greek Insurance”, Managing Service 

Quality, Vol.17 (4), pp. 467 – 485. 

10. Gautam Vikas(2011), “Service Quality Perceptions of Customer about Insurance Companies: An Empirical Study”, Indian Journal of Marketing, Vol.41 (3), 

pp.18 – 19. 

11. Gayathri, H., M.C. Vinaya, and K. Lakshmisha (2006), “A Pilot Study on the Service Quality of Insurance Companies”, Journal of Service Research, Vol. V (2), 

pp. 123 – 138. 

12. Paromita Goswami (2007), “Customer Satisfaction with Service Quality in the Life Insurance Industry in India”, The ICFAI Journal of Marketing, 70(4), 136-

153 

13. Viaene, S., & Dedene, G. (2004), Insurance fraud issues and challenges, The Geneva Papers on Risk and Insurance, 29(2), 313-333.  

14. Yusuf, T.O. (2010), Brokers, and the control of post-contractual opportunism in the Nigerian Insurance market. Journal of Financial Crime, 17(2), 223-239.  

15. Yusuf, T.O., & Babalola, A.R. (2009), Control of insurance fraud in Nigeria: an exploratory study (case study), Journal of Financial Crime, 16(4), 418-435.  

16. Yusuf, T.O., & Dansu, F.S. (2014), Effect of claims cost on insurer’s profitability in Nigeria, International Journal of Business and Commerce, 3(10), 1-20. 

 

 

  

 

 

 

 

 

  

 

 

  



VOLUME NO. 10 (2020), ISSUE NO. 08 (AUGUST)  ISSN 2231-4245 

INTERNATIONAL JOURNAL OF RESEARCH IN COMMERCE, ECONOMICS & MANAGEMENT 
A Monthly Double-Blind Peer Reviewed (Refereed/Juried) Open Access International e-Journal - Included in the International Serial Directories 

http://ijrcm.org.in/ 

18 

REQUEST FOR FEEDBACK 
 

Dear Readers 

 

 

At the very outset, International Journal of Research in Commerce, Economics & Management (IJRCM) 

acknowledges & appreciates your efforts in showing interest in our present issue under your kind perusal. 

 

I would like to request you to supply your critical comments and suggestions about the material published 

in this issue as well as, on the journal as a whole, on our e-mail infoijrcm@gmail.com for further improve-

ments in the interest of research. 

 

If you have any queries, please feel free to contact us on our e-mail infoijrcm@gmail.com. 

 

I am sure that your feedback and deliberations would make future issues better – a result of our joint effort. 

 

Looking forward to an appropriate consideration. 

 

With sincere regards 

 

Thanking you profoundly 

 

Academically yours 
 
Sd/- 

Co-ordinator 
 

 

 

DISCLAIMER 
The information and opinions presented in the Journal reflect the views of the authors and not of the Journal 

or its Editorial Board or the Publishers/Editors. Publication does not constitute endorsement by the journal. 

Neither the Journal nor its publishers/Editors/Editorial Board nor anyone else involved in creating, producing 

or delivering the journal or the materials contained therein, assumes any liability or responsibility for the 

accuracy, completeness, or usefulness of any information provided in the journal, nor shall they be liable for 

any direct, indirect, incidental, special, consequential or punitive damages arising out of the use of infor-

mation/material contained in the journal. The journal, neither its publishers/Editors/ Editorial Board, nor any 

other party involved in the preparation of material contained in the journal represents or warrants that the 

information contained herein is in every respect accurate or complete, and they are not responsible for any 

errors or omissions or for the results obtained from the use of such material. Readers are encouraged to 

confirm the information contained herein with other sources. The responsibility of the contents and the 

opinions expressed in this journal are exclusively of the author (s) concerned. 

 



VOLUME NO. 10 (2020), ISSUE NO. 08 (AUGUST)  ISSN 2231-4245 

INTERNATIONAL JOURNAL OF RESEARCH IN COMMERCE, ECONOMICS & MANAGEMENT 
A Monthly Double-Blind Peer Reviewed (Refereed/Juried) Open Access International e-Journal - Included in the International Serial Directories 

http://ijrcm.org.in/ 

III

 


