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ABSTRACT 

The purpose of this paper is to explore and analyse the existing research to 

establish linkages between the service quality and customer loyalty in life 

insurance sector. This study also focuses on different factor structure delineated 

by various authors in life insurance. On the basis of the existing studies it is 

viewed that there is positive relationship between service quality determinants 

and customer loyalty. Different authors have given different measurement 

dimensions of services relevant to life insurance sector. But still studies 

regarding measurement of service quality in insurance sector are still in 

conception. The study will help academicians to look into the insights of effect 

of service quality of customer loyalty and various dimensions for measurement 

of service quality in life insurance sector. Further it can be used to explore more 

specific dimensions of service quality in life insurance sector. 
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I. INTRODUCTION 

Recently insurance sector has gained lot of economic importance. The human 

urge to minimize the risk indicates the growth potential for the insurance sector. 

In addition to risk there are many other causes; such as competitors, customers, 

technology, government and globalization which are leading to rapid changes in 

the services of the insurance sector. The insurance sector is enormous in nature 

and rising at a swift pace of 15-20 percent. Insurance services in addition with 

banking services contribute about 7 percent to the GDP of India. A well-grown 

and progressive insurance segment is an advantage for economic progress as it 

endows the country with long- term finances for infrastructure enlargement and 

improvement; and at the similar time it also helps to build up the risk bearing 

capability of the country. Insurance being the integral part of the financial sector 

is required to be gauged on the basis insurance penetration and insurance 

density. As per the economic survey the insurance penetration of India had 


