e

‘J;‘IJSREF:{'

5.0 37 INnternational Journal of Scientific Research in Engineering and Management (IJSREM)
w Volume: 10 Issue: 06 | Jun - 2026 SJIF Rating: 8.659 ISSN: 2582-3930

A Comparative Analysis of LIC and HDFC Life Insurance Services

1. G. Santosh Kumar, MBA 2™ Year Student, Department of Master of Business Administration,
MLR Institute of Technology

Email: gadilasantoshkumar@gmail.com

2. Dr. Aruna Gudimetla, Associate Professor, Department of Master of Business Administration,
MLR Institute of Technology

Email: draruna.gudimetla@mlrinstitutions.ac.in

Abstract

Life insurance plays a vital role in providing financial security and long-term savings for individuals and families, and
Indian consumers continue to face the challenge of choosing between established public-sector and emerging private-
sector providers. This study presents a comparative analysis of Life Insurance Corporation of India (LIC) and HDFC
Life Insurance Company on parameters such as product range, premium structure, claim settlement efficiency, customer
service quality, and overall market perception. Primary data were collected from 100 respondents through a structured
questionnaire, and the results were analyzed using frequency and percentage analysis. The findings show that LIC
continues to lead in policy ownership (45%), brand recognition (60%), and perceived value for money (45%), reflecting
its long-standing trust and government backing. HDFC Life, however, is rated higher on claim settlement efficiency
(50%) and policy customization (50%), reflecting its technology-driven, customer-centric approach. About 65% of
respondents already own a life insurance policy, and 75% consider premium rates a significant factor in their choice of
provider. The study concludes that LIC and HDFC Life serve complementary needs in the Indian insurance market and
offers suggestions for both insurers to strengthen customer trust, transparency, and digital service delivery.

Key Words: Life Insurance, LIC, HDFC Life, Comparative Analysis, Customer Perception, Claim Settlement,
Insurance Industry.

1. INTRODUCTION

The life insurance industry in India has grown substantially over the past two decades, shaped by liberalization,
increasing financial awareness, and the entry of private players into a market once dominated entirely by the public
sector. Life Insurance Corporation of India (LIC) and HDFC Life Insurance Company Ltd. stand out as two of the
country's leading life insurers, each offering a wide range of products to meet diverse customer needs.

LIC was established in 1956 following the nationalization of more than 245 private insurance companies and provident
societies. Over nearly seven decades, it has built a vast distribution network, a loyal customer base, and strong brand
recognition rooted in its government ownership and long operating history. HDFC Life, in contrast, was founded in 2000
as a private-sector insurer and has positioned itself as a young, innovative, and technology-enabled company offering
customized life insurance and investment-linked products.

The Indian life insurance sector is witnessing intensifying competition driven by changing customer expectations,
regulatory reforms, and rapid digitalization. Understanding how these two contrasting business models — LIC's scale
and trust versus HDFC Life's innovation and customer focus — are perceived by policyholders is therefore important
for customers, industry stakeholders, and policy makers alike.

This study undertakes a comparative analysis of LIC and HDFC Life Insurance, examining their product offerings,
premium structures, claim settlement efficiency, customer service quality, and overall market perception. By analyzing
primary survey data from policyholders and prospective customers, the study aims to provide an objective basis for
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comparing the two insurers and to highlight the distinct value proposition each offers within the evolving Indian
insurance industry.

2. NEED FOR THE STUDY

The need for this study arises from the difficulty many consumers face in choosing between a well-established public-
sector insurer and an innovative private-sector competitor. The study is necessary for the following reasons:

. Comparative Clarity for Consumers: Customers find it difficult to compare policy options, premium
amounts, claim settlement ratios, and customer service quality across LIC and HDFC Life, often leading to
confusion or suboptimal purchase decisions.

. Contrasting Business Models: LIC's government-backed scale and large agency network differ
significantly from HDFC Life's technology-driven and customer-centric approach, making a structured
comparison valuable for understanding how each model serves customers.

. Evolving Customer Expectations: Rising digital adoption and changing customer expectations require
insurers to continuously improve service delivery, making it important to assess current perceptions of both
companies.

. Claim Settlement and Trust: Claim settlement experience strongly influences customer trust and
loyalty, and a comparative assessment helps identify where each insurer needs to improve.

. Informed Decision-Making: A clear, parameter-based comparison can help potential policyholders
make more informed choices and can guide insurers in addressing gaps in their offerings.

Thus, this study helps understand the awareness, satisfaction, and comparative perception of customers toward LIC and
HDFC Life Insurance.

3. OBJECTIVES OF THE STUDY

The major objectives of the study are:

. To assess and compare the product range, premium structure, and overall financial performance of LIC
and HDFC Life Insurance.

. To analyze customer satisfaction with the products and services of both insurers.

. To evaluate the efficiency and reliability of the claim settlement process of LIC and HDFC Life.

. To examine the factors that influence customers' choice of an insurance provider.

. To compare the brand recognition, value for money, and overall market perception of LIC and HDFC
Life.

4. SCOPE OF THE STUDY

The scope of the study is limited to a comparative analysis of Life Insurance Corporation of India (LIC), the leading
public-sector life insurer, and HDFC Life Insurance Company Ltd., a leading private-sector life insurer. The study
evaluates both companies on five core parameters: product range and variety, premium structure, claim settlement
efficiency, customer service quality, and overall market perception.

The study covers existing policyholders as well as prospective customers, including salaried employees, self-employed
individuals, students, and retired persons. It examines customer preferences regarding policy features, benefits, access
channels (online and offline), and perceived return on investment, while also comparing LIC's traditional, government-
backed approach with HDFC Life's innovative, private-sector model.

The study does not extend to a detailed actuarial or regulatory evaluation of either company and is limited to customer
perception together with publicly available company and industry information.
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5. REVIEW OF LITERATURE

Investor and policyholder perception toward life insurance has been studied in the broader context of risk management
theory, consumer behaviour, and comparative financial performance.

A study by Sushma examined term insurance as a low-cost route to financial security and found that consumers often
remain confused about term products despite their straightforward structure. The study noted significant variation in
returns across age categories and recommended that insurers tailor communication to different age groups to improve
uptake.

Rakesh Kumar (2023) compared India's public- and private-sector life insurers using market share, new policies issued,
premium income, and benefits paid as key parameters. Using trend analysis and significance testing across major Indian
life insurers, the study found that LIC continued to outperform private players on most of these measures, underlining
the scale advantage enjoyed by the public-sector incumbent.

Other research has applied data envelopment analysis (DEA) to assess the operational efficiency of Indian life insurers,
using net premium as an output measure against equity capital and labour as inputs. Such studies found that efficiency
rankings shifted over time, with some private insurers, including HDFC Life, emerging among the better performers in
more recent years, indicating that private insurers have steadily closed the efficiency gap with LIC.

Comparative product-and-service studies have examined insurance plans, premium rates, deductibles, and customer
satisfaction ratings across multiple insurers, drawing on online databases, customer reviews, and company websites.
These studies generally conclude that each insurance brand carries distinct strengths and limitations: established public
insurers such as LIC are noted for broad coverage and competitive premiums, while private insurers are often rated more
favourably on customer support and claims experience.

Dr. M. Mahesh Kumar (2022) examined the comparative functioning, growth, and customer satisfaction of public- and
private-sector insurers in India, emphasizing the historical role of insurance in risk mitigation and the need for greater
consumer awareness of available options. Similarly, Qaiser (2022) analyzed the operational efficiency of Indian insurers
using key financial ratios derived from audited statements, drawing on both public and private companies over a multi-
year period.

Studies focused specifically on private insurers' financial soundness have found that companies such as HDFC Life
report healthy growth in total income, shareholders' funds, and total assets, supporting their long-term sustainability.
The CARAMEL framework — covering Capital adequacy, Asset quality, Reinsurance, Management, Earnings, and
Liquidity — has been used in several studies to benchmark LIC against private insurers, generally finding that earnings
and profitability ratios are the most significant differentiators among life insurers.

Service-quality research applying models such as the Customer Satisfaction (CSAT) framework and the Net Promoter
Score (NPS) has shown that customer satisfaction is shaped by the gap between expected and actual service performance,
while willingness to recommend a provider reflects deeper brand loyalty. These frameworks underpin the present study's
approach to measuring customer service satisfaction and recommendation intent for LIC and HDFC Life.

While the existing literature provides useful financial and efficiency-based comparisons of LIC and private insurers,
fewer studies combine financial performance indicators with direct customer perception data covering premium
sensitivity, claim settlement experience, digital service quality, and brand recognition in a single comparative
framework. This study attempts to address that gap by combining a structured customer survey with an overview of the
operating and financial context of LIC and HDFC Life Insurance.

6. RESEARCH METHODOLOGY

6.1 Research Design

The study follows a quantitative and descriptive research design, aimed at describing and comparing customer
perceptions of LIC and HDFC Life Insurance across key product and service parameters.
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6.2 Nature of Data

The study is based primarily on primary data collected directly from respondents through a structured questionnaire
covering demographic profile, insurance ownership, premium perception, service satisfaction, and comparative
preference. Secondary data were drawn from industry reports, regulatory publications of the Insurance Regulatory and
Development Authority of India (IRDAI), company information, and reputed financial news sources to provide
background on the Indian insurance industry and the profiles of LIC and HDFC Life.

6.3 Sample Size

The total sample size of the study is 100 respondents.

6.4 Sampling Method

Convenience sampling was used to collect responses from existing policyholders and prospective insurance customers.

6.5 Sample Profile

The sampling frame was weighted toward working-age respondents, with approximately 30% aged 2635 and 22% aged
18-25. By occupation, 40% of respondents were salaried/corporate employees, 25% students, and 20% self-employed.

6.6 Data Collection Tool

A structured questionnaire was used, comprising demographic questions, single-response and multiple-choice questions,
and five-point Likert-scale statements covering customer service, transparency, financial stability, and claim settlement
experience.

6.7 Core Measurement Dimensions

The questionnaire was designed around five core dimensions: (i) product range and variety, including term, ULIP, and
savings plans; (ii) premium costs and price sensitivity; (iii) claim settlement efficiency, transparency, and
trustworthiness; (iv) customer service quality, including digital service delivery; and (v) general market perception,
including brand recognition and trust.

6.8 Tools for Analysis

The collected data were analyzed using frequency analysis and percentage analysis, with results presented through
tables.

7. INDUSTRY AND COMPANY OVERVIEW

7.1 Indian Life Insurance Industry

India's life insurance market is among the fastest-growing in the world and is licensed and regulated by the Insurance
Regulatory and Development Authority of India (IRDAI), which permits up to 74% foreign direct investment in the
sector. India has 57 insurance companies in operation, comprising 24 life insurers and 34 non-life insurers, with LIC
remaining the only public-sector life insurer.

LIC has historically held a dominant share of the life insurance market, with IRDAI data showing LIC's market share at
around 63—-68% in recent years and private insurers collectively accounting for the remainder. Total new business
premiums for Indian life insurers reached roughly US$25 billion in 2022, and the sector's gross premiums are projected
to grow substantially over the coming years, supported by rising insurance penetration, regulatory reforms, and IRDAI's
stated vision of ‘Insurance for All by 2047.

The entry of private players since 2000, progressive increases in the FDI cap, and rapid digitalization of distribution
channels have intensified competition in the industry. LIC's 2022 initial public offering — among the largest IPOs
globally — further reflected the scale and significance of the company within India's financial markets.
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7.2 Life Insurance Corporation of India (LIC)

LIC was established in 1956 through the nationalization of more than 245 private insurers and provident societies. As
India's only public-sector life insurer, LIC commands a large and loyal customer base built over nearly seven decades,
supported by an extensive agency network and strong government-backed brand trust. LIC's product range includes
endowment plans, whole-life plans, term insurance, money-back plans, pension plans, ULIPs, micro-insurance, and
group schemes, complemented by subsidiaries such as LIC Housing Finance Ltd. and LIC Mutual Fund.

7.3 HDFC Life Insurance Company Ltd.

HDEFC Life was founded in 2000 as a private-sector life insurer and has positioned itself as a customer-centric,
technology-enabled company. Its stated vision is to be one of the most trusted and valuable life insurance companies in
India, supported by values that emphasize professional excellence, integrity, and putting policyholders' interests first.
HDFC Life offers a diverse portfolio of term, savings, ULIP, retirement, and protection products, with a strong emphasis
on digital distribution and customer convenience.

8. DATA ANALYSIS AND INTERPRETATION

Data collected from 100 respondents through the structured questionnaire were analyzed using frequency and percentage
analysis. The results are presented below under five broad categories: demographic profile, insurance ownership and
provider preference, premium and service satisfaction, comparative perception of LIC and HDFC Life, and loyalty,
recommendation, and overall satisfaction.

8.1 Demographic Profile of Respondents
Table 1: Age Group of Respondents

Age Group Frequency Percentage
18-25 22 22%

26-35 30 30%

36-45 18 18%

46-55 15 15%

56 and above 15 15%

Total 100 100%

Interpretation: Respondents are predominantly young, with 30% in the 26—35 age group and 22% in the 18-25 age
group. Together these two groups account for more than half the sample, indicating that working-age individuals in the
early stages of their careers form the core of the study. Representation declines gradually across older age brackets, with
18% in the 3645 group and 15% each in the 4655 and 56-and-above groups.

Table 2: Occupation of Respondents

Occupation Frequency Percentage
Employed 40 40%
Student 25 25%
Self-employed 20 20%
Retired 8 8%

Other 7 7%

Total 100 100%
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Interpretation: Employed individuals constitute the largest segment of respondents at 40%, followed by students at
25% and self-employed persons at 20%. Retired individuals (8%) and those in other occupations (7%) form a smaller
share. This distribution suggests that salaried professionals, who have a stable and recurring income, are the primary
respondents shaping perceptions of LIC and HDFC Life.

Table 3: Monthly Income of Respondents

Monthly Income Frequency Percentage
Less than 320,000 15 15%
220,000 — 350,000 25 25%
350,001 —%1,00,000 20 20%
%1,00,001 —%2,00,000 25 25%

More than %2,00,000 15 15%

Total 100 100%

Interpretation: Monthly income is fairly evenly distributed across the sample, with the ¥20,000-%50,000 and
%1,00,001-2,00,000 brackets each accounting for 25% of respondents. A further 20% earn between 350,001 and
%1,00,000, while 15% fall in each of the lowest and highest income brackets. This balanced spread indicates that the
survey captures perceptions across a wide income range rather than being concentrated in a single economic segment.

8.2 Insurance Ownership and Provider Preference

Table 4: Respondents Holding an Existing Life Insurance Policy

Response Frequency Percentage
Yes 65 65%

No 35 35%

Total 100 100%

Interpretation: About 65% of respondents already own a life insurance policy, while the remaining 35% do not. The
relatively high ownership level suggests reasonable awareness of the importance of life insurance, although the sizeable
uncovered segment represents an opportunity for insurers to expand outreach and education efforts.

Table 5: Insurance Company Held by Respondents

Insurance Company Frequency Percentage
LIC 45 45%
HDFC Life 25 25%

Both 20 20%

Other 10 10%

Total 100 100%

Interpretation: LIC is the most widely held insurer, with 45% of respondents holding an LIC policy compared with
25% who hold an HDFC Life policy. A notable 20% hold policies with both companies, and 10% are covered by other
insurers. The result reflects LIC's continuing dominance in policy ownership despite growing competition from private
insurers such as HDFC Life.
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Table 6: Consideration of Switching Insurance Provider

Response Frequency Percentage
Yes 40 40%

No 60 60%

Total 100 100%

Interpretation: Sixty percent of respondents have never considered switching their life insurance provider, while 40%
have thought about it at some point. The majority not considering a switch points to a reasonably loyal customer base,
but the considerable minority open to switching indicates that both insurers must continue to compete on service quality
and value.

8.3 Premium and Service Satisfaction

Table 7: Premium Rates as a Significant Factor in Provider Choice

Response Frequency Percentage
Yes 75 75%

No 25 25%

Total 100 100%

Interpretation: A large majority of respondents, 75%, consider premium rates a significant factor in choosing an
insurance provider, while only 25% do not. This confirms that price sensitivity remains a dominant consideration for
Indian insurance buyers and that competitive pricing is likely to influence provider choice more than any single other
factor.

Table 8: Customer Service Meeting Expectations

Response Frequency Percentage
Strongly Agree 20 20%

Agree 35 35%
Neutral 25 25%
Disagree 10 10%
Strongly Disagree 10 10%

Total 100 100%

Interpretation: A combined 55% of respondents agree or strongly agree that customer service meets their expectations,
while 25% remain neutral and 20% disagree or strongly disagree. Although a majority report satisfactory service, the
sizeable neutral and dissatisfied segments indicate room for improvement in service delivery for both insurers.

Table 9: Transparency of Policy Terms and Conditions

Response Frequency Percentage
Strongly Agree 18 18%
Agree 40 40%
Neutral 20 20%
Disagree 12 12%
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Response Frequency Percentage
Strongly Disagree 10 10%
Total 100 100%

Interpretation: About 58% of respondents agree or strongly agree that policy terms and conditions are transparent,
whereas 20% are neutral and 22% disagree or strongly disagree. While most respondents perceive reasonable clarity in
documentation, almost one-quarter feel that insurers could communicate policy terms more clearly.

Table 10: Range of Policy Options Offered

Response Frequency Percentage
Strongly Agree 22 22%

Agree 30 30%
Neutral 25 25%
Disagree 13 13%
Strongly Disagree 10 10%

Total 100 100%

Interpretation: A combined 52% of respondents agree that their insurer offers a wide range of policy options, while
25% are neutral and 23% disagree or strongly disagree. This suggests that although product variety is broadly
appreciated, a meaningful share of customers feel that existing offerings do not fully address their needs.

Table 11: Confidence in Financial Stability of Provider

Response Frequency Percentage
Strongly Agree 25 25%

Agree 30 30%
Neutral 20 20%
Disagree 15 15%
Strongly Disagree 10 10%

Total 100 100%

Interpretation: About 55% of respondents express confidence in the financial stability of their insurance provider, 20%
are neutral, and 25% express concern. Confidence in financial stability is an important driver of trust, and the proportion
of uncertain or concerned respondents suggests that insurers should communicate their financial strength more
proactively.

Table 12: Efficiency and Reliability of Claim Settlement Process

Response Frequency Percentage
Strongly Agree 20 20%

Agree 35 35%
Neutral 25 25%
Disagree 15 15%
Strongly Disagree 5 5%
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Response Frequency Percentage
Total 100 100%

Interpretation: A majority of respondents, 55%, agree or strongly agree that the claim settlement process of their insurer
is efficient and reliable, while 25% remain neutral and 20% disagree or strongly disagree. Claim settlement experience
is a critical determinant of customer trust, and the substantial neutral and dissatisfied segments highlight an area where
both insurers can strengthen their processes.

8.4 Comparative Perception of LIC and HDFC Life

Table 13: Most Important Factor in Choosing an Insurance Provider

Factor Frequency Percentage
Premium Rates 30 30%

Claim Settlement Ratio 25 25%
Customer Service 20 20%

Policy Options 15 15%

Brand Reputation 10 10%

Total 100 100%

Interpretation: Premium rates are the most important factor for 30% of respondents, followed closely by claim
settlement ratio at 25% and customer service at 20%. Policy options (15%) and brand reputation (10%) are comparatively
less influential. The results indicate that price and claims reliability outweigh brand image when customers select an
insurance provider.

Table 14: Perception of LIC's Premium Rates Compared to HDFC Life

Perception Frequency Percentage
Much Higher 25 25%
Slightly Higher 30 30%

About the Same 20 20%
Slightly Lower 15 15%

Much Lower 10 10%

Total 100 100%

Interpretation: A majority of respondents, 55%, perceive LIC's premium rates as higher than HDFC Life's, comprising
25% who rate them much higher and 30% slightly higher. About 20% consider the rates comparable, while 25% perceive
LIC's premiums as lower. Overall, LIC is more commonly perceived as the costlier option, though a meaningful share
of respondents view it as competitively priced.

Table 15: Perception of HDFC Life's Claim Settlement Compared to LIC

Perception Frequency Percentage
Much Better 20 20%
Slightly Better 30 30%
About the Same 25 25%
Slightly Worse 15 15%
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Perception Frequency Percentage
Much Worse 10 10%
Total 100 100%

Interpretation: Half of the respondents, 50%, believe HDFC Life's claim settlement process is better than LIC's,
comprising 20% who rate it much better and 30% slightly better. A quarter consider the two insurers comparable, and
the remaining 25% feel HDFC Life performs worse. This indicates a perception advantage for HDFC Life in claims
handling, even though LIC retains a loyal base that rates its process favourably.

Table 16: Responsiveness of Customer Service

Response Frequency Percentage
LIC 30 30%
HDFC Life 35 35%

Both Equally Responsive 20 20%
Neither Responsive 15 15%

Total 100 100%

Interpretation: HDFC Life is seen as the more responsive insurer by 35% of respondents, compared with 30% who
favour LIC. A further 20% consider both equally responsive, while 15% feel neither meets expectations. The narrow
gap suggests that customer service responsiveness remains a closely contested area between the two companies.

Table 17: Brand Recognition Comparison

Response Frequency Percentage
LIC 60 60%

HDFC Life 20 20%

Both Equally 20 20%

Total 100 100%

Interpretation: LIC enjoys a clear advantage in brand recognition, with 60% of respondents rating it ahead of HDFC
Life, which was preferred by only 20%. The remaining 20% consider both brands equally recognisable. LIC's long
operating history and government backing appear to be the primary drivers of this perception.

Table 18: Policy Customization Comparison

Response Frequency Percentage
LIC 25 25%

HDFC Life 50 50%

Both Equally 25 25%

Total 100 100%

Interpretation: HDFC Life is perceived as offering better policy customization by 50% of respondents, compared with
25% who favour LIC, while the remaining 25% see both as equally customizable. This reflects HDFC Life's positioning
as a more flexible, technology-enabled insurer catering to individual customer needs.
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Table 19: Value for Money Comparison

Response Frequency Percentage
LIC 45 45%

HDFC Life 35 35%

Both Equally 20 20%

Total 100 100%

Interpretation: LIC is considered to offer better value for money by 45% of respondents, ahead of HDFC Life at 35%,
with the remaining 20% rating both equally. Despite HDFC Life's perceived advantages in customization and claims
processing, LIC's pricing and brand trust continue to support its value-for-money perception.

8.5 Loyalty, Recommendation, and Overall Satisfaction

Table 20: Likelihood of Recommending LIC or HDFC Life

Response Frequency Percentage
Very Likely 25 25%
Somewhat Likely 30 30%
Neutral 20 20%
Somewhat Unlikely 15 15%

Very Unlikely 10 10%

Total 100 100%

Interpretation: A combined 55% of respondents are likely or very likely to recommend LIC or HDFC Life to others,
while 20% are neutral and 25% are unlikely to do so. The relatively high willingness to recommend suggests a reasonably
positive overall sentiment toward both insurers, though the unlikely segment signals room to improve advocacy.

Table 21: Frequency of Policy Review

Review Pattern Frequency Percentage
Once a Year 30 30%

Every 2-3 Years 20 20%

Every 5 Years 15 15%

Only at Renewal 25 25%

Never 10 10%

Total 100 100%

Interpretation: Thirty percent of respondents review their life insurance policy once a year, while 25% do so only at
renewal and 20% every two to three years. A smaller proportion review every five years (15%) or never (10%). The
results indicate that while many policyholders periodically reassess their coverage, a meaningful share engage with their
policies only when prompted by renewal.
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Table 22: Rating of Online Accessibility and Digital Services

Rating Frequency Percentage
Excellent 20 20%

Good 30 30%
Average 25 25%

Poor 15 15%

Very Poor 10 10%

Total 100 100%

Interpretation: Half of the respondents rate their insurer's online accessibility and digital services as excellent or good
(20% and 30% respectively), while 25% rate them average and 25% rate them poor or very poor. This indicates generally
favourable, though not universal, satisfaction with digital service delivery.

Table 23: Overall Satisfaction with Current Provider

Satisfaction Level Frequency Percentage
Very Satisfied 25 25%
Satisfied 35 35%
Neutral 20 20%
Dissatisfied 10 10%

Very Dissatisfied 10 10%

Total 100 100%

Interpretation: Sixty percent of respondents report being satisfied or very satisfied with their current insurance
provider, while 20% are neutral and 20% are dissatisfied or very dissatisfied. Overall satisfaction levels are encouraging,
but the dissatisfied segment points to specific service gaps that insurers should address.

Table 24: Ease of Purchasing a Policy

Ease Rating Frequency Percentage
Very Easy 30 30%

Easy 35 35%
Neutral 20 20%
Difficult 10 10%

Very Difficult 5 5%

Total 100 100%

Interpretation: Sixty-five percent of respondents find purchasing a policy easy or very easy, while 20% are neutral and
15% find it difficult or very difficult. The results suggest that the policy purchase process is broadly accessible, though
a minority of customers continue to experience friction.
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Table 25: Preference for a New Policy Today

Response Frequency Percentage
LIC 50 50%

HDFC Life 30 30%

Other 20 20%

Total 100 100%

Interpretation: If choosing a new policy today, 50% of respondents would prefer LIC, 30% would prefer HDFC Life,
and 20% would consider other providers. LIC's continued lead in stated preference reflects the strength of its brand trust
and familiarity, even as HDFC Life maintains a substantial share of preference among more product- and service-
oriented customers.

9. MAJOR FINDINGS

The major findings of the study are:

. Respondents are predominantly young and working-age, with 52% aged between 18 and 35 years.

. Salaried/employed individuals form the largest occupational group (40%), followed by students (25%)
and self-employed respondents (20%).

. About 65% of respondents already hold a life insurance policy, while 35% remain uncovered.

. LIC is the most widely held insurer (45%), and also leads in brand recognition (60%) and perceived

value for money (45%).

. HDFC Life is rated ahead of LIC on claim settlement efficiency (50%) and policy customization (50%),
reflecting its technology-driven, customer-focused positioning.

. LIC's premium rates are perceived as higher than HDFC Life's by 55% of respondents.

. Premium rates (30%) and claim settlement ratio (25%) are the two most important factors influencing

provider choice, ahead of customer service, policy options, and brand reputation.

. A combined 55% of respondents are satisfied with customer service, and 55% express confidence in the
claim settlement process, though sizeable minorities remain neutral or dissatisfied.

. Sixty percent of respondents are satisfied overall with their current insurance provider, and 65% find
the policy purchase process easy.

. Forty percent of respondents have considered switching their insurance provider at some point.

. Digital accessibility is rated positively by half of respondents, though a quarter rate it poor or very poor,
pointing to an area for improvement.

. If choosing a new policy today, 50% of respondents would prefer LIC and 30% would prefer HDFC
Life, indicating that LIC retains a slight overall edge in stated future preference despite HDFC Life's advantages
in service-related parameters.

10. SUGGESTIONS

Based on the findings, the following suggestions are offered:

. Strengthen Claim Settlement Transparency: Both insurers, and LIC in particular, should
communicate claim settlement timelines and processes more clearly to improve customer confidence in this
critical area.
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. Promote Policy Customization at LIC: LIC should expand flexible and customizable policy options

to match the personalization offered by private competitors such as HDFC Life.

. Enhance Digital Service Delivery: Insurers should continue to invest in digital platforms, calculators,
and self-service tools, since a meaningful share of customers still rate online accessibility as average or poor.

. Improve Price Transparency and Value Communication: Given that premium rates are the single
most important factor for customers, both insurers should clearly communicate the value associated with their
pricing rather than competing on price alone.

. Build on Brand Trust While Innovating: HDFC Life should continue building brand recognition
through visible trust-building initiatives, while LIC should leverage its trusted brand to introduce more
innovative, technology-enabled products.

. Encourage Regular Policy Reviews: Insurers should encourage policyholders to review their coverage
more frequently rather than only at renewal, helping ensure that policies continue to match changing customer
needs.

. Strengthen Customer Service Training: Both companies should invest in customer service training

to address the meaningful minority of customers reporting neutral or unsatisfactory service experiences.

. Target the Uninsured Segment: With 35% of respondents lacking life insurance coverage, both
insurers have an opportunity to expand outreach and awareness campaigns targeting first-time buyers.

. Leverage Comparative Strengths: Insurers should position their offerings around their demonstrated
comparative strengths — LIC around trust, scale, and value, and HDFC Life around customization, digital
convenience, and claims efficiency — rather than competing uniformly across all parameters.

11. CONCLUSION

This comparative study of LIC and HDFC Life Insurance highlights two distinct but complementary approaches to
serving the Indian life insurance market. LIC, as a government-backed public-sector insurer with a vast distribution
network and decades of brand trust, continues to lead in policy ownership, brand recognition, and perceived value for
money. Conservative customers, particularly those who prioritize stability and familiarity, remain strongly aligned with
LIC's offerings.

HDFC Life, as a private-sector insurer founded on innovation and customer-centricity, has built a meaningful perception
advantage in claim settlement efficiency and policy customization. Its technology-enabled distribution and flexible
product design appeal particularly to younger, digitally engaged customers seeking tailored coverage and investment-
linked benefits.

The findings indicate that customer choice between the two insurers is shaped primarily by premium sensitivity and
claim settlement reliability, ahead of brand reputation or policy variety. While overall satisfaction levels for both
companies are reasonably strong, meaningful shares of respondents remain neutral or dissatisfied on dimensions such
as transparency, digital service quality, and claims handling, suggesting room for improvement on both sides.

Overall, LIC and HDFC Life are best understood as serving complementary segments of the Indian insurance market
rather than as direct substitutes. Continued investment in transparency, digital service delivery, and customer education
by both insurers would help expand life insurance coverage and strengthen customer trust across the broader Indian
insurance industry.
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