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ABSTRACT 

The insurance industry is one of the noticeable industn'•r ,·n Ind' d · lay ib k · h 
• • • • '-'1 ,a an up s av rant tas mt e 

process of bwld_mg the nation and enhancement of social security. During the year 2016, the 
msura~ce density was USD 59. 7. It is growing at 15-20 percentage and it contributes 
approximately 4 percentage of the GDP. At the end of March 2017 there are 57 insurers in which 
24 are Life Insurance Companies, 31 General Insurance Comp~nies and two are R~-lnsurers. 
Among 29 General insurers functioning in India, 4 are Public Sector insurers, 17 art Private 
insurers, 2 specialized insurers and 6 are insurers exclusively doing health insurance segments. 
The four public sector players contribute 47 percentage to the industry and the outstanding part is 
covered by the 17 private sector companies and 2 specialized insurers in 2016-17. 771e Motor 
Insurance carry on with the largest general insurance segment with a share of 39.22 percentage. 
Health segment have a share of 26.95 percentage and other segment contribute 33.83 percentage. 
Customer satisfaction and customer retention are the crucial and critical aim of every service 
focused industry. Like life insurance, general insurance industry is also not free from customer 
dissatisfaction and grievances, which may be due to the unethical practices of the insurers or lack 
of awareness on the part of the Customers to protect their rights. In order t~ reduce the 
Grievances, the authorities slwuld firstly find out and analyse the most repeated Gnevances and 
create and execute a well-equipped Customer Relationship Management (CRM) and Grievance 
Redressal policy will help the companies to multiple the satisfaction and loyalty of customers more 
than before. Tizis study analyse the Customer Grievances of Motor, Health and Other General 
Insurance and its grievance classification. 

Keywords: General Insurance, Motor insurance, Health lnsw:ance, Other l~sura?ce, C~Slomer 
Relationship Management (CRM), Grievances, Gnevances Class1ficauon, Gnevance 
Redressal Policy. 

INTRODUCTION: 
th f 12 9 ercent (inflation adjusted) during 2016. Al one 

Non-life insurance sector in India observed a grow. 0 
•. p s 3 7 percent However the share of Indian . • • • I non-hfe premium wa • • • . and the same time, the growth m mtemattona. . . was small al 0.83 percent and India ranked 

I., • • • • al non ltfe insurance premium . non- IIe insurance premium m umvers -
1 10 s the penetration of nonlife insurance sector 

15 in world-wide non-life insurance markets. Over the aSl yearH, owever its density has gone up from USO 
• • th e of o 5-0 8 percentage. , 

1 . tn the country remained steady m e rang • . • Re Si ma vanous issues). Among 29 Genera msurers 
2.4 in 200 J to USD 13.2 in 2016. (Source: Swiss p '. g . surers 2 specialized insurers and 6 are health . • 17 are nvate in , working in India, 4 are Pubhc Sector insurers,_ 
insurers exclusively doing health insurance busmess. 
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