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Abstract: In the Indian private life insurance industry, customer retention has emerged as a strategic
priority amid rising competition and increased customer awareness. With life insurance being a long-
term, service-intensive product, the quality of service delivered across the customer lifecycle plays a
pivotal role in shaping customer perceptions, satisfaction, and long-term commitment. This research
examines service quality as a critical determinant of customer retention in private life insurance
companies operating in India. By applying the SERVQUAL model, the study explores the dimensions of
service quality—reliability, assurance, empathy, responsiveness, and tangibility—and analyzes their
individual and collective impact on policyholder loyalty and retention decisions. A survey of 300
policyholders from leading insurers such as HDFC Life, ICICI Prudential, Max Life, and SBI Life forms
the empirical basis of this study. The findings suggest a strong positive correlation between high service
quality and customer retention. Among all dimensions, assurance and responsiveness were found to be
most influential in building trust, satisfaction, and retention. The paper concludes by recommending
actionable strategies for insurers to improve service experiences and reduce customer attrition in the
competitive Indian market.
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