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Abstract:

Life Insurance business takes place for very long period. In spite of this life insurers have
to penetrate the market further. Life insurers frequently change their strategy, policy,
working style to match the needs of the customers. No one can underestimate the
influence of information technology in the development of life insurance business in
insurance sector. If cross selling strategy is followed correctly with the support of
information technology, it would be mile stone in the life insurance industry. In this study
the researchers focus on the the scope and scenario for cross selling. The research study
also indicates the importance cross selling to the life insurance companies as well as
policy holder's.
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Introduction

Life Insurance is savings, investment, risk shielding financial instrument. It has been
designed and sold in India for very long period. Life Insurance industry is fully regulated,
promoted by the governing body IRDA. IRDA permits private players to enter into life
insurance business. They launch new life insurance products and implement different
marketing strategies. Even after the severe efforts taken by the private, public sector
insurance companies, they go slow in penetrating the untapped market of India. Life
insurance products are not voluntarily bought by the customers, it is being sold by the
agents, sales staff of insurance company. Life insurance products are being sold more by
the repetitive personal contacts, demonstration made by the agents and sales staff.
Because individuals do not understand their personal and family needs correctly.
Individuals strongly believe that, any untoward event will not take place in their life.
They strongly think, they live long in the universe peacefully without any type of risk,
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peril. So it is hard for the insurance company to expand their sales volume, market share
in India. In spite of the hardship, life insurers do not slow down their action in launching
new products and new techniques. Life insurers start relationship with private sector,
public sector banks, Co-operative banks to sell life insurance products. The life insurers
have tie-up with different financial service providers to sell life insurance plans in India.
By doing this, they get good business, financially protect more people and too earn more
profit.

Cross Selling fills the Gap

When life insurance industry hope to sell more products with the support of efficient
employees and products with customer friendly features to the prospective new
customers, industry can think about cross selling. Cross selling is a successful concept
throughout the world in various industries. Cross selling is selling another product by a
company to its existing customer. According to Fedrick Thurring', increasing the number
of products ofa company's existing customers is referred to as cross selling. Cross selling
can be done easily by the company by getting database of its customers. SAS
(2009)’inferred that by analysing the key demographics, claims data, life style changes-
the company could identify which customers are likely to require new insurance
protection and company can contact those customers. The data base comprises age,
gender, job, family income, life style, purchasing pattern, educational level and cultural
behaviour of its customers. By the careful analysis of their data base, a company may
design various new products. The newly produced products are to be sold to its
prospective customers and existing customers. Selling new suitable product to the
existing customer is somewhat easy job than selling a product to a new customer. A new
customer does not have a chance to know the company and its value, features, quality,
performance of the products. The new prospective customer has a doubt about the
product in their mind that how this product would be suitable for them to fulfil their
needs. So, the customer may reject or neglect the product initially. To convince the
customer, the company, employees have to take more effort such as time, money, energy.
As like selling products to new customer, a company can focus on its existing customers.

'Fedrick Thuring: A Credibility method for profitable cross selling of insurance products. Retrieved July 26, 2016, from Actuaries. com,
Annals of Actuarial Science; Manuscript 2. www. Actuaries.org/ASTIN? Colloquia/papers/ Thurring.

*Sas, (2009).How can we drive organic growth through cross sell and upsell opportunities.Retrieved July 28, 2009. From
www.SAS.com. https://www.www. Sas.com/industry/insurance
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Their own customers know the company's value and its products. If they have been
satisfied with the existing products, the customer has more chance to buy another
product of the same company.

Chris Burand(2008)’described that cross selling however, may provide another
opportunity to beat the competition. David Hollander (2012)* clarified that customers
are willing to buy multiple products from existing providers, many prefer to do so if it can
be done in a way that is convenient and delivers greater value. Various experts in the
marketing field also accept cross selling is a viable concept. Cross selling is a win-win
approach to both the producers and customers. Life insurance industry is no way
exception from cross selling. Cross selling is a suitable technique in life insurance sector.

Review of Literature:

According to Shibo Li, Baohong Sun, Ronald T. Wilcox (2005)", This predictable
phenomenon provides opportunities for firms to cross-sell additional products and
services to existing customers. Identification of the order in which households acquire
financial services has important implications for market segmentation and cross-selling
strategies. This study illustrates a procedure by which financial institutions, based on
internal records, can estimate the likelihood that a customer will purchase/use additional
services (Wagner A. Kamakura et al, 1991)°. The firm's goal is to maximize the long-
term profit of its existing customers while taking into account the development of

customer demand over time and the multistage role of cross-selling promotion (Shibo Li
etal., 20]])7.

*Chris Burand. (2008, August ). Cross Selling Realities. Retrieved August 10, 2016, from burand-associates.com,
http://www.burand-associates.com/Articles/Cross-Selling.pdf .

‘Hollander.D.2012). Voice of the customer. Time for the insurers to rethink their relationship. Retrieved August 13, 2016, from
www.ey.com. http://www.ey.com/Publication/'vwLUAssets/Global_Consumer_Insurance_Survey 2012_-
_The_Americas/$SFILE/EY_GIR_AMERICAS_SML.pdf

’Shibo Li, Baohong Sun., & Ronald T. Wilcox ( 2005). Cross-Selling Sequentially Ordered Products: An Application to
Consumer Banking Services. Journal of Marketing Research ,42( 2) ,233-239.

‘Wagner A. Kamakura. , Sridhar N. Ramaswami., & Rajendra K. Srivastava. ( 1991). Applying latent trait analysis in the
evaluation of prospects for cross-selling of financial services. International Journal of Research in Marketing, 8, (4) , 329-349.

"Shibo Li., Baohong Sun., & Alan L. Montgomery . ( 2011). Cross-Selling the Right Product to the Right Customer at the
Right Time. Journal of Marketing Research, 48, (4), 683-700.
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Successful cross-selling to customers depends on the strength of the relationship built up
with the organization and the ability to identify and satisfy individual customer’s needs
(Hughes, 1992)°. The incorporating practices pertinent to face-to-face service production
give rise to improvisation and spontaneity, empathy, feelings of trust and friendship, and
anticipation of needs, which all positively influence cross-selling (Sara Vérlander, Ali
Yakhlef,2008)’.

Data Searching

Selling life insurance to prospective customer is somewhat toughest task at the
beginning. Sale will be completed only after several visits made by the agents, sales
officers. Apart from selling insurance plans to new customers, a company can
concentrate on its existing policyholders. Perhaps existing policy holders are interested,
company can sell additional or complimentary product to them. By doing this,
policyholders unknown needs are also fulfilled with the company's other insurance
products. Policyholders also prefer to buy new policies without additional effort taken by
them. Life Insurance Company also spends fewer amounts of resources such as men,
money and time to finish cross selling.

Cross selling in life insurance sector is possible, when insurer possess complete database
of'its policyholders. The data can be gathered from proposal form filled by the customer,
confidential report given by sales officer and agent, health status provided by the doctors.
The insurer can segment the policyholder by their age, income, gender, food habits,
personal & family health condition and other life insurance policy purchased by the
policyholder. By this, the insurer comes to know about the clear details of its
policyholders. Then they have to approach their existing policyholders with another
insurance product. It will give good solution to the customer by suggesting a right
insurance plan and increasing business to the life insurer.

Objectives
To study the scenarios suitable to cross sell life insurance schemes to the existing
customers.

*Hughes, T.J. (1992). The Customer Database: Cross-selling Retail Financial Services. International Journal of Bank Marketing,
10(7), 11— 16.

’Sara Varlander.,& AliYakhlef. (2008). Cross — selling: The power of Embodied Interactions. Journal of Retailing and consumer
services, 15(6), 480 —490.
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Research methodology

Life insurance industry is the ever green industry in India. Even though insurance
industry was nationalized very long back, still it is not fully tapped. Apart from the new
business, business can be received from the existing customers. Cross selling is the right
concept that can be used properly to sell new insurance scheme to the existing customers.

This study is conducted mainly to determine the options and possibilities of cross selling
to the life insurers. Secondary data is utilized to do this research study. Books, journals,
websites relevant to insurance industry and marketing are helpful to the researchers to
do this task. One of the researchers worked with a insurance company. Hence, the
personal experience of the researcher is also included in this study.

Cross Selling Scenarios

Cross selling is possible in life insurance sector in different scenario. Agents, sales
officers collect data about the prospective customer at the first visit. Then they have to
choose the insurance products, which are apt to them and make demonstration. In
continuation of this, allow the customer to select the right product. Immediately agents
can tell about the benefits of critical illness rider, accidental death benefit rider, waiver of
premium rider etc to the customer and close the rider products sales.

Cross sell various products when clients get married, purchase home and have
children(Bpo Go Health, 2016)" .If the agent comes to know the prospective customer
has small kids , then they can not only focus on the target customer, but also show their
attention on the kid by selling children plan. By doing this, customer and their small kids
will be protected with two different products. By taking additional effort, instead of one
product agent ,sales officer are capable to sell two insurance products to the family of the
customer.

Agents, sales officer must realise life insurance products are tangible in nature. No can
see, touch the life insurance products. It is a service being given by the insurer, by which
policyholder is financially protected. Hence agents, sales officers have to choose the
probable customer from various data base. Next they need to determine the long term
goal and short term goal in the career, personal life of the customer. Based on which,

10

Bpo Go health.Cross selling campaigns. Retrieved July 31, 2016, from bpo.gohealth.con, http.//www.bpo.gohealth.
com/insurance-solutions/cross selling campaigns.html.
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agent may give demonstration about the right product. If the customer prefers to
traditional plans such as: endowment plan, money back plan, children plan or pension
plan, agent can tell about health insurance policy. Because, in this modern digital era
individual are severely affected by different kinds of known and unknown disease. If
such individuals are not protected with health insurance policy, it results in financial
burden in the form of hospital bill, medical bill, X-ray , ECG and Scan charges. In order
to avoid this, in addition to traditional plan health insurance policy can be sold to the
customer.

Now-a-days, all leading public sector, private sector banks, co-operative banks have
association with life insurance companies. By this banks start selling life insurance
products to the bank customer. If a customer approaches bank to avail housing loan, the
customer can be given details about the life insurance schemes. In order to get the loan
from the bank, the customer surely accepts the deal with the bank. Customer will not
avoid the offer given by bank officer regarding the sale of life insurance schemes.
Similarly bank can attract the doctors by selling suitable life insurance policy, when they
need to construct hospitals or its expansion or renovation or to purchase costly
instruments for providing better treatment to the patients. Similarly, when a bank is
approached by businessman to avail loan for the development of business, bank can sell
appropriate life insurance scheme to him.

Chit fund companies are doing fantastic business in urban, semi urban, rural areas of
India. They have plenty of employees and agents to enhance the efficiency of various
task of the company. With the help of the human resource, they serve the society in best
way, when chitfund customers are in need of money, while sanctioning the bulk amount
to the customer, chitfund staff can sell life insurance policies.

Number of investors of stock market grows year by year in India. Investors are also in
rural area. Staffs of the stock broking company have good rapport with the traders,
investors. They can easily segment the customer based on their volume of trade and value
of trade made by the investors. Investors, who are trading above certain value, should be
identified. As the staff have good relationship with the customer, in addition to stocks,
traders can be sold right life insurance policies. As the staffs have vast idea in the finance
area, they can smoothly serve their investors by selling apt life insurance product.
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