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ABSTRACT 

l'ne' main objective of this study was to determine the 

type of attitudes middle class people living in Nairobi hel~ · 

toward J.ife assurance. Besides, the following secondary 

objectives were investigated: 

. Whethe-r middle class people ~iving in Nairobi were 

satisfied or dissatisfied with life assurance. 

(ii) Why middle class people living in Nairobi were 

satisfied or dissatisfied with life assurance. 

(iii) I 

Whether those who had life assuranc~ policic held 
' 

positive/negative attitudes. ~t 
(iv) Whether those who did not have life assuranGe polici·"" 

held negative/positive attitudes . 

,\ 
The primary data fo t a v. ell ct d c b n 

7th.A ril, 987 n , 19ts7 . h t'on o 
VI d c 0 0 
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0 

( 

0 

( 
• 0 



(vi) ... 

were administered. These were distributed by the researcher 

and two other research assistants. It was intended that a 

sample size of 90 respondents be used in the study but only 

a total.of 84 respondents completed the questionnaires and 

it was these that were analysed for this study. 

The data collected was presented using tables. Percentages 

and total scores were used for analysing the data. The major 

findings were: 

The middle cla s·people in 

attitudes toward life as~urance. 

airobi basically h ld n tjve 

The majority, 60~'7% of th 

respondents held negative attitudes tovvard life a <1uranc • 

Only 22.6% held positive attitudes. It s o "'ervPd that the 

respondents demographics had no impact on t ti tude: 1. 

On ati c ion/ i c 0 ·i h 

u 

0 0 • 
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Investigations as to the factors with which the 

satisfi~d respondents were satisfied found out that the 

majority of the satisried respondents. gave two reasons as 

the reasons for satisfaction. These were: appropriate 

advise given to the clients at the time life assurance 

policies were sold~and the non complex nature of life assurance 

contracts. The other reasons for $atisfaction like the 

fact that life assurance premiums were low were mentioned by 

a few satisfied respondents only. 

An attempt to investigate the rea ons for rc ond nt 

dissatisfaction with life as urance found out th ~ th 
1: majority of those who were dissatisfied gav th .folJowin 

as ·reasons for dissati~faction : ina ropri te advise given 

by life assurance companies or thei nts 'at th3 tim the 

policy is ~old, difficul nature of lif s Ul nee contr ct 

tricks· used . .sa ent n i ili y of nt. 

under tand h olic . h • 0 0 • 
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CHAPTER I ., 

INTRODUCTION 

Background 

The image1clients of any organization hold about the 

organization could contribute to its success. The organization 

image is partially governed by the product/service that it 

offers. The product/service quality is a very important factor 

and as stated by Masinde 2 

The quality of a product or service is the backbone 
of an organization because it determines to a 
large extent, whether the offering will sell or 
not and whether there will be repeat purchase. 

If thin image is pos~tive, Busine uni my r p 1 td 

the reverse also holds. Generally, it i h ld th~t th y 
. . 

clients ·perceive the organization kee on chan in n th:i ]J 

for monitoring their perception. Service com nics (lif 

assurance companies bei. g no exce tion) if viewed o. i ti vely by 

their client can make a u 1ti 1 con Ii ution to any iven 

economy. The eny x e i th d pi th t th t 

eo le hav ix 

. u t co 0 0 
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. ., 
The Data which was available 3 indicated that in 1982, . 

life .assurance contributed K£s 29,7 35,000 to the public sector 

and K£s 888,000 tv the private sector in the form of · 

investments. During the· same year, li~e assurance companies 

invested K£s 7,810,000 in government securities and bills, an·d 

K£s 1,088,000 in local government securities. These together 

with contributions from prior years support the generally held 

view that the magnitude of the benefits can'increase if life 

assurance is run properly. 

The subject of insurance has however been very controversial 

in Kenya (as the case is elsewhere5) and i lik ly to rem in 

so for some time to come. Recent newv headline 

suggest how wiqespread the controver y is. 

t . 6 p ~on. 

Beneficial as it is, it is stran e hat in 198~, very f w 

Kenyans held active7 life assuranc olici s. It i in reco!d 

3 c ntral Bur u of 
t ti tic . ini ry . 

of lann ·n 8 ) . 
4 c 

0 0 
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that out of ·the estimated population of 20 million Kenyans in 
1986, only 250,0008 had active life assurance policies t4is 
being only 1.25cfo · of the population. The rate at which life 
assurance policies lapse is also alarming. These figures may 
give a clue as to what is happening in the whole insurance 
industry. 

Statement of the Problem 

' . 
\ 

People have often expressed dissatisf~ction against the 
insurance industry in Kenya. Some have gone to the extent of 
stating that ins.tead of the insurance company covel ing your 
risk, you take a risk when·you get an insurance policy. 9 

· Readi.r;tg through the local press one encount'er quite discouraging 
descriptions of the term '1Life Assurance". Khamalah10 asserted 
.that to most people i~ Kenya today, the term life assurance 
brings i~to mind impressions about: 

8 Sammy asara, "Tough e ~ rule 
November 1986 ).7 

are on th 
• 14 . 

9 Sunday ation , 20 h . ch 198 • • o • 
10 Jo ph 

.. 
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(i) 

(ii) 

Fast talking salesmen bent 0~1 convincing one 
1.n1;o buying insurance against ones b•etter 
judgement. 

Tricky insurance companies that do not honour 
their obligations when clai.ms are lodged, and 

(iii) A range of other unfavourable impressions usually 
brought about by some unfortunate past dealings 
with insurance companies or negative word of mouthco 

Other writers11 stated that: 

Insurance claim service is slow and is not 
gc~tting a.>1.y better. In fact nothing has 
changed in over 50 years. 

The"'e impressions had however not been confirmed by 

rescarch,therefore this study investigated possible consumer 

sati!fR.ction and/or dissatisfaction with life a. ~urancc. 

The primary objective of thi. study v; ,; to dote mine th 

type of attitudE!s which middle cl ss people ljving in Nni obi 

had toward life assurance . In ad i o. , t ~ followLnC'I' fou.r 

( ·. ) • net e! he rni eo iv'n in Nai o i 

r • ~ u n • 

ohn 

;---· 
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(ii) Why middle class people living in Nairobi were 

satisfied or dissatisfied with life assurance. 

(iii) Whether those who had life assurance policies had 

positive/negative attitudes. 

(iv) Whether those who did not have life assurance policies 
had negative/positive attitudes. 

Importance of the study 

~ 
1 

\ 
I 

It was hopeo that the findings of thi's study would benefit . . among others li:fe ascourance companico, agents, brokers, and 
academician c. 

Life assurance companies v:ould benefit from thi tudy 
since it would reveal people's reaction to m ·ketinr life 

·as .... urance, bringing out clearly area s of dissati•·factjon which 
life as urance com anies could im rove on. 

A ent ou i h ~ tu y w u 

0 0 n 
ok 0 ' 0 0 

• 

0 0 j 
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one, the introduction, consists of the background, the 

statement of the problem, the objectives of the study, the 

importance of the study and the overview uf the Project report. 

Chapter twq, the literature review, provides a review of 

the literature related to the subject matter of the study. 

The literature review covers attitude and attitude measurement, 

problems of service marketing and their suggested solutions, 

consumer attitudes toward insurance, reasons for consumer 

dissatisfaction with life assurance, and finally the solutions 

suggested for overcoming dissatisfaction. 

Chapter three, the. Research de ign pecifi th 

P9PUlation of interest, he sampl ,and the dat col ction 
method. 

Chapter four is concerned witl data analy~is and findin n. 
It deals with people's attitude ·ov; rd lif a~ ur{nC , l' ...,po u•nt 

satisfac ion an di a ·i ac o nc , t i nd nd 

ol' C:f S atu n ov 0 u .. 01 ~ 



Actuary: 

Agent: 

'· 

7 

A person professionally trained in the technical 
aspects of insurance particularly the 
mathematics of insurance. 

Some?ody acting on behalf of another.1n life 
assurance, he is legally the agent of the assured 
even though he is remunerated by the life assurance 
company. 

Assurance: This is insurance on the life of a person. The 
term is used to denote the fact that the insured 
event is bound to happen. 

Assured: 

Assurer: 

The· person purchasing a life as~urunce policy. 
The company issuing a life assurance· policy. 

Beneficiary: One for whose benefit a contract is made; the 
person to whom a policy of as .... m·ance is payable. 

Claim: Demand the assure or enefici y make~ on the 
assurer in event of the occur nee of the a..., ured 
event. 

Co mission: T f i l c co n to nt 
0 0 c • 

n o n 
n tl 

' on , o 

• 
0 

• 
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Face amount: Amount stated 0n the face of an assurance 

Insurance: 

'. 

Loadine: 

Policy: 

Proof: 

t 

i 

policy that will be paid in case of the death 

of the · assured. It does not include other 

benefits which a policy·may give such as dividends. 

Economic device whereby the individual 

substitutes a small certain cost (the premium) 

for a large uncertain financ,ial loss (the 

contingency insured against) which would exist 

if it were not for insurance. This term is 

wide and include Lifo Assurance. 

That part of an ac.'-lurance r t <to iencd to cover 

expenses, profit, and a margin of contingency. 
I 
I 

0 
. The written contract of acwurance wrb ch i 

issued to the olicy holder <''"'urcd by the 

company assurer. 

Substantiating an act uch cl im f01 

p y nt. 

0 0 • 

0 

ur n . 



. CHAPTER II 

LITERATURE REVIEW 

Introduction 

The literature reviewed in this chapter covers attitude and 

attitude measurement. It also covers life assurance service,problems 

of service marketing and suggested solutions, consumer attitudes 

toward life assurance, and factors that contribute to consumer 

dissatisfaction. The Review concludes by looking at solutions 

suggested for ove~coming dissatisfaction. The author did not 

find any literature on the reasons for con umer satisfaction 

with life assurance. 

Attitude nd Attitud 

The term attitude has een defined in di.L r nt V'l y• by 

various v~iters. Remmers12 define i as an affecLively ton>d 

idea or group of ideas pre i poe-in h or ni..,rn to ction 

with re erence 0 eel ic u Ud 11 d n. 

at i ude v 

0 i u • 0 k 

0 

0 

• 
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an advertisement. Assae114 defines attit-udes as learned 

predispositions to respond to an object or class of objects 

in a consistently favourable or unfavourable way. 

Attitudes perform various functions. Assael15 lists the 

major functions as the utilitarian function, the value 

expressive function, the ego-defensive function, and the 

organization of knowledge function. As a utilitarian function 

attitudes serve to guide consumers in achieving a desired need. 

The value expressive function is performed by attitudes since 

they express self concept and value ystem. The ego-defensive 

fu.ncti.on is pe'rformcd by attitudes incc they protect poopl 

ego from anxieties and.threats for example mot pcopJc u c 

mouthy.rashers to avoid bad breath ra thm than to cu .. re it. 'l'he 

organization of knowledge is perform d by ttitud s since they 

organize the mass of information co swne ·s ar . expo..,ed to 

daily and help set up standards on hich to judg the 

information.Since a titud eve o o r imc,it is ne 

to understand th roc 0 v ti ud v o m 11 • 
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Allpo~t16 points the four ways by which attitudes ctre 

developed as: (a) Integration (b) differentiation (c) shock 

and (d)· adopti9n. Integration is the development of an 

attitude through accumulation of· a larger number of experience 

over a long period of time all of which influence the 

individual in a given direction. Differentiation is the 

splitting off ·of a specific attitude from a more general one 

as when an individual has an unfavourable attitude toward 

arithmetic as a result of his unfavourable attitude toward all 

school subjects . Shock is due to an unusual violent, or 

painful experience. Adoption refers to the tendency to follow 

the example of friends~ teachers, parent , newr.,puper and other 

opinion molding agencies. 

Assae117 states that attitude~ develop over· timo through 

a learning process that is affected by family influ nee, peer 

group influences, infor a tion, nd p 'l son li ty 

The family 1 y a i or t 0 in Ju nc·n 

indi\fidu 1 e c • h t t 

0 t u It 

0 

• 7 • 
7 

• 

0 • • 
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Many studies have shown pervasive group influence on 

purchase behaviour. 19 Katz and Lazarsfeld found that peer groups 

~B . much more likely to influence attitudes and purchase 

behaviour than advertising. Coleman found that socially 

integrated Doctors who valued Peer group norms accepted a new 

drug faster. Arndt found that socially integrated consumers 

accepted a new drug sooner. 

Past experience influence brand attitudes. 20 According 

to learning theory such experiences, condition future 

behaviour, but brand loyalty will quickly end if the brand 

doe .. , not perfo:r:m succe""sfully. 

The personality of consumers affect n.tt·tud • 21 Trait 
such as aggression, submissivenesC! or authoriiari ni m may 

influence attitudes tovra.rds brands and products. 

Katz 22points that there 

to attitude for a ion. Th 

model of m n: n 

motion 0 c 

e tvo o po~ing vi w relating 

tun ·n 

m 'ly 11 

"h 

0 

0 • 
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'" discriminating abilities. Katz maintains that none of the . 

above views can be fully supported and he in turn postulates 

that the formatiun of . attitudes stem from the psychological 

needs that give rise to·them. 

Attitudes have three basic components these being23 

(a) beliefs (the cognitive component),(b) brand evaluation 

(the affective component) and (c) tendency ,to act (the behavioural 

component). 
. . 24 

Beliefs are of two types : informational 

beliefs which are associated with product attributes and 

evaluative beliefs which are as so cia ted w.i th product bencfi ts 

(example economy and roominess). While the be~iof compon nt 

is multi-dimensional, . the affective component i on 

dimensional. \'/henever people refer to t t j tud without 

being specific, it i~ the affective component that they ref r 

to. The tendency to act component of attitude is important 

to marketers when developin a marketing t1 a CF.Y. 

The vari:ous as u 

attitude ar : 25 • 
(, ) 

( ) 

( ) 

tt"tu 

• 

io 

• 

n m 

0 0 0 

• 

• 

I~ 
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The other assumption proposed by Assae1 26 is that attitudes 

are. related to behaviour. The more a consumer· favours a 

brand the greater the likelihood he or she will purchase it 

or attitudes are measures of inclinations to purchase. 

Several attitude measurement scales exist. Uddel27 lists 

the major methods of measuring attitudes as:semantic 

differential, likert summated. ratings method, Guttma.ns "scale 

analyois" , Lazersfeld's latent structure theory, and the . 

Th .t t 0 R 28 0 

". t th t tt. t d 1 urs one cchnlque. emmers lnalca e a a· l -u e sea es 

may be clas<"'ified according to the methods of con t ·ucting 

attitude Jl!eaouring dcvice.s such ac; the intci vi wt 

"scale."", psychophysical scales, .;:; · !!tl1 m .• tm . c· 1 ,, 

rating scales, behaviour scale~ and naJo~ou ' ment of 

various sorts. 

The Li~ert scale used i hi... :r 0 ' ..., · b01 ·owed f om 

the ¥~rk of Liker • ike odi i on m thod. H 

m de the doub ul 1 i u 

nor • i 

0 

0 

• • 

• 

• 
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Life Assurance Service 

Insurance is an economic device whereby the individual 

substitutes a small certain cost (the premium) for a large 

uncertain financial loss (the contingency insured against) 

which would exist if it were not for insurance. 29 Life 

assurance is an insurance on the life of a person. 

Life assurance is sold through three ways, 30 these being: . 
(a) Group life assurance (b) industrial life assurance, and 

(c) individual life assurance. Group life assurance i provided 

to well defined groups of people who arc a ociatod for om 

purpode other than pm~chase of ife a s anc • Cr it lif 

assurance is a special type of group life a .. m~anc purch d 

by a lender such as a bank, credit union o retail ,tore th t 

sells merchandise on credit (for its oup of debto1c:). When 

the assurer provides life a sur c g1 cup, th group, 

not the indivi u 1 in e ou i 

29 ,T. E. V h • 

0 
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For group assurance, the assurer will not normally ask 

for medical examination. The assurer is covered from liability 
since no employer would employ unhealthy people~ Secondly, · 

groups with worse than expected mortality experience will find 
their assurance rates adjusted upward to allow for the poor 

results of the group. 

Industrial life assurance is purchased in small amounts.31 

The premiums are collected or payable as frequently as a week3 2 • 

It is also called.debit life assurance. Industrial life 

assur·ance was designed to meet the needs of low income workern. 

The cof,;t of industrial life as"'ura 1ce i or<iinar · y hi ('t'h inc 

the life expectancy of low incom worker i•· not U' oo 

that of an average member of the ··oci ty. Sc ondly, th 

administrative expense of industri 1 lif 

relatively high. 

Individual lif a t . ., ·ur· n 

by individualcon u '1 i 

0 c 0 n 

7. 

pur h ~ d 

n . n • 

• • 
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There are various types of life assurance policies that 
are in force. The most commonly encounte~ed policies are: 
term assurance policies, endowment assurance policies and 
whole life assurance policies. 

Term policies give protection against financial loss 
resulting from death during a specified period of time~4 If 
the assured outlives the period, no payment is made by the 
assurer~5 The duration of term policies differ. While some 
term policies are·writtenfor only one year, others may be 
written for five or even 20 years.36 In addition to norm 1 
term policien, we may have term policie bcin w h < d 
riders to other cash value assurance poljci s o other t m 
policies. 

Since term policies expil e au .omaticallv \\h 'n the period 
of cover expires, the assured m ~ ao fo1 i th r r newabl t rm 
policies or convertible t ali 

Endo· c 0 ? Tl 

0 nt 
0 
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in contrast is a combination of pure endov\ment and term 
insuranceo The company undertakes to pay the face amount of 
the policy if the assured dies within the period of' the 
policy or to pay the face amount if the assured lives to th.e 
end of the specified period known as the Endov.ment periodo 
It should be noted that due to the savings element, the 
Endov.ment Premiums are the largest of any comparable life 
assurance plan but provide the smallest amount of protection 
for each dollar of premium paid.38 

The other type of life assurance policy that is normally 
encountered is' the whole life assurance. Under thi:... oJ i ·y t 
the asvurer undertake-:· to pay the benefici 'Y th v· luc of tho 
contract vJhen the assured dies. /hole life contra ·ts may be 
divided into two major types. 39 Straight life contracts and 
limited payment life contracts. Under polici · f straight 
life, premiums are payabJe for th r m· inder o .... the USSUl d 
lif but w1der cont ac 0 li it d t li e, the r m·um 
are payahlc . fo the m in 0 th Ol unt'l 
th ex 'i y .o 0 i 

8 
• 7 . 

• • 
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Problems of service Marketing and ·Sugg~sted Solution~ 

Services, life assurance being no ex8eption, possess 

quite distinctive features which render their marketing 

difficult. The.four most commonly mentioned features are: 40 

intangibility, inseperability, perishability and variability. 

Intangibility 

Services are intangible. Kotler 41 a.sserts that they can 

not be seen, tasted, felt, heard or smelled before they are 

bought. Several writers cite this as the fundamental peculiarity 

of ..,ervices ( s·ee Shostack42 and Berry43). Becau., o· · .. 
intangibility, service ·marketing becomes very complex. Th 

buyer will rely on information provided by the rvjce provider. 

If the service provid~r is not honest, the service will g t 

bad publicity. 

To overcome the pro lem of intangibility, 1 vice provider 

can 1mprove re cl· n con 0. 1 in th'n • 
The r· C"!t t k o 

the 

0 
i 0 
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20 ... 
and insurance companies for exrunple use such terms as 

blanket· cover a~1d umbrella cover to make their service appear · 

tangible. 

Secondly, service providers can emphasize the benefits of 

their service rather than just describing its features. 44 

< ·. The other ·ways by which service providers can overcome 

the issue of intangibility is by developing brand names to 

increase consumer confidence and also use a celebrity to create 

confidence in the service • 

.. 
Inseperabilit:t: 

1\ 
. 4r: ~ A service is insepe:::-able from its t•ourc , • :; V'h r goocl.J 

are first produced, sold and hen conc-wned, '"'u ·vic n are f · r~Jt 

sold, then produced and conswned · mul an ou,·ly w1 th the 

con.umer wholly or partiall 

tJ vic i c 0 

v io • 

vi 

• 

7 

• 

1t 1 in 

0 i 

1 

i t 

eduction proc 
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~ishability 

Services are persihable and.this makes their marketing 
difficult. 48 They can not be stored. 'l'he ·perishability of 
services may only be a problem ~hen the demand for the service is unsteady. !f demand in unsteady, a better mate~ -should be 

I 
produced between the demand of a service and its supply. 

Sasser49 suggests several strategies ·for producing a 
better match between demand and supply in a service business. On the demand side he suggests: 

(a) Differential pricing to shift some demand from peak to ~ff peak periods, 
(b) Cultivation of non peak demand, 
(c) Developing _complementary services to provide alternatives to waiting customers dm'ing rcnk hour"', and, 

(d) Using reservation sycotem • 
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Increasing customer participation in the various 

tasks for example when customers fill their own 

medical records or bag their own groceries, and 

Developing shared services. 

Variabilitl 

Variability is the other characteristic of services 

which render their marketing difficult. Services 'have to be 

variable since they depend on who provides them and where they 

are provided. 

To overcome the problem of variability, service firms can 

first inve~t in good personnel selection nd tr .... injng. 

:;5econdly, they can monitor customer "'ati•·:fo.ction th oup:h 

suggestion and complaint systems , customer survey , and 

comparison shoppin so t.at poor ser ice can e detect d. 

The bulk of h l"t n i. 

ori nt to v 
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claims (irrespective o1:' the !·ortunes of suits and settlements 

under subrogation), forcing insurance comn~nies to process 

applications faster ( tmlike at present when they ar·e allowe·d 

to process it at their own leis~re), modifying some clauses 

particularly those that relate to cooperation and assistance 

(He recommended that companies should not be all0\1\'ed to vv-alk 

out of their obligations simply because the insured never 

co-operated. The test should be whether non co-operation 

increased the loss). In short, Byamugisha advocated for 

'East Africanizing ' the insurance laws that apply to the 

East African countries. 

Guya (1976), conducted h's study on the lifo ex ct ncy 

in use in acturial tables in Kenya·and concluded th·t th 

need for cturies an con truction of life tables. 

Irukvru ( 1977) conducted hi 

insurance management in fric • 

insurance originat~d in E f i 
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Khamalah ( 1985) carried out research· on life assu:rance 

practice in Kenya and reported among others the need for 

taking insurance to the rural areas, improving consumer 

awareness of life assurance, need for government involvement 

in insurance, ne.ed for setting up an additional Reinsurance 

Company, and training and development of insurance personnel 

in the country. 

Several articles have been appearing and continue to 

appear in the loca~ and international press that do relate 

to insurance in general and life assurance in particular. Most 

of them deal with one aspect of life a .Jurance or another but 
... . 

the topic "consumer attitude" ha"' at be.t cen "n rrl ct d". 

Dr. Wariungi researching on "The Con.,tuncr and th m·n·k >tine 

system of a developing country Kenya", o.)t.ulat d t t not 

many studies have been car ied i1 1 s. 

that directly address t emselve~ to 

and complainin bchaviour. 50 The 

in. ·ur nee f eld concur 

uome fe h v 

v e o d co w1 · i c s 

tL.f· tion 

h K ny n 
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The few studies which were available and reviewed by 

the author have not given uniform answers. While some studies 

t}})O t 

i a·cate nuetral attitudes. 

Angima5 1 in a research carried out on the University 

of Nairobi's main campus lecturers found out that 56% of 

those who responded had neutral attitudes toward insurance, 

33.8% had negative attitudco,and onJy 9.2% had positive 
. 

attitudes. Overally then it can be said tho lecturers had 

nautral attitudes toward insurance. 

Angj_ma's study was unfortunately carried on on)y one 

category of people, a group which may not be r pre nt t·v 

of the Kenyan insured public. The respon e moitality wa 

also high in the study. The research r aclu1olf•led ed that only 

65% of the sample responded. 

Kiten ' 52 in l L 

ho e ~ tl o i v 

5 c n • • 

u y co c ir y· th l 
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Kitenga's study however suffer from several defects. He 

states that since life assurance is the ";110st popular" 

Branch of Insurance, the atti tude·s people have towards 

insurance would. apply to it. No attempt was made to show 

why or how life assurance is popular. · 

The above work has no empirical backingo The researcher 

made no attempt to show when his data was collected, how it 

was collected, or how it was analysed. In absence of all 

these, one would be forced to conclude that the purported 

study is by all accounts mere hearsay • 

Khamalah53 asserts that the term life a surance b : n~. 

into mind certain impressions. His argt~ent particularJy on 

attitudes was not based on empirical evjdence . 

Ali54 in an interview with one tandard newspa er 

correspondent "admitted" that renyat 

with the insuranco ' indus ry. T i i· .in 1' 

op~njon no · ct. 
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Boe56 presenting the case in America concluded that the 

American public is satisfied with the conduct of insurance 

business· in the United States but consumerist leaders are 

not. The bulk of the public thinks agents do a good job~· 

They are generally satisfied as far as claim service is 

concerned. On first party claims they are very satisfied by. 

their insurance and on third party claims 82% of the.rn are 

satisfied 18% are not. 

Esteva's study nevertheless suggest that not all aspects 

of insurance are bad. · He maintains: 57 

-·· while the role played y the insur· nee 
companies and method~ of the in~ubtry m w 1 
und rstood, a poor rati g i ... cjv n to the 
performance of their dealing with th public. 

The insurance industry in Kenya i "'' hO\ ever yoLmg nd is 

bound to meet the problems it faces. s· ]r~c 58 ~-h l • "" t 1i 

view ~ilien he ~tates: 

56 
Arch· 
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In modern times insu:rance has taken over the 
task of providing security. But let us not 
forget that it is a new devicl') •••• insurance 
will t ake time to perfect itself. It will 
even take longer to adopt itself to a scenario 
which is changing radically and fast. 

Factors That Contribute To Consumer Dissa tisfaction 

Consumers are dissatisfied with specific aspects of life 

Assurance whose review may. be necessary . The major areas of 

dissatisfaction a::e: 59 Pricing, claim settlement procedures, 

Product/service, inadequate information, policy sale 

conditions~ inadequate availability of lifc.a.ssurance and 

• effects of inflation on life as.~urance. 

Pricing 

The price of insurance is de ermin ctu · ll.v. Thi 

under3ta d the principl n 

dct :rr ining t e ·c of 0 

t k 1 0 cou· 0 

0 , 0 0 

t 0 . • • 
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•• • 
The process by which insurance premiums are set is 

. 
_, 

technical and even if the Insurance Companies were willing to 

explain it, not all assureds would understand it. Simply 

defined, insurance companies in an attempt to arrive at the 

premium to. charge will first calculate the net single premium 

on which some adjustment is made to arrive at the gross single 

premium and subsequently the level premium to be charged each 

year or month. 

In carrying out the mathematics of life assurance, 

certain assumptions are set which are: 
60 

(a) The actual number of deaths will always equal the 

estimates of the 1958 CSO (commission st'andard ordinary) , 

mortality table). 

(b) There will be no expenses other than payments to the 

·· . beneficiaries of insureds who die. 

(c) All premiums will be paid 

(d) All deaths are counted as 

the year. 

Even though the above 

necessarily be tru • Th 

true inc t 

th t 

mor • 

on 

A • 

0 • .. • 

on the first ·aay of the year. 

occuring on the last day of 

A 

, th ... y rn y not 

o nt i i ot 
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A number of people admit that pricing is surely a major 

source of consumer dissatisfactione Esteva61 asserts that 

consumers are gr'eatly moved by the fact that companies charge 

different prices on apparently similar policies. 

Angima62 reports that 45.5% of the sample that was 

analysed had the opinion that insurance premiumswere high. Out 

of those people whose policies had lapsed, 40~ mentioned high 

insurance premiums as a cause of the policy lapse. 

Others hov~ever dL .. agree with this genm: al claim. MunnG.3 

in a study carried out in Nigeria reported that it i the 

disposable income that is low not th t price are hil'~"h. 

Claim Settlement Procedures 

Ciaim settlement is another r a \' liCl 1 S '~ .d ulot 

of dissatisfaction. Before an c 

be loos or a · e of the d oJ d 

-. in. e ttli lg a cl im 

cxruni ion, i 

h ·n c 
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The process as defined may be simple on paper but 

difficult to implement. Claim settlement has been very 

controversial in life assurance. 

Sheather65 acknowledges the significance of prompt 

claim settlement when he states: 

\ The sales force may be brash and brassy, polished 
or plain but it will be to avail in the long run 
if claims, renewals and mid term alterations are 
not handled with the same efficiency that satisties 
the cons.umer. 

EGteva66 :r:eports that despite the irmificant role cl im 

settlement should play, insurance companic'' hnv hnncn cd .J · im 

payment in a way that has often diD'"'appointcd the con t.une • 

Produc.:t/Service 

b 
. . 67 

The service insurance ha"' een m1sconc1cvcd nd this 

service to ~e,endv up not bei 

hnd ntrange. not· ono o'l n 
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companies in Kenya indicate that whenever the term insurance 

is discussed, people have the image of the insu.. .. cance agent. 68 

W~ner6 9 in his address to the west African Insurance. 

consultative association and organisation of East African 

Insurers stated that the current insurance policies are not 

geared toward the common mans need and that insurance companies 

need to wr.i te policies that would re-spond to the plight of the 

little man on the streets. 

70 Sakocna reports that people are irri to. ted and .. ,cared 
. . 

of the way life policies are written and that tllc polici. do 

not provide the cover their names sugs:·est they ~hou1 
t 

ov r. 

. Okatch 7lblames both the assurers at d th a sured for 

the apathy towards life assurance. He i of th opi 1ion 

that the proposers themsel es do not di~clo. 

but since they ar ~ not ex rts in i 1 u n 

what facts they are 1 aui d to 
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Reports from other parts of the world indicate that 

the service life assurance is misconcieved.. It is reported7 2 

that Asians traditionally regard insurance as an exclusive· 

instrument ·of the rich to guard their wealth. 

Research c:arried out in other fields73 indicate that 

cause~ of reported dissatisfaction with the product are mainly 

related to the "performance of the product". Products seem 

not to perform the tasks their sellers claim they perform. 

Inadequate Information 

Various people claim that life a..,,...urance comp nie i v . 

sketchy (if any) information to the policy holders. Thone who 

get some information hardly get a cornpreh n"' ·vc one. E. tcva 74 

opines that insurance companie do not eiv ~ any cor·p1 hcnoivc 

information and this rna! be a deli 

said companies to run a\ Y f on 

th time for ~ett in cl co • 

Doc 75 
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solicit enough support. Kingori76 in his article noncludes 

that people rega1d ins urance as a myth, a situation which 

need to be reversed. Okatch77 in his contribution reports 

tha t the outsiders feel that the insurance industry is 

oper a ting under rule s which are applied unfairly a gainst 

them .. 

. 8 
Kitenga7 however blames both the ins ur ed and the insurer 

f or t he pathe tic situa tion tha t i s curr ently preva iling in 

the industry. 

Chri s tian 79 cla i ms that t he \ •hole cxc er c i o :in 

i s very confusing and state : I , 

The i ssue of insura 1cc iC" ftu·t er comJ 1ic·1t d 
by the fact that oth the n .es of th i 1GU1 · n ~ 

companies and policies thcv ~ 11 ar of t 1 so 
similar as to be confusing o the m 1 b r . of the 

public •••• 

From the revieH done "'O f , it c n . h tl. ~· t t d Ll t 

1 ck of :inform 

w h if 
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P~licy sale conditions 

The conditions under which life assurance policies are. 

sold has been criticized. The sale of life assurance in 

80 
Kenya is basically done by agents. 

Agents can basically fall under three classes even though 

authors like Dinsdal~1give four categories of agentso In 

Kenya, we have two types of agency systems: general agents 

82 
and Branch management systems. Even though agents play a 

very significant role in the selling of life assurance , they 

have been criticized heavily. 

Esteva8 3 deplores the fact that agentu .... ell thc~r poli in.-. 

from Door-to-Door and in the proces ... den\rincr the connumer th 

freedom of choice. A study carried out y Angim::t84 r veal d 

that only 3.11 of the people ilio \~re int r ri v~d f · t 

saJ.esmen give accurate infor ation. 

felt agent are only inte est 

give roper advic o c 

)t th th 

-. 2 0 th - nt 
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· they sell. 1.5% of the sample felt agents disappear after 

making a .sale., 

The use of ·agents and their role has been .the subject of 

debate at both the insurance as well as other academic levels. 

Sullivan85 :f;or example is of the opinion that even though use 
. 

of agents and Brokers is cheap, it has got the side effect 

of forcing the business firms to have very little control 
86 

over the flow of business. Bulloueh accuses agents of 

selling policies for whieh they will get maximum commji:;)·ion 

and of thcjr failUre to disclo""e the amount of'commi~ ion 

they get from sale of each type of policy. 

Whitefield87 in his address to the House of cotrunono 

stated that an efficient sale<'nan should e able not only to 

explain the policy they are selli e ut be a lc to admit thnt 

there i::> commission in it for the • 
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88 
One sales correspondent o:f the Do1icy Holder 

Insurance . News predicts an even gloomier picture· of life 

assurance should the companies decide to employ agents using 

unethical .selling methods. 

Sheather89 reports that the way life assurance is sold 

has not been changing , and Lmless change is introduced life 

assm~ance will autnmatically perish. 

Agents have been ridiculed in almost all circles be it 

in marketing or any other. Different author h·ve contributed 

to thir debate. Thompson90 allee 1 that uecnt~ hav not b Ln 

subjected to any objective Me w rv 1 1 J>Ol' ~· th, t 

selline- has made little or no progre· ~· at · 1. And th· t 

saleomanship is still as pr irni ti ve as i '"" 100 r 

Even though it ,,·orks, no one seems to und st n 

88 "Sex ----
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Studies carried out in America among more than 1,000 

male students in 223 colleges and Universities about selling 

as a possible career carne up with the commonly held views about 

salesmanship as: 92 

9 

(a) Selling is a job not a professional career. 

(b) Salesmen must lie and be decietful in order to succeed. 

(c) Salesmanship brings out the worst in people. 

(d) To be a good salesman one mu.t e p~ychologi ally 
maladjuuted. 

(e) One muot be arrogant and ove bcu . ing to •ucce d in 
c·elling. 

(f) Salesmen 11. ve a degrading and di r·gu"' tin :r l · f 
because they must e p·eten in ·11th tin. 

(g) Selling benefits only tle.., 11 r. 

(h) The person 1 rel· ions i 
repulsive. 

(i) Salesmen ar ro ·tu 
va ue for oney. 

(j) ~ llin 0 0 

u 

~ lli1 ar 

tJ .v 1 l h . 



39 

Inadequate availability of Life Assurance 

It has been proposed that consQmers are dissatisfied 
with life assu .. :re.nce simply because the service is not 
available to all. Warner93 shows that some people are not 
fit to pay life assurance premiums and calls for the evolLttion 
Q'f solutions to the African socio-economic realitieso Boc94 
reporting the case in America states that while most things 
are open to those .who want them, this is not so in insurance. 
If anything, people get second claus se:cvice an occurancc 
that he conojdnrs djscriminatory. 

ancc 

It hac been observed y some t 1at lie as· ·rnce jn not 
sensitive to inflatiol. Roge 95 tat ~ 
inflation, life assurance policies 1oul 

this is done, the as ure 

1··.~ a ua e u h n96 _ n eq • 
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Solutions Sur..e.~sted for Overco_Eling dissatisfaction ----

Various people have suggested ways for overcoming consumer 

dissatisfaction. Some of these are implicit yet others arc 

explicit. Some of the suggested solutions deal with services 

in general yet others deal with insurance in particular. 

Esteva97 opines that consumer dissatisfaction can be 

overcome through improving life assurance image. Life assurance, 

he asserts,can improve only if assurance companies, the 

assuredotand the government take very serious measureo. Life 

assurance companies can improve in . ..;w ·.n1ce image by expJ · .inine; 

to the policy holders the mechanism fol.lovw~d i 1 nrr i v.i..ng 'l t 

the price:::; they charge. He recommend<-· t 1at th 

can exercise caution \'lhile selecting an < sr-u1· 

which is also put forward y Heu ner a 1d Bl· 

governments role should pervade the '•hole o 

insurance. 
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Promotion, and Place) as if they were product oriented 

orga nizations. He thinks that· service corr:panies may improve 

their operations if they put emphasis on the 3p's that they 

have tended to ignore,these being personnel, physical 

facilities and process management. 

Conclusion 

From the forerunning literature review several concltJsions 

can be made. ~1he 'first is that the term attitutlo can be 

dc:fincd in various ways; that attitudes PCl form four ba jc 

function::;: the ego defensive function, th utili ta:.t ian fLmction 

the value expressive function, und tho Orf!: t iz· t 1 on of 

knowledge function; that attitudes develop over t · m ; that 

attitudes have three ba:::;ic compone ts: thE.! o nitiv compon 1 1. 

the affccti ve component, and the ehaviotu al componcn t; that 

various assumptions are made in ord 

and that several attitude easur me 

which are . cmantic diff r ti 1, 

'' 1 naly l.. u' L cca c 
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. policies and whole life assurance policies .. 

The third conclusion is that services (life assurance · · 

being no exception) have unique charact.eristics which render 

their marketing difficult, these being intangibility, 

inseperabilityt perishability~and variability. 

The fourth conclusion is that studies carried out so 

far do not give uniform answers as to what peoples' attitudes 

·toward life assurance arc. Vlhile some studies indicate that 

consumers have negative attitudes, otho:r rcpo1t po it.ivc 

attitudes, yet others indicate neutral attitude • 

The fifth conclusion is that there are var·oua fn tor• 

that · contribute to conswner dissa ·i"'faetio1 e~anpl ,, bcinO' 

pricing, claim settlement procedures product/ ... crvi c, 

·' 11at1e ua.tc ini'orw t;ion, olic.v 1 ond · t ·on 

ava U abiJ i ty of life acsw ce an 

J ffe arf'ur ·nee. 
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RESEARCH DESIGN -

The Sam,Ele 

The population of interest was middle class households 

living in Nairobi District. A sample of five residential 

areas was chosen for the study. The five residential areas 

identified with the middle class were selected using the fish 

pot met.hcd of oimnle random samplinr;. 

Tho reseo.rchcr devolopP.d a nomplin8 frq.ntc ( h,ec nppendj x It) 

from a map of Nairobi a 'aila1Jl at the cj t,y Commi., , · n. p' n 

office (sec appendix G). Only r •. id nt '·l urea.· that w l'a cl r1y 

identified with the mid 'le claus ' ere inc] uded · n thj · fl'Wn • 

From each residentia ea, tl uc. tionn · we· . 

administered to the frunily heady o otl hold· • Th 

hou~ehold~ in n \ r ··o it did 

not tt r ict om 
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administered. It W'"d.S intended that a sample size of ~0 

respondents be used in the study but only a total of 84 

respondents completed the questionnaires and it is thE.se 

that were analysed for this study. The six respondents who 

were gi~en the questionnaires but who eventually proved to 

be unco-operative' were ignored from the sample. 

Data collection method 

The data was collected by self administered questionnai:r .s. 

The quentionnairc (see appendix A) eonni t d of thl: ee sc tions 

name]y: the attjtude measurement : ction, the ttitud 

information seckjng ncction, and the scctjon fo th 

demographics of the rcnpondents 

In preparing the oucs ionnai c that ,~. n""cd i 1 th fjn· ., 

study, an initial queotionnaire ~ d 10}) d 'l 

on a ... ample of 20 re. onde Tl e LH' d 

dL cu• ion" ( 
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pretesting, , the queotions were subjected to a vigorous 

analysis to identify those that were capable of 

discriminating between positive and negative attitudes. 

Only such questions were used in the final questionnaire. 

Out of the 21 questions (in the attitude measv~ement 

section of the initial questionnaire) that were pre~ested, 

only 13 questions that were capable of discriminating between 

positive and negative attitudes were retained in the final 

questjonnaire. 

While administer .i.ng the questionn j l'en, wh nev .1 ca.c . 

of "not at home " or unco-operative respondent. wcl c met, the 

next household wa5 chosen. The quec-tj omr ire"' were left wi l;h the 

respondents to fill and collected on the n xt d<.cy. Those 

family head:J who opted to co plate heir. imm di't y did 

so w.bile the intervie :ers ·.•aited 

Th quePtionn i c 0 h y 

ttc ch n /o 
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DATA ANALY~IS AND PRE~~1~0N OF YINDING§ .. 

Introduction --· 

Data in this study has been summarized and. presented by 

tablese Percentages and. total scores have been used for 

analysis. 

I 
Thb following Key was used. for scoring the responses in 

the likcrt type scale questions. 

Scale 

Strongly Agree 

Agree 

Neither Agree 

nor Agr cc 

Dir,agrcc 

--~oren for Posi t.i:-1· ~.i<:or;ofor N~;;~ivcl 
_J~at mcnt ______ \ · tatcmcnk 

------~---------------------- . 

0 

-1 

-2 

-1 

0 

StrongJy disagree -2 
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identify jf any relationship exist betv·;een the types of 

atti tLtdes held and the various respondent de:rpoe,Taph.ics studied. 

The second section seeks tc detern~ne whether people are 

satisfied or· dissatisfied with life Assurance, and the reasons 

why people are satisfied or dissatisfied. This section also 

tries to netermi.ne whether any relationships exist between 

satisfaction/dissatisfaction and the various respondent de-a1ographics 

studied. ·The final section determines whether those with 

policies have positive/negative attitudes or whether those 

without policies have negative/positive attitudes. 

In this section various issue re at · 1 to the tL ·tudes 

of mid le class people were conc-i c d . 

T~bl~'~ 1 sho ·,•eo he • .. e o a cl 

people ir ~airobi h ve o 

T 
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As the table shows , the majorit~ 60.7% of the respondents 

held ne~;ative attjtudes toward life assurc.:~~e. Only 22.6% 

held positive attitu<l.es toward life assurance. The literature 

reviewed in this study !'1howed thaJc authors are not agreed on 

consumer attitudes towa:!:"d life assurance. While some authors 

argue thQt consumers have negative attitudes toward life 

assurance.) others argue consumer attitudes are neutral..> yet 

others argue that consur.1cr attitudes are positive. This 

study found that .people's.:Jttitu.des were negative. 

An attempt was marle to establi'"'h if any of the demogra hie 

char:Jcteristics studied had an i . ct on attitudes. The 

demo~aphic characteristics u ied ere education , net wo thly 

income,marital '"'tat s, nd sex. 

Table 2 shoTs the type of a i u e h 1 0\ d li 

assur~~ce by people of v iou e uc on 1 l v 1· • 

Ta le 2: 
n 
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As the table shows, the majority of the respondents 

regardless of the level of education had neeative attitudes. 

toward life assurance. The implication is that the kind of 
. 

attitude one has, negative or positive,does not depend on 

one's level of education. There was no respondent whose 

level of education was lower than form four. 

Table 3 shows the attitudes toward life assurance of . 
people of various income groups. 

Table 3: Attitu~es and let monthly income 

ATTITUDE VER KSHS 6,000 Ksrs 6 ,ooo- KSHS ~,500 
ER T10 TTH 4501 PER OlT 3001 PER UONTH 

( 31) ( 20) Cn) 

POSITIVE 25.8% 25.0 18. I 

NEUTRAL 12.2 15.0 1.? 

E TIVE o.o o. 

c 



- 50· 

distribution of the respondents over neutral and positive 

attitudes in each income cate.gory are also fairly s;i.milar 

among the different income categories. Here again the 

implic.ation is that the type of attitude one holds toward 

life assurance does not depend on one's level of income. 

No respondent had a net income below Kshs 3001 per month. 

Table 4 shows the attitudes of the married and single 

middle class peo~le toward life assurance. 

Table 4: Attitudes and Marital status 

ATTITUDES MARRIED • nrGLE 

RESPO ~DB TS RESPO E1' TS 

(53) ( 31) 

POJITIIE 20.8% 29 .o,:; 

tTEUTRAL 22.6 6.5 

m v~ 
... , 6 .5 ... :,o • 

100 1 

i 0 

• 
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'l1able 5 shows the attitudes toward life assurance of 

male and female middle class people. 

Table 5: Attitudes and Sex 

ATTITTJ'})E ~ALE RESPONDENTS FEi\~ALE ) ' -· 

RESPONDENTS 
( 60) 

. 
( 24)~ I 

POSITIVE 16.7% 
. 

37.5% 

NEUTRAL 15.0 20 .. 8 

-NEGATIVE 6.e.3 41.7 

- ------
TOTALS . 100 100. 

As the table shows , the majority of the 

ncgati ve attitudes toward life assurance. The· P-"'Opo.ction of 

thosc'with negative and those with po~itive attitude howev(. 

seem to be quite close amontr the fe ale ... , 41.7/ and 37 . 5~ of the 

fema.les respectively. This is not th 

respondents. The i lie ion i t 

more pronounc d jn a h 

or i 

0 

mon le 

• 
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Respondent satj sfaction and dissatisfaction with 

life assuran~ 

The second section, as indicated in the introduction to 

this chapter sought to determine whether middle class 

people living in Nairobi were satisfied or dissatisfied 
I 

with life assu:rance and reasons why people were satisfied or 

dissatisfied. The section also tried to determine whether 

any relatj~nships ~xisted between sati.-.faction/dissatisfaction: 

and the various respondent demographics studied. 

Table 6 shows respondent satis:f'· ction/dissati faction with 

the v1ay life aso!.J.rance <;Om Janies , insur a1 ce agents, and 

brokers har..dle in.:>Lrrance matter3 in K a. 

Table 6:Respondcnt~a.isfactio 

rr.atterrr. 

0 

" • I 

. ( 
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As the table shows, the ~ajority of t~e respondents 

were dissatisfied with life assura.nce. 85 .. 7% of the 

respondents indi_cated that they were dissatisfied with the 

way life assurance matters in Kenya were being handled, while 

only 14.3% indicated they were satisfied. 

The researcher mane attempts to identify reasons that led 

to respon<I.ent sa~isfaction/dissatisfaction. Table 7 shows 

the reasons which explr.t.ined why respondents who had indicated 

their satisfaction were satisfied with life ?-· :..~ura11.ce 

'l'able 7: Reasons for respondent 

Reasons Pro o_ ti on of 

(J.I')) 

Life .ss u•r.1 ce cct anie"' or . c r 

~ive ap ro~ i·i dvi h 0 

f:!cllinB t :e ol· cy 8 f 

• 

L 
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Table 7 shows that all the reasons as indicated in the 

table contributed towards satisfaction with life assurance 

among some respondents. However, the most popular reasons 

were appropriate advice given to the buyers at the time the 

policy is sold, and non complex nature of the policy terms. 

Each of the two reasons was indicated by 58.3% of the 

respondents who were satisfied with life assurance. 

Table 8 shows the reasons for respondent dissatisfaction 

with life ass~ance . 

Table 8: Re~sons for resEondent dissatiafaction 

Re~sons for respondent dissatisfaction 

Life assurance co panies or their a ents 

do not ·adviad buyer a ro -i t c 

time of ~e in t olicy . 

11 c asr-u· nee co tr 0 

t 

0 

Proportion of di 
fied R s ond nts 

88 9; 

• 
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Table 8 continued: 

Life assurance policies sold in Kenya are 

not rel·ev'ant to my needs. 

Life assv.rance is not geared tovrard meeting 

my religions aspirations · 
\ 

Life assurance conflicts with my tradition 

. Life assurance benefits are given later 

than one would ord.inar ily expect 

Life assur~nce companies try to avoid 

settling·claims 

Everybody else is dissatisfied With life 

assurance 

Life assurance agents .are tricky 

Ljfe asstJ.r<Jnce agentc do not underc-tand 

the service they sell 

Life assuranc.e agents inv de peoples 

privacy 

A h t 

t 

0 

I ,, 
l 

40.3 

12 5' 

61. 

77.8 

o. 

I I ( 

0 
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Therefore., here again, the findings are consistent with the 

literature. 

Even though each of the reasons shown, in the table 

contributed towards respondent dissatisfaction with life 

assurance, some reasons like: irrelevant nature of . p"olicies : ' 

sold; life assurance being not geared toward meeting 

respondents religious aspirations or traditions; and negative 

word of mouth were not popular"factors of .dissatisfaction as 

evident from the low proportions of the dissatisfied 

respondents who mentioned them. 

Table 9 shows the demographic characteristic of the 

dissatisfied respondents. ~ 

Table 9: Dissatj sfL._tion 

MARITAL 
STATUS SEX 

demograp!u "'"' 

ED AT 0 L EL 0 ES ONTIENTS 
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As shown in the table, the majority of the respondents 

in each .demographic category were dissatisfied with life 

assurance. It is only in the form four category of respondents 

where the majority, 66.7% of the form four respondents indicated 

that they were satisfied with life assurance. Since only 

three cases were observed and analysed the signifi-cance o·f ... 

this result can be ignored becau·se the number of cases was 

quite small. 

It can be concluded from the analysis that most respondents 

were dissatisfied with life assurance, that some of the 

reasons for respondent dissatisfaction like complaint n ainst 

agents sv.pported what is in the literature, while other findi.n 

like claim settlement contradicted the theory available in the 

literature. 
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Attitude and policy status 

The third and final section of this chapter as indicated 

earlier attempts to determine whether those with policies had 

positive/negative attitudes or whether those without policies 

had negative/positive attitudes. 

Table 10 shows the type of attitudes held by middle class 

respondents who had life assurance policies and those who did 

not have poli~ies. 

~able 10: Attitudes and life a~surnnce po 

ATTITUDES 

POSI'l'IVE 

NEUTRAL 

EGATIV, 

TOTAL 

0 

ESPONDE TS VIITH 
OLICIES 

(47 

. 23.4% 

2 •• 

HESPO DENTS 
l'ITHOUT OLICIES 

0 

(37 

21.6 

. . 
s .a 

, 0 



without policies held negative attitudes towa't'd life 

assurance. Only 21.6% held positive attitudes. The possible 

implications here were·two fold, one,.that policy status 

did not have any impact on the nature of attitudes held, and 

the other, that the type of attitude one holds has no 

relationships with his holding or not holding a policy. 

The theory of attitudes as reviewed in the literature 

shows that attitude is an important factor in purchase and 

one would expect that the majority of those with positive 

attituaes would be I:lolders of life assurance policies while 

the majority of those with negative attitude woul, d not b 

holders of life assurance policies. The findigns of thi 

study.howeve~show that the majority of the policv wlder and 

the majority of the non policy holders had neg tivc at itud s. 

This is qui t'3 different fro. v hat t 1e tl ory of itudes '"'how. 

0 
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The second point is that middle class people living 

in Nair'obi were generally dissatisfied with life assurance. 

The factors with which most dissatisfied respondents were 

dissatisfied were: inappropriate advise given at the time 

life a·ssurance policies are sold, dif.ficult nature of 

contracts, tricks used by agent~and the fact that agents do 

not understand the policies they se~l. Some factors like 

irrelevant nature of policies sold, life assarance being not 

geared toward meeting respondents religious aspirations or 

traditions, and negative word of mouth were not popular factors 

of dissatisfaction. It was also found that the· consumer 

demographics studied had no impact on sati faction/ is atiofaction 

with life assurance . 

Finally, policy status, that is, holding ·or no.1 holding 

of a life assurance policy v:as found to be irrelevant as far 

as the a·tti tudes held were concerned 
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CHAPTER V 

CONCLUSION 

Chapter . five, the conclusion swnrna.rizes and -discusses the 

findings of this study according to the questions that 'vvere 
I 

< 

raised in the objectives of the studY. Also covered in this 

chapter are the limitations of the study. The chapter 

·concludes by recommending areas for future research. 

Summarl and Divcussions 

One question was raised as the primary objective of 

this study, and four other questions as the secondary o jectives. 

The major question sought to determine he typ of t itudn whjch 

middle class people in airobl. hel 0 life 

The Secondary que. tions sou h 0 in th owin . . 
· whether id le cla 0 1 in d/ 

di .. sat1 fied ith c i 

l'vin n 

0 0 

n I 

c 



- 62 .. 

were under three sections. Section one determined the type 

of attitudes middle class people in Nairobi held toward 

life assurance; section two dealt with whether and why 
I middle class people in Nairobi were satisfi.ed/dissatisfie·d 

with·life assurance; while the third section related to 

attitudes and policy status (holding or non holding of a 

po~icy). 

' ,. 

. From the analyses carried out in the first section of 

chapter four, two conclusions can be ~·rived at. The first 

conclusion is that middle class people in Nairobi cncrally hel 
I 

~egative attitudes .toward life as urance. The majority, 

b0.7% of the respondents had negative attitude while 

only 22.6% of the ·respondents had positive attitudes. 

The second conclus~on is that . pond en t de 10 aphics like 

education,.net monthly income, ital t tu A 

. not have any relatio hi i • 

Th 1 c 0 t 

to 0 • 

0 
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:found that only 14. 31o of the respondents were satisfied with 

the way 'life assurance matters were handled \•Jhile the bulk 

or respond~nts, 85.7% of the respondents were dissatisfied. 

It was also found that the respondents demographics studied 

had no relationship with satisfaction/dissatisfaction o:t' 

respondents regarding life assurance. I 
! • 

Also covered in this section were reasons ror people's 

satisfaction/dissatisf·~ction with .Li!'e assurance. Out of the 

twelve respondents who indicated they were satisfied, the 

majority of them, 58.3% o:t· the satisfied respondent mention d 

appropriate advice and non complex nature o1' the ontract 

as the factors they were satisfied with. The other re son 

were mentioned by very few of the satisfie respondents. V/ha.t 

this point at. is the need to improve life ~~ur nc for even the 

satisfied respondents were not sa isfied ·i 11 a pects of 

life assurance . 

Seventy t o ou o 0 0 

I' 0 n 

a c 
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understand the policies they sell. 

The findings point to the need for taking corrective 

actions. The issues that need correction as shown by the 

analyses in section two of chapt8r four, basically lie with 

the . life assurance companies. Life assurance companies should 
I 

advise the potential assureds on the different types of 

policies available ~~d the benefits and dangers of each. The 

companies should ensure that they take into account the needs 

of the assureds while giving them advice on these policies. 

The difficult nature of contracts is another r a that 

needs attention. The assLrreds can be taught through 'the rna 

media as to what is entailed in a life assurance contract but 

where possible, simpler terms should be used. 

The · way agents o e ate m 0 er 0 .'i h. ch mo t 

di"'satisfi d re pond nt n 

indicat i the 0 0 

h . c 

y 

t 
.. 
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The final issue that was raised related to attitudes 

and policy status (holding or non-holding of a p6licy). It 

was found that the majority, 63.8% of the respondents with 

policies held negative attitudes. It was also found that 

the majority, 56.8% of the respondents without policies held 

negative attitudes. This implied that attitudes did not have 

any relationship to holding or not holding a policy. Since 

this finding contradicts what th~ theory of attitude states, 

it may be argued that Nairobi's middle class people appear 

to be unique and there. is need to determine factors that 

influence policy or non policy holding amon~ the middle clas~ 

people living in Nairobi. · 

Limitatio~s of the study 

The study · v:as con~tra.i11ed by t e follo ine;; fac 01 ..... : 

First, ~ix respondents refused o o-o in h 

and v.ere therefore i nore • T i. 0 84 

respondents. The li ·m 

ti is . tu 0 0 0 t 

om 



66 .. 

Secondly, the study covered only one socj_o-economic class, 

the mid~le class. The generalizations made from this study 

would therefore only apply to the middle class c:people. 

Thirdly, even though the number of middle class people living 

in Nairobi is quite large, because of financial and time 
I 

constraints, a ·small sample size of only 90 respondents was 

intended for the study and only a sample size of 84 was 
I 

finally realized. The generalizations which could be made 

±'rom this study was somewhat constrained b.>r this small sample. 

Suggestions for future research · 

I This study covers consw ers at i tudes to\ a.rd life 

assurance but does not tap what i ·e 

attitudes toWard the ~ervice he 

c~uld ther ~ore be e ou 0 

comp nic at i uae c 0 

r n · 0 llh n 

cor h 

0 

0 

ce an~e 

tudic"' 

0 OUl • 

0 0 - 0 



Likewise, the ' type of attitudes held did not have any . 

relations·hip to hold~rtg or non-holding of a policy. One 

could therefore carry on an indepth study to identify the 

factors related to the holding or non-holding of life 

assurance policies. 

The study revealed that respondent demographics were 

not related to attitudes. A study could be conducted to 

.examine whether demographics not studied and any other 
I 

factors have any relationships with the following: attitudes 

toward iife assurance, . satisfaction/di ..,atisfaction: with life 

assurancey and holdinr; or non·-holdinR" of life atJ oli y. 
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A Case Study of 1airo bi 1 s ·:iddle Class Co_ swners 

.. 
SECTION A: 

For each of the following statements check (~) tha box that describe your e o 

The ratings are: 

1~ Strongly agree, 2. Agree·3. Neither agree nor disagree, 4. Disa 

1. 

2. 

3. 

4. 

5. 

6. 

7. 

8-» 

Lire assurance service is good 

The way Life Assurance is Marketed is bad 

Life Assurance Policies are suitable for .my 

needs. 

Life A~''Jurance Policy terms are misleading 

Strongly 
Arrree 

1 

·o 
.o 
0 
C] 

Life Assurance companies do not disclose facts 

necessary before a contract is effected D 
Life Assurance is the best · form of saving D 
Life Assurance is the best way by which the 

dead can "Express"their love for their D 
dependants 

Life· Assurance should be made 90mpulsary D 

Aeree 

2 

r 
J 

I I 
1 l 
c-~ 

' 
I 

: I 

I 

ro 

1 

D 
( I 

l 
] 

I 

I 1 D 
D 
CJ 
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Strongly 
Afa'ee 

1 

9. Life Assurance premiums are exhobitant o · 
(expensive) 

lO.Insurance Companies ~sually try to avoid giving c===J 
compensation 

ll.The practice of g1v1ng policy holders benefits 
due to them only after several years have 
passed is bad~ 

12.Life assurance agents are well qualified in 
what they do. 

D 
D 

l3oLife assurance agents give accurate information ~ 
to the customers. 

Agree 

2 

D 
l 

I l 

3 

..__]_I ~ 

I 
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SECTION B: 

For each of the following questions please fill the blank 

or tick the box as appropriate. 

l• Do you hold a life assurance Policy? 

Yes No 

0 D 
2. If no, have you ever held a life assurance Policy? 

Yes No . 

D 0 
3. If you have a policy(policies), indicate its (their) 

brand name(s). 

4. Are you satisfied ·ri th t e . _ lif . ur c compani 

Iriour.ance a ants, and ok d n tcr · 

in Y. ya? 

0 

• 
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5. If you are r.ot satisfied with the way life assurance 

matters are handled which of the following reasons 

explain w~y. (if some of the reasons that explain why 

you are dissatisfied are not listed below, Please write 

them. In 't!he space for "others ••••••••••• " 

a. Life assurance companies do not advise buyers 

appropriately at the time of selling the policy 

b. Life assurance contracts are difficult to 

understand 

c. ~ife assqrance premiums are so high 

d. Life assurance is like a tax to the buyer 

e. I do not see any benefit in holding life 

assurance policies sold in Kenva 

f. Life assurance policies that are old are 

not relevant to my needs 

g. Life assurance is not geared to\ 

my religious aspirations 

h. Li:;'e as sur"' nee conflicts "it 

i. Lire assura.ce 

than one ·ou 

j . 

k • 

• 

0 

ds meet·n 

di ion 

ou t 

c 
c 
c 

[ 
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n. Life assurance agents invade peoples privacy 

Others 

6. If you are satisfied with the way life assurance 

matters are handled in Kenya which of the 

following reasons explain why • . If som~ of the 

reasons that explain why you are satisfied are not 

listed below, please write them in the space for 

"others --------------" 

. (c) Life assurance policy terms are not compl~,..x 

(d) Life as ttrance is roperl· cold 

(e)· Lff~ nee co.p nies ""C le the cl 

omptly 

( ~) Lif c 1. 0 

J 

0 
D 
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Others • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • 

• • • • • • • • • • • • • • • • • • • • • • • • • • • • • • 

• • • • • • • • • • • • • • • • • • • • • • • • • • • e • • 

SECTION G 

For each of the following questions please, complete the blank 

or tick the box as appropriate 

1. YoLIT sex is Male r:::J Female CJ 

2. You are Mq.rried ·o Single D 

3. How many children do you have? •••••••••••••••••••• 

4. Please indicate your level of education 

5. 

• 

University 
Level o .· 
K.J.S.E. 

D 
Indicat the 

B Jo · 
1 , 00 0 ,, 

Diploma 

Standard 
seven 

net in co 

Form Six Form Four 

I 
Other (name .1 t) 

• • • • • • • • • • • • • • • • • • 

ou i 0 

0 

0 

0 . . . . . . .. 



APPENDIX B 

1 2 

1 1 1 

2 0 -1 ' 

3 1 1 

4 1 1 

5 -1 -1 

6 -1 -1 

7 -1 ~·1 

8 1 -1 

9 1 1 

10 1 1 

11 1 1 

12 -1 -1 

13 
., lc# - ..!.. 

Total 0 -1 

• co re 
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SCORES FOR THE 13 QUESTIONS OF THE ATTITUDE 

MEAS1[R E~ECTION { SECT_ION A) OF' -THE 

QUESTIONNAIRE 

Respondents 

.3 4 5 6 7 8 9 10 

-1 1 1 0 2 2 1 1 1 
l 
I 

-1 2 1 -1 -1 1 1 \o 

1 1 1 0 1 1 0 2 

1 -2 . -1 1 1 0 1 -1 

t -2 -2 0 -2 -1 -2 -2 

-1 1 -1 1 0 2 -1 2 

-1 2 -2 0 -1 1 ' -2 1 

-1 0 -2 -1 -1 2 -1 -1 

1 -1 -2 1 -2 0 ':""2 -1 

1 1 -2 -1 -1 1 -1 · 1 . 

1 2 -2 -2 -1 -1 -2 :. 2 
. 

-1 -2 - 2 - . - 2 0 1 -1 

1 - 2 2 - - ? 1 - 1 

1 - 5 - 7 - -

J 
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Res 

11 12 13 14 12 16 1]__ 18 _19 20 ----

"1 0 0 1 1 -2 1 1 2 1 -2 

2 1 -2 . 0 0 0 -2 -1 -2 -1 1 

3 1 1 1 1 1 -1 -1 2 1 -2 

4 0 -1 1 0 0 -1 -1 . -2 -1 -1 

5 0 -1 1 ~1 -2 -1 -2 -2 -1 -1 

6 0 -1 -2 0 0 -2 -1 O' 1 -1 

CIJ 
t:: 
0 7 0 -2 0 -2 -2 -1 0 0 1 -1 
·r-i 
~ 

I 

CIJ 
I 1 

Q) 

8 -1 0 -2 -1 -1 -2 -2 0 ' 2 -2 
~ 
C1 

I 

9 -1 -1. 0 0 -2 -1 -1 
I -a; -1 

10 -1 0 0 0 -2 -2 -2 -2 1 -J 

11 -1 -2 1 0 -2 -1 -2 -2 -1 -2 

12 -1 -2 0 0 0 -1 -1 -2 A -2 1 

13 -1 -2 0 -1 1 1 2 2 2 -1 

- 1 - 3 
. 0 

ot 1 -4 - " 
co e 
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Respondents 
--------------~~~~~--------------~------------~ 

21 22 23 24 25 26 27 28 .29 30 

l -1 1 1 1 2 0 l 1 -2 l 

2 -1 0 -2 0 -2 o · -2 -1 -1 -1 

3 1 l 0 1 1 0 :1. 1 -2 -1 

\ 
4 1 1 -2 1 0 1 1 i. 0 -2 0 

5 1 0 -2 -2 -1 1 1 0 -1 -2 

6 1 -~ -2 -2 -1 0 0 1 -2 -2 

(/) 

t:1 
7 -1 -1 0 2 0 -1 1 0 -2 -1 

0 
·r-i 
~ 
(/) -2 -1 ..:.2 
Q) • 8 -1 -1 -2 -1 2 2 1 
::j 

9 1 1 -1 -2 1 1 11 0 -2 -2 

0 -2 -1 -2 1 
10 1 2 0 -1 -1 

11 1 -2 -2 · -2 -2 0 1' -2 -2 -2 

12 -1 0 2 0 -2 -1 2 

· 13 -1 0 -1 0 I') -? 

1 7 - 0 
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Resnondents --

31. 32 33 34 35 36 37 38 39 40 

1 0 1 1 1 1 1 2 2 1 ·o 
! 

2 1 -1 0 0 -2 -1 -2 -1 1 -2 

3 1 -1 1 · 1 -1 0 2 0 0 0 
c 

. 

4 1 -2 0 0 -1 -1 2 0 -2 ·-2 

5 1 -2 -1 -1 -1 -1 -2 O i -2 -2 

6 0 -1 -1 0 -1 1 2 1 -1 0 
I 

I I 

7 1 -1 1 0 -2 0 2 -1 1 -2 0 
I 

8 0 -2 0 0 -2 0 2 lit -1 -2 
~, 

9 -1 -1 -1 -1 -1 -1 -2 0 -2 -·2 

10 -1 -2 1 -1 -1 -1 -1 1 -2 -2 

11 1 "":'2 1 -1 -1 -1 2 -2 A -1 -2 

12 1 -2 -2 0 -1 -1 -1 0 -2 -::! 

.. 
13 1 -2 0 -1 -2 -1 0 0 _,., -2 

Total 6 - ts 0 -3 - - 4 -
<'.i o ·e 

' 
r 
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Respondents 

41 42 43 44 45 46 47 48 49. 50 

1 2 1 1 1 0 -1 -2 1 1 -1 

2 ' 2 -1 1 -2 -1 -1 -2 · 1 -1 1 

3 1 1 -1 0 -1 -1 0 :2 2 -2 
1 
• i 

4 1 -1 0 -2 -1 -1 -2 b 1 -1 

w 5. -1 1 -2 -2 -1 -2 -2 -1 -1 2 
c: 
0 
·ri 
~ 6 2 0 -1 -1 -1 -1 -2 0 -1 2 
m 
Q) 
::;j 
CY 7 1 -1 1 -1 0 -1 -2 '2 -1 1 

I 

8 1 . 1 -2 -2 -1 -2 -2 1 -1 1 

I 
9 -1 1 1 -1 -1 0 -2 -1 -1 1 

I 
10 -1 -1 0 -1 -1 -1 -2 f 0 2 

11 -2 -1 -2 -1 0 -2 -2 -) -1 -2 

12 2 0 -1 2 1 -1 2 

13 1 2 0 -. -l 

8 0 - 0 
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Respondents 
•. ·- ·-

51 52 53 54 55 56 57 5e 59 60 

1 0 1 ·0 0 1 2 2 2 -2 2 

2 -2 1 -1 0 -1 -2 -1 1 -2 2 

3 0 1 1 -2 1 0 -1 0 -2 2 

4 -2 1 1 -1 . -2 -2 -1 -1 -2 1 

5 -2 1 0. -1 -2 -1 0 -2 -1 0 

Cll 
6 t:: -2 -1 -1 -1. -2 -2 -1 -2 0 2 

0 
•.-I 
~ -1 -2 -1 -2 -2 -J. 
Cll 7 -1 -1 

-1 1 
Q) 

g 
~ -2 1 -2 0 1 0 -2 0 -2 0 

9 0 1 -1 -1 -1 -1 l 1 l 1 

10 -2 1 0 -2 -2 -1 -1 2 2 2 

11 -2 -1 -1 -1 0 -2 -1 0 ? -1 

12 -2 -1 -2 -1 -2 0 0 1 -2 -2 
. . 

13 -2 -1 -1 2 -1 -2 0 - - 2 

·-
rot 1 - 9 3 -8 - - - -7 - 0 

~) cor . 



0') 

t: 
0 ...... 

-4-) 

Ul 
Q) 

~ 
0' 

1 

2 

3 

4 

5 

6 

7 

8 

9 

10 

11 

12 

13 

Total 

Score 

61 

-2 

1 

0 

2 

-1 

-2 

0 

2 

0 

0 

-2 

1 

1 

0 

62 

-2 

-2 

-2 

. -2 

1 

1 

1 

2 

2 

2 

-2 
. 
2· 

·2 

2 

- . 8.0' -

Respondents 

63 64 65 

-1 2 1 

-1 0 1 

2 2 2 

-2 0 0 

-1 0 -1 

2 0 0 

2 -1 2 

1 -1 1 

1 -1 -1 

1 -1 1 

·2 -2 -1 

-2 - 2 -1 

-2 -2 -1 

4 

.. 

-

66 67 68 69 70 

1 0 0 0 1 
.. 

-1 0 -1 0 0 

-1 0 -1 0 1 
I 
' . 

-1- 1 2 1 0 

1 2 2 I 1 -1 
I 

1 1 -1 1 -1 
I 
I 

1 1 -1 
I , _1 I 1 

I I . 
2 -1 -1 

I 0 t - 2 
~ 

ft 

-2 -1 2 1-2 -1 

- 1 -1 . 2 II -2 1 
I 

0 -1 -2 -2 1 

0 -1 -1 
A 
-2 -2 

0 1 -1 -2 0 
I 

I 

0 - i-l - 0 0 . 

. 
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.. 

- Res}2ondents 

71 72 73 74 75 76 77 78 79 80 81 82 83 84 

1 1 -2 2 -2 2 1 2 1 . -2 -1 0 1 -2 0 

2 0 0 1 -1 -1 0 -1 0 2 1 0 1 0 0 ' 

3 1 2 0 -1 -1 1 -2 1 -2 1 0 1 0 0 

4 1 -2 -2 -1 -2 1 -1 _0 -2' 1 1 -2 1 1 

5 1 -2 -2 -2 -2 -2 2 0 1 1 2 -1 1 -1 

~~ 6 . 1 1 -1 -1· -1 0 1 0 2 2 1 2 -1 -1 

c: 
0 ..... 
~ 

7 l -1 . 1 -1 . -1 0 1 -1 l -2 -1 1 -1 -2 

(/) 
Q) 

I 

g .. 
8 -1 -1 0 -2 -2 0 1 -1 1 -2 -;1. 1 1 2 

t 

9 
., -2 -1 -2 -1 -1 -1 -2 -1 ·-2 .:...). -1 0 2 

-..I. 

10 -1 -1 1 2 -2 -1 0 -2 2 -2 -l -1 -1 -1 
'I 

ll -1 1 0 2 1 -1 0 1 -2 1 2 -1 0 -1 

12 -1 1' 2 1 1 -1 0 -2 1 -2 /P -1 0 -1 

13 ~1 1 -1 2 1 0 -1 -1 . -1 -2 0 0 1 -2 

Total 0 -5 0 -6 -3 l 2 0 0 -4 

Score 

OTE: I To 1 0 , u 0 1 v • 
z o , 'I 

n ' 
h n th 

• 



APPENDIX c 

INSlJRANCE STATISTlCS 

·Life Insurance 1975-1981 (asse~s ) ~ ·ooo 

';' 

• 

As at. 31st December 1975 1976 1977 1978 979 

Total Assets 52,444 58,693 68,833 79,5 5 2 , 9 

Source: Statistical Abstract 1984 Page 164 

Lii"e Insurance K£'000 

Investment Figures 1975 1976 1977 97 

Domestic Investment: 

Goverr~ent Securities- 6278 6909 9002 9 53 8 
C\J and Bills. co 

Local gover~~ent Securities 2011 1651 1652 

All Others 5807 7051 9801 . 10718 

External Investments~ .. 
Government Securities 390 300 230 140 22 

All other 30 290 

SOURCE: . STATISTICAL ABSTRACT 1~84 Page 164.· 
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APPENDIX D: 

Selected News CaEtions About Insurance: 

"Insurance firm told to inform clients 11 

Sunday Times 2nd November, 1986 Page 18. 

.. 

"Tough Insurance rules spelt out" Nation 15th November, 1986 

"Know the People who sell you that .Policy" 

Standard 27th November, 1986 Page 18 

"Why get Insured Anyway?" Standard 27th November, 1986 Page 13. 

"Life Insurance why you should ask around first" Standard 

27th November., 1986 Page 11. 

"Insurance firms 'underchan ed'" D:lily Nation lOth Febru y, 

.1987 Page 28. 

"Cost of Insurance to increased Nation 23rd February, 1987 

Page 11. 

"Insurance man re anded" olicy Hold r In ur nee N ws 

Volu e 102 o. 4: Augu t, 198 Pa e 10. 

00 0 v vy II h, 1987 

"In .. ·ch, 7 

e 3:->. 
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APPENDIX E 

PRN~Im1 CALCULATION 

Single Premium One Year term Assurance 

Assume that there are 100,000 healthy males at age 

35, who purchase a shs 1,000 single year term life insurance 

policy. 

The 1958 CSO reveals a death rate of 2.51 for each 

1,000 lives insured. Thus, if 100,000 lives are insured, 

these will be ·251 (100 x 2.51) death claim~,A shs , 1,000 

payment is required for each claim. Thus a tot 1 of h.251,000 

( hs 1,000 x 251 claima) will be paid by the in uro.nce 

companies. Since deaths are co~~ted at the end of th y r 

yet the premium are collecte at th beginnin~ of th yea·, 
. 

the sum to be co 1 ected hou_d be actually less than shs. 

251,000 since this urn ·ill eru inte·e • 

A r n 0 

I • Th 

v 
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will have to pay 243, 470 • 100,000 or shs. 2.43 as ..,.. 

premium for one year term insurance promise. 

On this a loading is placed to cater for overhead~poor 

risks/ and interest. 

If the company intended to work with overheads of 

100,000 and a profit of 50,000. Each individual will pay. 

15o;ooo + 100,000 = 1.5 shs. 

The Premium will be 2.43 + 1.5 

= 3.93 Per Per on. 
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