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Abstract

This research provides insights into the factors influen€irigfi/ penetration rate of the Malaysidnkafil
industry for the period 1982008. Its objective is to identify the factors that influetifmmarket penetration
from the perspective dfakaful participants. Data was collected through a survey and was athalgirey
SPSS software. Employed technigues was Cross Tabulation & Qaresgpsts. It was found that the factors
influencing Takaful penetration were age, gender, religion, marital status,agdocincome, awareness,
product varieties, and knowledge of staff and agent&akdfi/. The research findings suggest the need to
increase product varieties, training of staff and agents taneehtheir product knowledge, technical and
Shariah knowledge as well as to intensify the level of awareness.
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1. Introduction

The main approach for business and individuals to reduce thecitshdmpact of a risk is through
insurance. Insurance is therefore a form of risk managemiemrily used by firms or individuals to protect
their financial assets. Currently, there are two typeasofrance operating in Malaysia, the conventional and
Islamic insurance which is also known Agkafil. Malaysia established the fir§ukaful company as an
alternative to conventional insurance in 1985.

In essence, insurance is a promise by the insurer to compémsansured for specific potential future
losses as a result of certain identified risks, in exchéorgeeriodic payments in the form of premiums from
the insured to the insurer. It is designed to protect the falanegvell-being of an individual, company or
other entities in the event of losses arising from certaks.riT he Islamic version of insuranceTakaful is
based on the concept of social solidarity, cooperation andafmndemnification of less fortunate members.
It is an agreement among a group of people to jointly uniterthe loss or damage that may be inflicted
upon any of them as a result of the occurrence of certain fiddntisks, out of the fund they donate
collectively.

Takaful is an Arabic word stemming from the verb “kafald’ It is a system of Islamic insurance based on
the principle of mutual assistanc& (awur) and donationZabarru’) where risk is shared collectively by the
group of participants voluntarily. The entire group would assistncumbent in need, from the fund they
have created to indemnify his/her loss and or to provide hinwite financial help.7akaful is a legally
binding agreement between all the participants of the schepaytany of the members who suffer a loss as
specified in thelakaful certificate. Thelakaful scheme has been evolved from the teachings of Islam i.e. on
the basis of th@uaran and the Sunnah. Tuaran preaches:
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..... Help ye one another in righteousness and piety, but help ye not one amoteer and
rancour”. (TheQuaran 5:2)

The Prophet Muhammad (P.B.U.H) said:

To Amir ibn Sa'd ibn Abi Waqggas, The Holy Prophet (SAW) saidis better to leave your heirs
wealthy rather than poor and asking others for their need”. (Bukhari, 6352:5).

Thus it can be deduced from the above Quranic and Sunnah soutdbgrdds no material difference
between the practices of a conventional insurance to thogdekaful/, in a sense that both deal with
indemnification and compensation in the event of the occurm@ncertain identified losses. In this respect,
although bothrakafil and the insurance appear to have similar objectives, theiamprdifference is in the
type of contracts employed to execute the respective insuranfekdyi/ arrangement. A conventional
insurance contract is that of sale and purchase, which isrbilathilst aZakaful contract is that of tateru’
(donation) based on participation, donation and social solidaitich is unilateral. Majority of the Shariah
scholars believe that conventional insurance is unlawful due tovameint of RibaMaisir, and Gharar.
Thus, Takaful was introduced theedecades ago to satisfy the Muslims’ needs for both protection and
savings that is free from the three prohibited elements allaloiede.

This paper is organized as follows. Section 2 discusses the pressaasch that has been conducted to
date on the marketing of both insurance dhdaful. Section 3 describes the methodology and data
employed in this research. Section 4 discusses the findinds, iwkine final section provides the conclusion.

2. Literature Review

Measuring attitudes to risk is difficult. In the past, most iasoe studies have used the demand for life
and general insurance to conclude relationships between insutan@and or consumption and economic
variables namely demographic and social-cultural variables asi@yge, marital status, education, income
number of dependents, culture and religion (Zelizer, 1979; Br&nien, 1993; Beck & Webb, 2003).

Research on the relationship between education and demaifd fosdirance has also produced mixed
results. Several studies suggest that education may affect déonansurance (Burnett and Palmer, 1984;
Browne and Kim, 1993; Truett and Truett, 1990) while Szpiro ande@ille (1988) argue that the more
people are educated, the less risk averse they becomejingsttiat improving cognition enables a better
assessment of risk.

Another research on factors affecting the demand forriarance by Truett and Truett (1990) asserts
that age, educational levels, and income are factorsndaieg the demand for life insurance. Showers and
Shotick (1994) find that the size of the family and the nunadfezarners in the household are positively
related with expenditure on insurance premium.

Many researchers have scrutinized the relationship between irmrahemand for life insurance such
as Outreville (1996); Browne & Kim (1993); Truett and Truett (1990)nBtirand Palmer (1984) affirm that
income is significantly and positively related to the demamdrfeurance. As income increases, life and
general insurance become more affordable. In addition, tlibfaeéfe insurance increases with income as
it protects dependents against the loss of expected future imt@rte premature death of the wage earner.
However, these findings are not consistent with findings of Limd Blaberman (2005) as well as with
findings from a local study in Malaysia conducted by Wan Aril.g2009), which demonstrate that family
Takaful is insignificantly related to income. Mossin’s (1968) argument provides an explanation that people
who have little wealth, are less concerned about insuranbasis needs come first, where he relates the
demand for insurance with the wealth of a person. His findindigdted that demand for life insurance
varies inversely with the wealth of the individuals.

According to Zelizer (1979), religion appears to be a strong safrcailtural opposition to life
insurance. Many religious people believe that a dependence anslifrance comes as a result of disbelief in
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God's protecting care. Browne & Kim (1993) who investigate thectsffef Islam on life insurance
consumption find consumers in Islamic nations purchase lessdifieaince than those in non-Islamic nations.

Marketing strategies represent a significant aspect of insuraadeeting literature. Tjahono (2003)
found that Indonesian consumers have negative perception of nosurpartly due to the marketing
strategies employed and partly due to the intolerable expetieedad with insurance companies.

Simonson and Stephen (2000) assert that there are severaltgiffisuidentifying people's perceptions
towards deciding options as it relates to a number of cons@®aand potential perceptions from a
marketing point of view. Normally, people have differemderlying intentions when considering their
choices. As the underlying factors for buying behavior are quitdasito the concept of perception in the
process of choosing a product, consumer values can beinaiextcount in identifying people's perceptions
towardsTakaful. The above studies highlighted a multitude of factors which b#eets on the demand for
life insurance, such as income, culture and religion, markstirsdegies, education, creative products for
protection, as well as demographic characteristics such asdagmtion and awareness.

3. Data and Methodology

Structured questionnaire were used to collect data oor§&aatfluencing low market penetration of
Takaful. 800 sets of questionnaire were distributed to respondents from Thkégul operators. 772
guestionnaires were returned, out of which 663 were usable whieh giresponse rate of 83%.

Based on theory, this research hypothesizes that varyingdactionence demand fdfakaful products.
The factors that influence penetration ratd@faful industry can be explained by the independent variables
which are socio-demographic factors and other factors ganwme, awareness, services, product varieties,
marketing strategies and religion of participants.

Statistical Package for the Social Sciences (SPSS) wddars#ata analysis. The dependent variable in
this research is in the nature of binary data (Holding/not Holding a Takaful policy). Thus Cross Tabulation
(CT) and Chi-Square tests (C-S) are extremely useful toolsnalyzing survey data, where multiple
variables and their interrelationships ammmonly established dsund in this research. The C-S test was
used by Shuhrat and Sharof (2006), who affirm that thectmsd be used for significant associations
between variables because the responses are classified intnahamiegories. The joint frequency
distribution can be analyzed with the C-S tests to determihether the variables are statistically
independent or if they are associated with each other.

C-S addresses the issue of whether any relationship isattmple data is strong enough to justify
inferences about the larger population from which the sampléd®n drawn. The actual interpretation of C-
S computer output involves observing the significance probabilityequdt it is less than 0.05, the €-
value is significant at the conventional cut off point of b&b the association found in the sample data is
significant and would be regarded as evidence that theredssaxiation between the variables in question
and sample. The C-S tests become increasingly significant aarttimers deviate further from this expected
pattern.

The Pearson C-S is the most common test for significancbeofdiationship between categorical
variables. The Pearson’s C-S test is suitable for data where all observations are émdemt and the
categories are mutually exclusive and exhaustive

Fisher Exact Test is a non-parametric test often substitutethdo€-S test with small or sparsely
distributed data sets. Fisher’s is based on the hyper-geometric distribution and calculates the exact

* Boslaugh and Watters (2008), Statistics in a nut shell
http://books.google.com.my/books/about/Statistics _in_a_nutsindRid=ZnhgO65Pyl4C&redir_esc=y
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probability (p-value) of observing the distribution seen ialde, or a more extreme distribution: this is the
meaning of the “exact” in the title. Hence, it is not an asymptotic test.

4. Findings and Discussion

The following data show the relationship of participants holdinggfi/ policies with the identified
independent variables of the current research. CT and Gt§ daee employed to identify any form of
association between holding/not holding'@aful policy with independent variables in order to determine
the most influencing factors ifukaful market penetration.

The findings from Pearson Chi-Square (values) consideringlye < 0.05 reveal that many of the
independent variables have a significant relationship with the participants’ decision to participate in the
Takaful industry. Nine (9) variables from a total of twelve (12) indepehdariables show an association
between independent variables and the decision to participdtgdyi./. The significant variables are age,
gender, marital status, education, religion, incofaégaful awareness, product varieties and staff Bdaidifii/
agents’ knowledge. The summary of the finding is presented in Table 1.

Table 1 Participants’ Survey Findings

Variables Pearson  Chi- df (s) Asymp. Sig. (2- Fisher’s Fisher’s
Square(values) sided) Exact Sig. Exact
(2-sided) Sig.(1-
sided)
Age* 40.628 5 0.000
Gender* 8.386 1 0.004 0.004 0.002
Education* 12.733 4 0.013
Marital Status* 25.977 1 0.000 0.000 0.000
Religion* 3.859 1 0.049 0.054 0.033
Price 3.397 1 0.065 0.067 0.04
Income* 33.600 6 0.000
Awareness* 13.29G 3 0.004
Product Varieties* 34.289 1 0.000 0.000 0.000
Staff &  Agents 30.715 2 0.000
Knowledge*
Importance of 3.61F 4 0.461
Mudharabah Return
Service .185' 1 0.667 0.731 0.366

* Statistically significant at o = 0.05

Age is one of the significant factorslated to the dependent variable ‘holding Takaful policy’. Pearson
Chi-Square shows a value of 40.628 with 5 degrees of freedom ardisticstlly significant at p-value =
0.0003 which is significantly lower than o = 0.05. This finding is corroborated with Truett & Truett. (1990)
and Cameron et al. (1988) who conclude that age is a signifaztot affecting demand for life insurance.
Hence, Takaful operators need to give more consideration to certain agggrn order to increase the
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demand forTakaful products which will affect the market penetration positivégvertheless, Lin and
Grace (2006) assert that age has no effect in demand forslifiance.

Gender proves to be a significant variable, the Pearson Chi-Squdwe wof 8.386 with 1 degree of
freedom is 0.004 and is significant at o = 0.05. Furthermore, Fisher’s Exact Test which ranges from 0.002 to
0.004 is still significantly lower than o = 0.05. Hence, both tests show that there is a strong association
between gender and the decision to participat@akaiful. From Table 1, marital status is affirmed as a
significant factor as the value of Pearson is 25.997 with fedegf freedom reports a statistical p-value of
0.0003 which is significant at o = 0.05. Further, Fisher’s Exact Test of 0.001 is also significantly smaller than
a = 0.05. The above results show a strong association between marital status and participation in Takafu!
schemes. Gender and marital status show significant relationship with respondents’ decision to participate in
Takaful industry. These results are consistent with numerous mkearch findings (Hammond et al., 1967;
Mantis and Farmer, 1968), who found that gender and marital st@&sgnificant factors strongly affecting
both household and individual life insurance demand. Another stu@hbyand Kwok (2008) found that
feminine societies such as Sweden, South Korea and Uruguayageinttore insurance, as these societies
are very sensitive to the needs of their families and veapidtect them against the financial consequences
of a premature death.

Education shows the Pearson Chi-Square value of 12.733 with 4 degreedbdiin has a statistic of
0.013, which is significantly less than 0.05. This confirms thata&tibn plays a significant role in creating
awareness ofakaful among the respondents. In various studies, the relation between demasdrance
and various levels of education was examined. Some of thedessaré consistent with this particular
research finding which include Burnett and Palmer (1984); Br&vKanm (1993); Truett and Truett (1990).
These researchers indicate that there is a significantyeostationship between education and the demand
for insurance. In contrast, Esho et al. (2004) state thereimsignificant relationship between education and
the demand for insurance.

C-S analysis highlighttncome as one of the major determinants for life insurance; Réhrson Chi
Square value of 33.600ith 6 degrees of freedom has a statistic of 0.0008, which is isamtify less than
0.05. This confirms that income plays a significant role irdasingZakafiul market penetration. This
finding is consistent with Outreville (1996), Browne & Kim (1993), True Truett (1990) and Burnett &
Palmer (1984) who show that income is significantly and positiatited to the demand for insurance. As
income increases, life insurance as well as general insupanoenes more affordable. In addition, the need
for life insurance increases with income as it protects dependgainst the loss of expected future income
due to premature death of the wage earner. It is tymicadniclude that the higher the income of a country,
the higher the demand for life insurance/fantilykaful policies will be. Nonetheless, the research finding is
inconsistent with Lim and Haberman (2005) and Abdul Rahman éQf8) who conclude that there is a
negative insignificant relationship between demand foirigarance/familyl'akaful with income.

Statistical analysis dfakaful Awarenessconfirmed the significance of awareness showing the value of
Pearson Chi-Square 13.290 with 3 degrees of freedom recordindisticafavalue of 0.004 which is
significantly less than 0.05. Therefor&kaful awareness is a factor to be considered in order toasere
Takaful market penetration. This finding is consistent with Wan Arid.¢2809), Abdul Rahman (2009) and
Abdul Hamid and Othman (2009) who assert that campaigns sheufdabhned and organized to boost
information and knowledge about T## to the public.

Both Product Varieties and Staff & Takaful Agents’ knowledge show significant association with
respondents’ decision to participate in Takaful industry. Regarding statistical analysis of Product Vaggtie
Pearson C-S value of 34.289 with 1 degree of freedom andup-wdl 0.00002 is highly significant.
Furthermore, Fisher's Exact Test p-value of 0.0001 affirmediginéfisance of the relationship. Hence, it
can be deduced that the Product Varieties variableosgdyr linked with repondents’ decision in taking up
Takaful policy. Also Staff & Takaful Agents’ knowledge results shows Pearson Chi-Square of 30.7 f5with 2
degrees of freedom has p-value of 0.0008 which is lessotl=0.05 indicates that there is a significant
association betweefukaful participants and knowledge Bkaful staff and agents.
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This finding is consistent with Elango (2009) and Ahmad (2007), whoirfisuters, with varieties of
options in terms of products, seemed to outperform insurers ewitérflines in both up and down cycles.
The researcher asserts that there is a dire need to desayative products to meet clients and market
expectations, Ahmed (2007) adds further that one of the majoeicheadi in achievin@akaful growth is the
shortage of human resources that is extremely essenti@dkiffiu/ to facilitate its expansion in a more
cohesive manner. Thus, it is expected with more availalfitgroduct varieties, the more people would
participate inTakaful policies.

Religion appears to be one ofetkignificant factors in relation to respondents’ decision to participate
in Takaful. Pearson Chi-Square of value 3.859 with 1 degree of freegloonds a statistical value of 0.049.
This is marginally less than 0.05. This result is consistdt Zalizer (1979), Browne & Kim (1993) and
Henderson and Milhouse (1987) who argue that an individual's omligan provide insight into the
individual's behavior and that understanding religion is an itapbcomponent of understanding a nation's
unique culture.

The findings of this research show evidence of misunderstanding amesmgpndents on
Takaful operations whether the status 8karidh compliance or otherwise is a significant factor in
respondents’ desire to participate in Takaful. This is because there is the unsettling question of how
companies that provide both insurance anmkiifi:/ products manage to segregate investment funds. Abdul
Hamid and Othman (2009) reported a similar misconceptiondppnelents offakaful investment.

Other factors, which desnstrate insignificant relationship to respondents’ decision explicitly, were
service, price and the importanceMidharabah return.

Mudharabah return shows insignificant relation to participants’ decisions. Value of Pearson at 3.611
with 4 degrees of freedom is 0.461, which is much higher thaodimenonly accepted level (p-value is >
0.05); indicating that the null hypothesis cannot be rejettadn be deduced from the results that there is
no association betweeWudharabah return and respondents participatinglikaful policies. Thus finding
is inconsistent with Abdul Rahman et al. (2008) whgtkifu/ customers rated the benefitsMudharabah
return as the main determinant for demandadiafi/ products. Moreover, several practitioners assume that
Takaful products attract non-Muslim buyers because ofWnéharabah return or the surplus distributed to
policyholders with no submission of claims during the insured period

Services illustrate an insignificant relatiship with participants’ choice to participate in Takaful.
Pearson Chi-Square of 0.185 with 1 degree of freedom recorasisgicatl value of 0.667 which is much
higher than a = 0.05. Further authentication with Fisher's Exact Test indicates a statistical value ranging from
0.731 to 0.366. Thus, the reswhows insignificant relationship between services provided/ddyifi!/
operators and respondents’ decision to participate in Takaful policy. According to Zeithaml, Berry and
Parasuraman (1988) the fact that performance differs from envices provider to another, as well as
evaluation of services by customers tend to differ from one custonanother. Perhaps, in reality there is
no material difference between the level of services pro\agietie 7akaful operators in the market.

Clearly by looking at the statistical values of price it does negeal any significant relation to
respondents decision to have a Takaful policy, as indicated by the low value of Pearson Chi-&gtest of
3.397 with 1 degree of freedom and p-value of 0.065 which is highera = 0.05. This is perhaps due to
the fact that respondents take the compulsory motor policy aralitheo differential material with respect
to the pricing of motor policies among differefitkafu/ operators. This is not in concurrence with life
insurance and familyakaful where price according to various studies plays a vital rolderinsurance
demand. Browne & Kim (1993) find that an increase in the pofcsurance has a significant negative
relationship with the demand for life insurance. Another stoghlim and Haberman (2005) was also
consistent with the findings of Babbel (1985) and Browne & Kim 899 he price of insurance is

> Swiss Re sigma 5/2008 Insurance in the emerging markets: overview and prospects for Islamic insurance
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significantly and inversely related to the demand for life imsce as high insurance cost tends to discourage
the purchasing of life insurance.

From Table 1, based on findings by giving sufficient consideratiothe highlighted variables, the
number ofTakaful participants could be increased and this in turn ouglaiai to increase@lakaful market
penetration.

5. Conclusion

In this research, various variables have been examinedién @ find the factors influencingakafiil
market penetration with the dependent variable which is holhgblding alakaful policy. The method of
analysis employed is C-T and C-S tests. Results indicateddbagender, marital status, education, religion,
income, Takaful awareness, product varieties and staff @&mkliful agents’ knowledge show a significant
relationship with the decision to participatefinkasu/ plans or otherwise. While Product prices, services and
mudharabalketurn showed insignificant relationship to respondents’ decision, although various prior studies
indicated that the relationship between demand for life &amsie and insurance price and services rendered is
highly significant. Thus, to increadekaful/ market penetration, agents with high caliber are neededlhs we
as tools and knowledge to act more like financial plannersraa$timent advisers. Moreover, to improve
marketing strategies, more awareness of the advantaggsk@i:/ and better understanding @tkafil
products may increase the demand Takaful and these aspects will consequently improve Tineifii/
penetration rate among Malaysians in general.
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Appendix A: Participants Survey

Survey on “Factors Influencing the Market penetration of Takaful industry in Malaysia For the period
19852008

Dear Respondent,

The purpose of this study is to identify the factors that infiireg the market penetration B&kaful industry

as compared to the conventional insurance in Malaysia. Tleiarodsunder the expert guidance of:

Prof. Datuk Dr. Syed Othman Alhabshi

E-mail: soalhabshi@inceif.ord-el: +603-76514013

Prof. Dato' Dr. Kamaruddin Sharif
Email: kamaruddin@inceif.org -Tel: 4603 7651 4182

Please take 25-30 minutes of your time to fill up this survey igmestire.
Thank You for your cooperation.

Yours sincerely

Omaima El Tahir Babikir Mohamed (PhD candidate)

Email: omymakh@gmail.comTEL: +60163430273

INSTRUCTIONS
The success of this study depends on your responses to the followingregidstiope you will give honest
answers to ensure that the information provided truly retecteality.
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Section 1: Socio- demographic characteristics
Please tick (/) beside the suitable information on your backdrou

Age [ ]Below 20 [ 120-30
[ 131-40 [ 141-50
[ ]151-60 [ ] Above 60
Gender [ ]Male [ ]Female
Marital Status [ ]Single [ ]Married
Religion [ ] Muslim [ ] Non-Muslim
Level of Education
[ ] Pringaschool [ ]STPM
[ 1SPM [ ]Undergraduates [ okfgraduate
Monthly income
[ ]below RM 2,000 [ TRM 2,000- RM 4,000
[ 1RM 4,001- RM 6,000 [ 1RM 6,00RMS8, 000
[ ]RM 8,001- RM 10,000 [ TRM 10,00RM 12,000
[ 1RM 12,001 RM 15,000 [ ]Above RM 15,000
Position
Please Specify YOUT JOD ...ttt e e

Name (OPtioNal): .....ooviiriiiiiieiie e et er e sr e eenas
Contact (OPtioNal): .. .ottt et e
Address (Optional): ......o.iiiiii e e

Section 2: Respondent's awareness ®fkaful

1. Do you think there is a fundamental difference betwgefi/ and insurance?
[ ]Yes [ INo

2. How well do you understand the concepfakaful ?

Understand fairly Understand Do not
Understand very wel X
well a little understand at all
1 2 3 4

3. Which insurancélakaful company do you prefer? Please choose from the list below and ydickn@)
more than one company

[ ] Syarikafakaful Malaysia Berhad [STMB]

[ ]EtigaTakaful Berhad

[ 1Takaful \khlas Sdn. Bhd

[ ]Prudential BSNakaful Berhad

[ 1HSBC Amanafiakaful (Malaysia) Sdn Bhd

[ ]Hong Leong Tokio MarinEzkaful Berhad

[ ]1CIMB AvivaTakaful Berhad

[ 1 MAA Takaful Berhad

Other please SPECITY. ... ...

4. Could you please specify why you have chosen the mentioned mgMmpdou may choose more than
one)
[ ]Prices [ ]Products [ ]Markegi [ ] Services [ ]others
If other Please SPECIY ... .ouiinii i
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5. How important is the Mudharabah (profit sharing) in the concept Gukaful?

Important Relatlvely Neutral R(_alatlvely not Not Important
important important
1 2 3 4 5

6. Without Mudharabah (profit sharing) there is no difference between Takaful and conventional insurance.
Do you agree?

[ ]Yes [ TNo
7. With respect to your own careful judgment, please indicate theeefyour agreement with each
statement by choosing one of the five alternatives for eatdnstnt.

1. Strongly agree 2. Agree 3. Notsure 4.ddesa 5. Strongly disagree

Muslims believe that some risks exist for individuals andHersbciety as a whole
they would rather rely on Allah (swt) instead of gettinfukafiil policy

Takaful encourages mutual help and cooperation among policyholders for their
common good

Takaful does not aim towards obtaining advantages at the cost ofirdihaduals

The profit and/or surplus should be divided am@agafi/ operator and participantg
on pre-agreed ratio

Takaful propagates the concept of tabarru' (to donate, to contrinuteler to
permit the element of uncertainty (Gharar) in the Takaful contract

Section 3: Insurancelakaful Customers

1. Do you hold any insuranc&tkaful policy?
[ ]Yes [ 1No
If Yes, please specify whether it is from an Insurance Glkaful company?

TENO, WHY? oottt sttt st e s s es s
2. Please indicate the type of insurariegtiful that you currently have, you may tick more than one.
[ ] General [ ]Life [ ]Family

If general, why not family please clarify .....................

3. Do you think that the Islamic financial system can hawapects and investment instruments that can
satisfy the increasing needs in the Malaysian market?

[ ]Yes [ 1No
4. Do you prefer a company that provides oftfarul/ products (Full-fledged) or that has mixed insurance
as well asTakaful?

[ ]Full-fledged [ ]Mixed

5. Could you please state how long you have been insured.

[ JLessthanayear [ ]1-10years] 11-20years [ ]21-30years [ ]31and above

6. Could you please rank from 1-5 (1 being the highest) the mosttam factors that you would consider
when you want to choose an insurafiagdfu/ company
[ ]Products [ ]Claims [ ]Services [ ]Prices [ ]Mudharabah Profits, if any.............
7. Name a company dealing either in the Insuranc&dfu/ industry that you see is performing very well
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Name Of the COMPANY.......eeiiiiieii et ermmee e e ennne e
YOUP JUSTIFICATION. ... eeieeiiiitie it s et e ettt et e e e e s e e e e e s s e eeas

Section 4: Income
1. At what age did you buy/own the first insurarfegfafi./ policy?
[ ]Below 20 [ 120-40 [ 141-60 [ ]above 60
2. How much do you spend monthly on insurafiekifi:/ coverage?
[ IRM100andbelow [ JRM 200 [ ]RM300][RM400 [ ]RM 500 and above

Section 5: Product
1. Do you feel that your currerffakaful operator you are dealing with meet your particular needs an
circumstances?

[ ]Yes [ INo
2. Are you aware of the insuran@ekaful products which are in the market?
[ ]Yes [ 1No

3. Before renewing your insuran@ekaful each year, do you seek other products available in the niarket
term of prices, good services, Mudharabah profit?
[ ]Yes [ 1No

Section 6: Service
1. Do you receive regular information on your products from tlserancefakafil company?
[ ]Yes [ ]No
2. Does the insurancBtkafil company update you via mail or email about their new products?

[ ]Yes [ 1No
3. Do you receive your renewal documents and /endorsement documéintelgrbasis?
[ ]Yes [ 1No
4. Do you plan to continue renewing your insuraffagdfi:/ coverage with the current company?
[ ]Yes [ 1No
5. How would you rate the service you receive concerning renewalrars®
[ ] Excellent [ Jgood [ ]Neutral [ ]not bad [ pbor
6. Are your calls or email return promptly (quickly replied)?
[ ]Yes [ INo [ ]notsure
7. Have you had a claim during your insured period?
[ ]Yes [ 1No
8. If your answer yes in (No. 7), does the company handle your cidfimiently and fairly?
[ ]Yes [ 1No

9. Was the staff handling your renewal enquires or claims seffiigi knowledgeable?
[ ]Yes [ INo [ ]notsure

Shouldyou have any suggestions to better services in your mind please state..........

Your cooperation and time is highly appreciated
Thank you
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