REAFARF R E RS PO E AL T
FALim

Master Program in Management Sciences
Department of Business Administration

College of Management

Nanhua University

Master Thesis

PRIFTC R IBZhE* W2 £ IR 2 F 2 BT Y
The Research on the Service Flower Theory Implications for

Insurance Companies in Taiwan

R 38 S

Hsiang-Chu Chen

;fp L olam 4
Advisor: Wei-Shang Fan, Ph.D.

¢ oEa R 111 & 12 ¥
December 2022



ria é k 7
/Gé&:é‘%f b X

FRAS1E A S 3 8 A 0 T AR AR R AL AR
The Research on the Service Flower Theory Implications for Insurance
Companies in Taiwan

&R e 845 L3R A

oR%EE %\\ﬁ\ﬁg

s 10

%X E) | _

oXBH: PERR 111 F 12 A 30 8



EERE T HERSRR
FRERERS RN e 3T 0 m

RER 2, DA RE I B AT AL
| megmeem: R enen 2] B, maven
B BT EIERBSTIE, AR BRI YR

2. ERSE: X85 BEBIREsR TR :
oty A TR 22 3 A HRAAD s S
QBHEHET ] 4 %\%%i 5 R KK 2 {@?@T %

Az Y resmmEincsEEe T EEN g
THEEERAAE, FAYKE, TEEAREL B R
G, BNAETERBENERBEUB, &

s i rh 3 A, s,
% I % AR PG s e
tisgts. 7/ ‘”% W\

PEREI F£'2 226 (




3 EXFFEFRE AP RPEHRLA
MEERFIEPHFIHHFL

WP R AERE T R G IR FABE T

Fr4 B R Flee #L
PR

|
I}

1T 5 & "% PRI E 432 5 cnig 2 Fe CHPRIFS Y 0 S PRIEA R %R
EFRIFG - FREFROFLEF VR LRI L S
EEHEE AL AU F GRS B0 B AR R PR T E P
O E A B R B EGER 2 R T R 3y RS A

%fﬁﬁ?%imﬁﬁﬁgi’ﬁ@@ﬂ»m%ogﬁixgaﬂgﬁﬁ

=

RBET RS EH L 2 L W E B RiEg £k
FRREE B A AR A DR erE BT e SO R
2

S WAL S A R AP o JRIFTC R IERE Y ARG IRIAA B A

She

[ S s RN N E ] lﬁ’?‘rmwﬁﬁ*ﬁl{z& o g X 2 £
-~ EGERR A BAFHER A AT oMA Y £ A
0
-

TR B £ B

ﬁﬁ EH A EGREWR R LR A AIF DL 5 TR E
L

SR EEF LT XN

Mk RIBEA -RBEF 3% %



Abstract

The core research of this thesis is, standing in the shoes of consumers,
focusing on the analysis of how the life insurance industry can combine with
the Flower of Service to create more service value. The innovation of marketing
channels of the life insurance industry will benefit the industry from enhancing
the lasting competitiveness. While dealing with the diversification and
internetization of competing trends of the business channels, insurance
companies would not only have to understand clients needs and provide
personalized and customized services, through increasing the quality of service
to maintain satisfaction and loyalty of their clients; but also interact with clients
to build trust and capitalize customer value. Hence, the life insurance industry
can only seize a preemptive opportunity through establishing benign
relationships with clients and well acknowledging their opinions and situations.
Developing a new service product is as important as resolving clients
complaints and problems. Plus, only through possessing clients critical
information can the life insurance companies maintain the bridge of

relationships and earn recognition and good word-of-mouth from clients.

Keywords: flower of service, service quality, life insurance
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Ranking Country Total Life Non-Life
1 Bl 2 #f & Cayman Islands 21.0 1.6 19.4
2 ## lHong Kong 19.6 17.3 2.3

| 3 &M Taiwan 14.8 11.6 3.2
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5 #B3 U.S. 11.7 2.6 9.1
6 F+4~ Denmark 11.4 8.5 2.9
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15 #e 4 A Canada 8.1 3.3 4.8
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20 ;8 F9 Macao 7.0 6.4 0.6

1 5 World 7.0 3.0 3.9
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Insurance Density (USD £ 7t)
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Ranking Country Total Life Non-Life
1 M g2 % Cayman [slands 19,177 1,498 17,680
2 % # Hong Kong 9.556 8,433 1,123
3 28 U.S. 8,193 1,837 6,356
4 #+4 Denmark 7,746 5,803 1,944
5 JPY Macao 6.892 6,329 563
6 #7hodk Singapore 6,742 5,414 1,327
7 |34+ Switzerland 6,610 2,866 3,744
8 |Z@MH lreland 6,063 4,183 1,881
9 3 Finland 5,600 4,571 1,029
10 |&E &% Luxembourg 5,585 3,267 2,318
11 |47 Netherlands 5,301 805 4,497
12 #E U K. 5,273 4,234 1,039
[ 13 |&# Taiwan 4,804 3,772 1,032 |
14 |z #: Sweden 4,597 3,478 1,119
15 M & Norway 4,406 2,852 1.554
16  [#a% K Canada 4,217 1,697 2,520
17 ;B France 4,140 2,654 1.486
18 %35 South Korea 3,735 1,971 1,764
19 |45 B Germany 3313 1,321 1,992
20 |#AA Iltaly 3,253 2,467 785
5+ World 874 382 492
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I RN SA Unit: USS Million
o Y A s it Towl MAE®E  Non-Life Insurance AR % Life Insurance
Cuminint Country x:.:n |=u111:.:.:.lx.tm s:.:‘ ‘ R::lams l'n‘!‘:n:n‘:n:lmc s:.:‘ t. u:::ng I'm:n:m‘:n:um \lix:‘
3t & M North America |4 ® US. | 2,718,699 39.63 | 2,109,057 54.60 1 609,642 20.34
& ¥ Asia + ® PR China 2 696,128 10.15 2 330,672 8.56 2 365,456 12,19
= Asia A 4 Japan k) 403,592 5.88 6 107,741 2719 3 295,850 9.87
&k Europe AH UK 4 399,142 582 4 114,858 297 4 284,284 948
ot M Europe ik H France 5 296,380 432 5 110,935 287 5 185,445 6.19
2 M Europe # W Germany 6 275,119 4.02 3 165818 429 7 109,961 3.67
%M Asia #1# South Korea 7 193,008 2381 8 91,142 236 8 101,866 340
% i Europe KA H Maly 8 192,481 2381 1 46,480 120 6 146,001 487
4t & # North America # ¥ X Canada 9 161,289 235 7 96,372 249 11 64917 217
2 M Asia R India 10 126,974 1.85 14 30:’% 0.78 9 96,679 3.23
|2 Asia & Taiwan 11 13423] 165 17 24,364 063 10 §9,059 297
% Europe # B Netherlands 12 92,986 1.36 9 78,872 204 29 14,114 047
e # Europe %3 F Spain 13 73,571 1.07 12 45,547 1.18 20 28,024 093
A ¥ Oceania A M Australia 14 72.576 1.06 10 56,540 146 24 16,036 0353
&M Asia # & Hong Kong 15 72,227 1.05 37 8,490 0.22 12 63,738 213
& M Europe LA W Ireland 16 64,696 0.94 34 9437 0.24 13 55,259 1.84
# % M South America | & & Brazil 17 62,082 0.90 15 27855 0.72 17 34,227 1.14
&4 Europe %+ Switzertand 18 57,793 0.84 13 32,737 0.85 2 25,057 0.84
9} ¥ Africa # 3¢ South Africa 19 51,215 0.75 35 9.260 0.24 14 41,955 1.40
2 i# Europe K &% Luxembourg 20 48,287 0.70 2 15516 0.40 19 32,7170 1.09
ERAR e 6,860,598 | 100.00 3863029 100,00 2997569 10000

WAL R 6 A" Swiss Re, Sigma No. 42022"
L AL MERROEERRAFT R

Source: Quoted and translated from “Swiss Re, Sigma No. 420227
Note: |.Property insurance includes health and accident insurance
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109 142,271 726,396 ~ 19.59%
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