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The Customer Orientation and Sales Orientations of
Insurance Planners Seller Influence Tactics (SITs),
Relationship Quality and Impact on Sales Performance*

Kangwook Kim**, Ho-Taek Yi***

ABSTRACT

Purpose: This study investigates the impact of insurance agents' customer orientation and sales orientation on
seven sales influence strategies, as well as the effect of these strategies on relationship quality and performance.
Sales influence strategies are categorized into rational influence strategies (information provision, proposal
persuasion), emotional influence strategies (ingratiation, emotional stimulation), and coercive influence
strategies (promises, threats, personal appeals). Performance is divided into sales performance and incomplete

sales performance.

Research design, data, and methodology: This study modified the measurement items used in previous studies
for all variables used in this study, and all measured items were measured using a 5-point Likert scale. The data
collection method was an offline survey conducted on insurance planners working in Daegu Metropolitan City
and Gyeongsangbuk-do. A total of 400 questionnaires were distributed, and 237 of them were collected and used

for empirical analysis. In addition, the structural equation model was analyzed using SPSS and AMOS programs.

Results: Customer orientation positively influenced rational influence strategies (information provision,
proposal persuasion), while sales orientation positively influenced emotional influence strategies (emotional
stimulation, ingratiation). Rational influence strategies had a positive effect on relationship quality, and among
emotional influence strategies, ingratiation positively affected relationship quality, but emotional stimulation did
not have a statistically significant effect. Among coercive influence strategies, promises and personal appeals did
not affect relationship quality, while threats had a negative effect. Lastly, relationship quality positively

influenced sales performance and negatively influenced incomplete sales performance.

* This study is a revised and summarized version of the 1% author’s doctoral dissertation.
** Team Leader, DGIST Present Office, First Author
**% Association Professor of Marketing, Department of Business Administration, Keimyung University, Corresponding Author



SE A ARS] DRI T BORX| B0 TrOf QBT T}

o

i

Aol & 1|1 Y Muto okl &g | 107

Conclusions: This study suggests the following academic and practical implications. First, as an academic
implication, it studies sales orientation, which has been relatively under-researched, and it clarified the influence
relationship with customer relationships by utilizing all components of sales influence tactics. The following are
practical implications. It is suggested to use sales influence tactics differently according to the tendencies of
insurance planners. Accordingly, companies can produce positive results in customer performance and sales

performance by providing different education according to tendencies.

Keywords: Insurance Agents, SOCO, SITs, Relationship Quality, Mis-Selling



