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(Figure 1) Research Model

Experience in the Insurance
Product Selection Phase

* Difficulty in Information Search

* Challenges in the Relationship
with Insurance Agents

* Insurance Product-related
Difficulty

Experience in the Insurance

Trust in Insurance
Product management Phase

* Trust in Insurance Companies

* Satisfaction with Insurance * Trust in Insurance Company
Management Employees and Agents

=3 | Trust in Insurance Products

Experience in the Insurance
Product Utilization Phase

* Insurance Claim Experience and
Satisfaction

* Insurance Policy Surrender
Experience and Satisfaction

* Insurance-related Complaint
Resolution Experience and
Satisfaction

Socio-demographic Characteristics

* Gender, age, residential area,
education level, occupation,
marital status, housing type,
family size, income level
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(Table 1) Definition of Variables

Variable

Trust in Insurance

(3~12)

trustworthiness of insurance company + trustworthiness
of insurance company employees and agents + and
trustworthiness regarding insurance products

calculate trustworthiness regarding insurance products
by average the answers for trustworthiness of
protection-type insurance and savings-type insurance

Experien

ce

in the Insurance Product Selection Phase

Difficulty in
Information Search
(binary)

2 questions

after calculating the average of the 2 items,
categorizing into a group that experienced difficulties
and a group that did not experience difficulties

Challenges in the
Relationship with
Insurance Agents

2 questions
after calculating the average of the 2 items,
categorizing into a group that experienced difficulties

(binary) and a group that did not experience difficulties
Insurance * 3 questions
Product-related e after calculating the average of the 3 items,categorizing
Difficulty into a group that experienced difficulties and a group
(binary) that did not experience difficulties
Experience in the Insurance Product Management Phase

Satisfaction with

2 questions
continued maintenance service availability and the

Insurance usefulness of the service
Management * after calculating the average of the 2 items,
(binary) categorizing into a group that satisfied with the service
and a group that did not satisfied with the service
Experience in the Insurance Product Utilization Phase

Insurance Claim
Experience
Satisfaction

(binary)

4 questions

In case of having insurance claim experience,
satisfaction is measured using a 4-point scale

after calculating the average of the 4 items, categorizing
into groups of No Experience with Insurance Claim /
Dissatisfaction / Satisfaction

Insurance Policy
Surrender
Experience
Satisfaction
(binary)

4 questions

In case of having insurance policy surrender,
satisfaction is measured using a 4-point scale

after calculating the average of the 4 items, categorizing
into groups of No Experience with Insurance Policy
Surrender / Dissatisfaction / Satisfaction

Insurance-related
Complaint Resolution
Experience
(binary)

categorizing into groups of No Experience with
Dispute or Expressing Complaints/ Resolved without
Difficulties / Experiencing Difficulties to Resolve
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(Table 2) Summary Statistics

Variable Frequency Ratio (%)

female 821 49.5
Gender
male 837 50.5
20s 261 15.7
Age 30s 327 19.7
40s 383 23.1
50s 391 23.6
60s and above 296 17.9
Metropolitan area 838 50.5
Residential Area small and medium-sized cities 716 43.2
rural area 104 6.3
high school graduate or below 297 0.2
Education college or vocational school graduate 272 16.4
Bachelor's degree 896 54.0
Master’s degree or above 193 11.6
fully employed 851 51.3
partially employed 99 6.0
Employment Status
sTnaH scale self‘—employed/ 136 82
agricultural and fishery worker
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business owner 74 4.5

unemployed (including housewife) 498 30.0

married 1083 65.3

Martial Status single 467 8.2
other 108 6.5

own house 1068 64.4

Housing Type rental 328 19.8
other 262 0.2

less than 2 144 8.7

3 196 11.8

' 4 310 18.7

:
6 395 238

7 198 11.9

more than 8 84 5.1

Total 1,658 100.0
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(Table 3) Trust in Insurance

mean median min max
Trust in Insurance Companies 2.34 2.00 1.00 4.00
Trust in Insurance Company Employees and Agents 2.16 2.00 1.00 4.00
Trust in Insurance Products 2.87 3.00 1.00 4.00
Trust in Insurance 7.37 7.50 3.00 12.00

TherC 2 (Table )= EHLBR e AARIG WA HAAE Ad=dAolA 2] of
Hee AU A=E AuEy, AR oflee AET HdaniRe] BlE2
71.77%, 2AXRR] BAPRIAY] offiEs =71 BHABA] HIF2 32.63%, EESF
< oflsl7] ofFHHaL SHT BanRe] vl 71.29%=2 HADAKRLS] TAol
A ofHEE 21 AHR] HIS2 Adid oz W2 b, R0 AJEolsfof o
T A2 2B HIF2 2 A= e

HAGE HEDA0IM 9] A2 Ak & At HsAta e X[E2Q1 By
&5 WSkEA], AGHos w2 AR F8tal AsieAlz S5,
SHEA] 30.3%%t0] HAR|Au| o) WiEshs A 0= WERhth B/ ol-&dAl
A9] B HAFgT 789, Bt B, 29 ¥ EXtolu 3 FAE 5310
AT HESITE BT Bol e aFlRke BV £B[A] 50.83%% =T, ° &
78.33%= A7 Il sl ihE3t Ao 2 UeRgth ShH HsHef o] kLl &
S AHIRHEA7IY £:H]AH2] 19.66%) F 63.19%7F Hsef Agol Bt 2 o= et
Wt 29 w1 Ettoly wsf ) ojo] it v=S=E duEE 3ER 9.71%7F
He 9 ERtoly 03 o] AHal SHoI¥ET, ©] 5 86.96%< =Rtely wsf &
A Al o1& s ol tal SHoHAH.
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(Table 4) Consumer Experience

Variable | | Frequency | Ratio (%)
Experience in the Insurance Product Selection Phase
Difficulty in Information not difficult 468 28.23
Search difficult 1,190 71.77
Challenges in the Relationship not difficult 1,117 67.37
with Insurance Agents difficult 541 32.63
Insurance Product-related not difficult 476 28.71
Difficulty difficult 1,182 71.29
Experience in the Insurance Product management Phase
Satisfaction with Insurance not satisfied 1,156 69.7
Management satisfied 502 30.3
Experience in the Insurance Product Utilization Phase
. Claim ) no Experience 666 40.17
nsuranc;atis?;rgioip erience not satisfied 215 | 12.97 (21.67)
satisfied 777 | 46.86 (78.33)
. Policy § d no Experience 1,332 80.34
nsurance FOLCY surrender not satisfied 120 7.24 (36.81)
Experience Satisfaction
satisfied 206 | 12.42 (63.19)
. lated Complai no Experience 1,497 90.29
nsurance-related Lomplaint difficult to resolve 140 8.44 (86.96)
Resolution Experience

not difficult to resolve 21 1.27 (13.04)
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A ARRIRIFeHA Het oA HAnR B Mg et Sl golnt. WA 1Y (1)
o FaTE HAuEH ARRIFeH B4 & A7, 1S £F, 9 AF, &5 0
HAZ o] SAZ R Fon|t FF2 vRl= A= et

HEAHR Y W4 Y WeR X9 29 (2)9] A4S 29 (1) ¥Is) R gho]
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(Table 5) OLS Estimation Result

Dependent Variable: Trust in Insurance

Variable (1) (2)
Gender -0.139 -0.086
(Male = 1) (0.09) (0.08)
20s -0.896™** -0.981%**
0.19 (0.19)
-0.721%** -0.806™**
e 30s 0.15) (0.15)
8 406 -0.460"™* -0.476"™
(0.13) (0.13)
50s -0.097 -0.132
0.13) 0.12)
, -0.386** -0.342*
Master's Degree or above ©.15) ©0.15)
. , -0.258™* -0.187*
Education Bachelor's Degree ©.12) ©.11)
. 0.059 0.054
College/Vocational School Graduate 0.14) ©0.13)
-0.09 -0.125
Fully Employed ©.1) ©.1)
Employment _ ~0.188 ~0.219
Srarus Partially Employed 0.18) 0.17)
Small Scale Self-Employed/ 0.142 0.065
Agricultural and Fishery Worker 0.15) 0.14)
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Business Owner “0.151 -0.147
0.22) (0.23)
Single 0.220* 0.231*
, (0.13) 0.13)
Marital Status e 0.047 011
0.17) 0.17)
-0.107 -0.075
Met litan A
Residential ctropoiitan Ared ©.17) (0.16)
A _ _
rea Small and Medium-Sized Cities (83)9 (81;)1
-0.093 -0.043
Housing Type renl 0.1 0.1
using Lyp Oher -0.02 0.026
(0.12) (0.11)
. 0.056 0.061*
Number of Family Members 0.04) 0.04)
Income Level 0-110™ 0.089™
(0.03) (0.03)
(s . . - -0.186*
Difficulty in Information Search ©.10)
Selection | Challenges in the Relationship with - -0.134
Phase Insurance Agents (0.09)
1 Product-related Difficult - ~0.134
nsurance Product-related Difficulty ©.10)
Management Satisfaction with Insurance - 0.625%**
Phase Management (0.08)
Insurance Claim Experience - 0.450™*
Satisfaction (0.09)
Insurance Claim Experience - 0.121
Dissatisfaction 0.12)
Insurance Policy Surrender - 0.306™*
P .rpdu.ct Experience Satisfaction 0.12)
Utilization - -
Phase Insurance Policy Surrender - -0.316
Experience Dissatisfaction 0.16)
[nsurance-related Complaint Handling - -0.327
Experience Satisfaction (0.34)
Insurance-related Complaint Handling - -0.174
Experience Dissatisfaction 0.15)
Constant 7.425m 7.3207
(0.26) 0.28)
Number of Observation 1,658 1,658
R2 0.059 0.126
F-Statistics 5.20%** 8.24™*

Notes: 1) Robust standard errors in parentheses
2) *** p{0.01, ** p<0.05, * p(0.1
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Abstract

This study analyzed the effect of insurance consumers’ experiences on trust
in insurance using an insurance policyholder survey. The results showed that
in the selection phase, difficulties in information search harmed trust in
insurance, while challenges in the relationship with insurance agents or
product bears no significance on trust in insurance. Satisfaction with
insurance management services was associated with a higher trust in
insurance, and regarding the utilization phase, contentment in insurance
claims positively influenced trust in insurance. Also, satisfaction and
dissatisfaction during the insurance surrender process affected trust in
insurance.

These findings suggest that insurers should enhance information search and
provide better management services to improve trust in insurance. Also, it is
crucial to focus on positive experiences during the claims and surrender

processes and to reduce negative experiences during the surrender process.

X Key words: Insurance Consumer, Consumer Experience, Trust in

Insurance



