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Abstract

Under the background of increasingly fierce competition in the insurance industry and the
arrival of the customer economy era, the pursuit of maximum customer satisfaction is a practical
problem and transformation process that every insurance company must face. In this process, it is
very important to establish a scientific and reasonable customer service evaluation system for
insurance companies. Establishing and improving the customer service evaluation system for
insurance companies is not only an objective need to practice the core values of the
insurance industry and safeguard the rights and interests of insurance consumers, but also an
insurance policy. It is an important way for the company to enhance the core competitiveness of
enterprises, and at the same time to establish and improve the customer service evaluation system
of insurance companies is also an important measure for my country's insurance companies to
follow the development trend of the international insurance industry. As a comprehensive
insurance company whose main business is the sales of vehicle insurance, P Insurance Company
has been significantly lower than its competitors in both the renewal rate of old customers and the
increase rate of new customers in recent years, and there is a decline in customer satisfaction and
loyalty. Phenomenon. How to establish an evaluation system that is simple to operate and can
more objectively reflect customer satisfaction and loyalty to evaluate the company's customer
experience, and then provide a basis for the company to improve service quality has become an
urgent problem for the management of P Insurance Company to solve.

This paper takes P insurance company as the object, studies the construction of the
company's NPS customer evaluation system, and puts forward suggestions for improving the
company's customer service based on NPS orientation. This study follows the ideas of problem
discovery, problem analysis and problem solving, and uses methods such as literature analysis,
questionnaire survey, interview and field observation to carry out research. In the part of finding
problems, it mainly analyzes and summarizes the current situation of P insurance company's
customer service and the pain points of customer service experience; in the part of analyzing
problems, it mainly analyzes the necessity of establishing an NPS customer evaluation system for
P insurance company. The principles and specific construction process that should be followed in

the system construction were analyzed, and the customers of P insurance company were



investigated through questionnaires, and the NPS evaluation system was used to evaluate the
customer feedback, and obtained the NPS situation of P insurance company. Combined with the
customer service pain points of P company and the NPS customer service evaluation system, it
puts forward specific measures to improve the customer service quality of P insurance company
and improve the company's NPS.

The conclusion of the study is that it is feasible and necessary for P insurance company to
build a customer service evaluation system based on NPS, which will help to substantially
improve the company's customer satisfaction and loyalty, and promote the improvement of the
company's customer service quality and efficiency. . At the same time, by using the NPS
evaluation system, the evaluation of P Insurance Company's customer satisfaction and loyalty
reflects that there is still a lot of room for improvement in the company's customer service. Client

Net Promoter Score (NPS)

Key words: P insurance company, customer service, customer Net Promoter Score (NPS),

evaluation system construction
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