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The Effect of Experiential Marketing on Customer Satisfaction
and Customer Loyalty : The Case of Service Centers in Life
Insurance Company
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Abstract

"Experiential marketing" has obviously become the market mainstream. This paper
investigated the experiences of clients at the service centers, in order to discuss the
influences of marketing experience on customer satisfaction and loyalty. Regression
analysis was conducted on the basis of the survey questionnaires collected from 502
customers. Results shows that experience marketing has a significant positive relation
between the customer satisfaction and customer loyalty, explain positive emotions and
feelings and enhance brand image, effectively improve customer satisfaction and loyalty. In
addition, customer satisfaction has a significant positive relation with the customer loyalty,
explain that the more satisfied the policyholders are with the customer service staff, the
higher their customer loyalty. The important practical implications are provided for
insurance industry.
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27 ot erdp i hdlick

Tiofe %L 1. 2. 3. 4, 5. 6. 7.

L F 1% 4.1517 0.55970 1

25 R % 3.9034 0.62178 0.716** 1

3.0 Y M 3.7789 0.61046 0.591** 0.650** 1

4.17 & 4 2% 3.9014 0.58014 0.586** 0.661** 0.686** 1

5.0 A% 4.1355 0.58400 0.538** 0.582** 0.549** (.585** 1

64F B AR | 40100 0.57140 0.671%* 0.716** 0.636** 0.685** 0.631** 1
REE LAE | 3.9293 0.65545 0.551%% 0.621%* 0.580%** 0.621%* 0.651%* 0.744** 1

PR A RTEORE S 001PR(EEE) AAMAEY -
TAHLKR AT BT o

(=) 2380 % 5

AT LR REEE f‘iﬁfifﬂfﬁﬁ: B RR AT
%’g d 5B KRHE %% - R4 (Consistency)#2 & ; & * st & (Content Validity)
KA ST E R PFE R RE IR I RAIFE Y Ay R TR AT A
LAGRHEG RSN e L I A A F S ARG TR SR L
g 2 RBEFHERR SR z&j EREEPREFR IR LB A
MRS N E R -

EABR AL TR R8T AL RBIEA LN FALTE
PER- > 4% s B (Likert)% ® & ¥ ¢ * Cronbach’s o & k¥’ - d
RESr 7T B BTG ¢ PR FHE NEMSE - LIHMEK -

7 Cronbach’sr & 4 28— R Reh— f6» i * 2 BN E 472 > g2
Cronbach(1951)41% » H 12 q & k& & & £ ehp 8- ﬂ]“irp CaEg R o %\
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FEF WFaniz & o 23 %2 § j7 £ (Factor Loading) > #77 #7& %7 0% % §
2

FREAEEHEOES LY 23007 FILEFHESDEFE
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Wk iT4l
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JRARP N R TR R e s o é?;»m o 0.757

JRAEY LR A | AR F & E o 0.803
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PRFEP B PR A B JRARAE B H i iho 0.825

JRFEP B R A B E_L B AT o 0.844

(CER % 0.835 0.676
PRAEP e 22kt s AR gl A eho 0.733

PRASY RS A T L R R AT . 0.815

zz:;u‘ S EPPRAREAR S G TR MR BRE 0.851

;ngjrt‘ SEPRA R SRS EF R I e R 0.883

()T W% 0.804 0.633
JRAEY SRR S AR B A GRS o 0.769

JRARY SEEJRA R €L GERe AT TR 0.799

AT E AR o

JRAR P R R AR ¥ I PR GR A AT R B iDfE 0.791

o gRIGRINFEY PR

PEID L T PRARPE 0 JRARY o BIRA R ehEk EIRIE 0 € 0.829
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RS i F -0 11 1% 0.008
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210 MW FHERET LR L RF
BELPR
Eaih £ 2
B B ¥ 12(p-value)

(% %) -0.246 0.309
e -0.088* 0.061
R Wk -0.174%%% 0.001
nE % -0.110%* 0.021
7 R % -0.195%** 0.000
B 555 88 % -0.326%** 0.000
e -0.071%* 0.031
##2(2) -0.010 0.880
##:(3) -0.015 0.814
##2(4) -0.016 0.802
##(5) -0.011 0.835
& #:(6) -0.110 0.799
KT ALRQ) -0.150%* 0.014
KT ARQ) -0.179%* 0.015
FTALR(4) -0.155%%* 0.007
B AFT -0.017 0.662
BE(Q2) -0.001 0.972
BEQ) -0.019 0.770
B4 -0.066 0.246
BE(5) -0.043 0.416
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R Eg&ﬁi
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B‘F‘l %18) -0.052 0417
%‘2 %09 -0.001 0.990
B £ (10) -0.004 0.921
& 1 I e~ (2) -0.005 0.934
&0 T aie x (3) -0.019 0.738
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(% #) -0.242 0.266
FEEHAR -0.73 1%+ 0.000
e -0.086%** 0.008
£ #(2) -0.029 0.648
£ #(3) -0.019 0.761
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E #(5) -0.027 0.599
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