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Abstract :

FinTech has changed our livesdramatically, andthe management of the financial
and insurance industry has also undergone tremendous changes in this wave of
technology. A new .term forInsurance Technology-(InsurTech) means: The impact of
technology allows the insurance. industry to serve more-customers and generate more
benefits through technology. Therefore, it gradually affects the insurance business
model. Although the insurance company's marketing model has also changed,
“customers” are still the source of the insurance. The customers are the lifeline of the
company. If there are-no customers, the company would have no revenue, no profit,
and no market value (Gupta and Zeithaml, 2006). So that.how to enhance the
willingness of customersto continue to tradingand thus increasing loyalty is still an
issue worth exploring.

The main purpose of this study is-to explore.the relationship between customer
orientation, satisfaction, trust and commitment to customer loyalty, in order to
understand the real needs of customers, and to build a far-reaching good partnership
with customers; this study is based on the insurance of N life customers The structure
of the questionnaire is for customers who have purchased N Life Insurance Company
products. They used the online questionnaire method and sent to the customers who
have contact with them through the researcher's unit. The questionnaire collection

time is from February to April 2019. we collected the required sample materials for



nearly two months. After the questionnaire was collected and analyzed, Research
results indicate that customer orientation has positive effects on satisfaction; customer
orientation has positive effects on trust; customer orientation has positive effects on
commitment. Meanwhile, satisfaction has positive effects on customer loyalty; trust
has positive effects on customer loyalty; commitment also has positive effects on
customer loyalty.

In the face of the ever-changing and highly competitive insurance market, this
research hopes to provide.relevant industries with the importance of understanding
customer needs and-building good partnerships. “Therefore the industries can enhance

“customer loyalty “ based on “customer orientation”.

Key words: Customer Orientation, Satisfaction, Trust, Commitment,

Customer Loyalty
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