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ABSTRACT

In recent years, China's economy has developed rapidly, and people's living standards are
improving day by day. While paying attention to material life, people are also more concerned
about their health and old-age care. This makes the insurance industry one of the fastest growing
industries in recent years, and more and more companies are involved in the insurance industry.
However, how to succeed in the competition among many insurance companies has become an
increasingly important issue for the companies.At present, the company's competitive advantage
mainly depends on customers. The key to attracting customers is good customer satisfaction.

Improving customer satisfaction is conducive to the rapid development of enterprises.

Taking PICC Tangshan Branch as the research object, according to the customer relationship
management theory and customer satisfaction theory, a customer satisfaction questionnaire was
developed to describe the current situation and existing problems of customer relationship
management in PICC Tangshan Branch, and to analyze some problems affecting customer
relationship management in PICC Tangshan Branch. According to the analysis, the customer
relationship of PICC Tangshan Branch is obtained.In management, there are: slow product update,
slow claim settlement, lack of customer research and analysis, and imperfect customer relationship
management system. In view of the above problems, some suggestions are put forward to improve
and improve the customer relationship: to improve the quality of employees, to improve the service
level, and to improve the update speed of products. So as to improve the competitive advantage of
PICC Tangshan branch.
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