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Abstract

This work investigates persuasive communication strategies employed by
female insurance sales agents while presenting policies to prospective clients who
own small to medium size enterprises (SMEs).

The investigation examines the interactions between agents and clients and
the decision-making routes taken by the clients at different stages of policy
presentation. The two routes that can be taken by a client are:

The interactions between agents and clients have been categorised into
three groups based on how well the agents know the clients prior to the sale:

1. Client and agent already know each other well.

2. Client and agent are only acquainted with each other.

3. Client and agent are completely strangers.

The main purpose of a policy presentation is to transform the above
relationships from “prospective client and agent relationship” to a “client and agent”
relationship, i.e.,, make a sate. To enable this transformation, agents in this study
adopted a number of communication strategies during a presentation to influence the
client’s decision-making process. Different communication strategies were adopted
depending on the characteristics of the client-agent relationship. The two main
communication strategies found during this investigation are:

1. Verbal interaction — consisting of communications from the agent
conceming the details of the policies being presented to the client.  Such

communications may aim to influence the client's decision making process either via



the central and/or peripheral route. Verbal interaction can be further sub-divided into
the formal and informal communication:

Formal interaction — this takes the form of structured dialogue between the
agent and the client, usually as part of a questionnaire design to elicit and articulate the

insurance requirements of the client.

Informal interaction — where agent and client engage in dialogues that are
not directly concemed with the details of the policy being presented. The main
purpose of such an interaction to take the client through the self-disclosure process,
such as an “ice-breaker”. When this form of communication takes place, the client

often forgets that he or she is taking part in a “sale”.

2. Non-verbal interaction - factors to influence the client’s decision making
process in this way include the agent’s manner towards the client and her ability to
make the client feel comfortable in the presence of a sales agent. Such communication

aims to create a positive impression of the agent for the client.

This work finds that clients take the central and/or peripheral route when
deciding to purchase insurance policies. In other words, some clients adopt only the
central route such as the interest rate on dividends paid during in making their
decisions while some clients adopt only the penpheral route such as the monetary
compensation, additionally, there are also clients who adopt both routes by first taking
the central route and then crossing to the peripheral route later on in the interaction
(and vice versa). In conclusion, it is not possible to say that all clients adopt a single
common route in making their decisions about purchasing an insurance policy, nor do
all of them adhere to the route initially adopted. However, every client in this study

does adopt one of the three routes outlined above: central, peripheral or both.
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2N 3 The elaboration ~ likelihood model of attitude Change (ELM)
(Cacioppo & Petty,1981)
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