
136 연구보고서 2022-13

참고문헌

강중철･장강봉(1999), 『생존분석기법을 이용한 생명보험실효, 해약분석』, 보험연구원

강중철･정세창(2009), 「생명보험회사에 한 만족도, 신뢰도, 충성도에 영향을 미치는 요

인 분석」, 『한국데이터정보과학회지』, 20(4)

고민정･김용진(2017), 『빅데이터 활용과 광고 사례 기반의 소비자 행동론』, 생능출판사

고혁진･신원숙(2012), 「생명보험상품 계약유지율과 보험모집인의 이직여부에 영향을 미

치는 요인에 관한 연구」, 『경영컨설팅연구』, 12(3)

권기헌･이동규･서인석(2014), 「건강보험보장성 강화정책과 민간보험지출액의 관계분석 - 

한국의료패널자료를 활용한 DID 분석의 적용」, 『GRI 연구논총』, 16(2)

권용재･윤정선･이재민(2012), 「경제변수가 변액연금보험과 변액유니버셜보험의 해약률

에 미치는 영향에 관한 연구」, 『보험금융연구』, 23(4)

금융감독원(1999), 『생명보험상품관리규정』

김관옥･신영전(2016), 「국민건강보험 보장성 강화정책이 가계민간의료보험료에 미친 영

향」, 『보건경제와 정책연구』, 22(2)

김 환･정세창(2021), 「독립보험 리점에 한 의존도와 보험회사 경영성과 간 관계연

구」, 『보험학회지』, 127

김동겸･김석영･정원석･이소양(2022), 『디지털 전환기 보험회사 판매채널 연구』, 연구보

고서, 보험연구원

김동겸･김석영･정인영(2020), 「보험산업 진단과 과제: (5) 상품 및 채널」, 『CEO 리포트』, 

보험연구원

김동겸･정인영(2020), 「설계사 정착률 현황과 보험회사의 과제」, 『KIRI 리포트』, 보험연구원

김동겸･정인영(2022), 「GA시장 구조 변화와 전망」, 『CEO 리포트』, 보험연구원

김모란･안광호(2012), 「서비스 실패요인에 따른 소비자의 감정반응과 보복행위에 관한 탐

색적 연구: 고객관계품질 수준의 차이를 중심으로」, 『마케팅관리연구』, 17(2)

김민식･김도완･박동훈･이진기(2021), 「포스트 코로나시  인구구조 변화 여건 점검」, 

『BOK 이슈노트』,  한국은행 



참고문헌 137

김민정･곽민주･박영미･이하나(2016), 「보험서비스에서의 전환경험과 보험서비스시장에 

한 소비자시장평가」, 『소비자문제연구』, 47(3)

김사영･이정진(2012), 「거시경제지표와 소비자불만족이생명보험계약의 해지에 미치는 영

향력에 관한 비교 연구」, 『보험학회지』, 93

김상호(2007), 「연금자산과 가계저축: 한국노동패널을 이용한 실증분석」, 『경제학연구』, 
55(3)

김재현･이석호(2022), 「우리나라 보험산업의 소비자신뢰 현황과 개선과제」, 『KIF 금융분

석보고서』, 한국금융연구원

김주완･백재승(2019), 「고객 평판도와 기업가치: NCSI, K-BPI, KCSI 수상을 중심으로」, 

『재무관리연구』, 36(3)

김헌수(1996), 「생보사의 양적경영 전략 선택과 해약율에 관한 연구」, 『리스크관리연구』, 6(1)

김헌수･정세창･김은경(2014), 『보험시장의 건전한 발전을 위한 판매채널제도 개선방안 

연구』, 연구용역보고서, 보험연구원

김헌수･정세창･김은경(2015), 「부당승환계약 방지에 한 비교법적 연구」, 『외법논집』, 

39(3)

김형곤･최웅용(2021), 「보험설계사의 자아상태가 소득과 계약유지율에 미치는 영향 연구 

: 생명보험사 면채널을 상으로」, 『Financial Planning Review』, 14(1)

나준희･강소영･김상훈･안 천･이혜진･이재록･최영균･강한나･김정현･김영찬･안종배

(2020), 『광고와 마케팅의 새로운 세계』,  학지사

남광희(2008), 「공적연금이 민간저축에 미치는 영향」, 『한국경제연구』, 22

남상욱･조영빈(2008), 「손해보험사의 계약자신뢰에 관한 실증연구」, 『보험학회지』, 79

류건식･이봉주(2011), 「생명보험 해약률의 계량경제적 분석」, 『산업경제연구』, 24(2)

류건식･장동식(2009), 『생명보험계약의 효력상실, 해약 분석』, 조사보고서, 보험연구원  

박경돈(2008), 「미국 주정부 공공보험정책이 노인의 장기요양 사보험 구입에 미치는 구축

효과」, 『한국지방정부학회 2008년도 하계학술 회 논문집』

박현문(2011), 『생명보험 걸어온 길, 가야할 길』, 매일경제신문사

박희우(2020), 「운전자보험 가입자 특성 분석」, 『KIRI 리포트』, 보험연구원



138 연구보고서 2022-13

백영화(2021), 『부당 승환계약 금지 규제에 관한 연구』, 연구보고서, 보험연구원

______(2022). 「부당 승환계약 간주 조항에 한 검토」, 『보험법연구』, 16(1)

백철･김석영･김헌수(2020), 「생명보험 승환에 한 탐색적 연구」, 『보험학회지』, 122

보험개발원, 『보험통계연감』, 각 연호

__________, 『생명보험통계자료집』, 각 연호

보험개발원(2019a), 『생명보험 계약자행동가정 산출방안 연구』

__________(2019b), 『산업통계를 활용하여 산출한 생명보험 계리적 가정』

__________(2020), 『생명보험통계자료집』

__________(2021), 『장기손해보험통계자료집』

보험연구원(2017), 『보험산업 전망과 과제』

__________(2019), 『보험소비자 설문조사』

보험회사, 「업무보고서」  

성영애･김민정(2020), 『사회적 신뢰와 보험』, 연구보고서, 보험연구원

생명보험협회, 『통계연보』

생명보험협회(2021), 「생명보험성향조사」

신문식･장동식(2002), 『생명보험회사의 고객유지전략: 고객만족도 분석을 중심으로』, 연

구보고서, 보험개발원

신용상･노형식(2015), 『금융소비자 인식 설문조사』, 한금금융연구원

신용정보원(2021), 『보험신용정보 표본DB 매뉴얼』

신종원(2016), 「국민연금법 개정이 저축행태에 미치는 효과」, KLI

안철경･정세창(2017), 「보험설계사 이직 요인과 정착률 제고 방안」, 『보험금융연구』, 

28(4)

안철경･정인영(2018), 「소비자 보호를 위한 보험상품 유지관리서비스의 중요성」, 『KIRI 

리포트』, 보험연구원

엄수남(1988), 「생명보험계약의 유지율 향상방안」, 『생협』, 제111호

오기석(2010), 「 면, 비 면 판매방식의 결합효과에 한 실험적 연구: 생명보험상품의 

유지여부에 미치는 영향을 중심으로」, 『보험학회지』, 87



참고문헌 139

원종욱(1999), 「국민연금제도의 확 가 직역 간 저축율에 미치는 영향분석」, 『노동경제논

집』, 22(2) 

이경룡･김사영(2012), 「보험소비자 불만족이 생명보험계약의 해지에 미치는 영향에 관한 

실증 연구」, 『보험학회지』, 91

이상호･이상헌(2010), 「저출산･인구고령화의 원인에 관한 연구: 결혼결정의 경제적 요인

을 중심으로」, 『경제분석』, 한국은행

이석범･이영종･옥주영(2010), 『우체국보험 해약요인에 관한 연구』, 정보통신정책연구원 

이순재･정중영(2007), 「보험산업 신뢰도제고 방안에 관한 연구」, 『보험학회지』, 18

이유미･최건호･이찬희(2021), 「보험소비자의 불만경험이 부정적 감정, 불평행동 및 부정적 

구전의향에 미치는 영향」, 『Journal of The Korean Data Analysis Society』, 15(5)

이윤석･서영수(2020), 「한국의 보험회사 신뢰도와 보험서비스 만족도가 보험구매에 미치

는 실증연구: 30  위험군을 중심으로」, 『유라시아연구』, 17(4)

이지연(2019), 「생명보험의 승환계약과 계약전환」, 『월간생명보험』

이태열･황진태･이선주(2014), 『보험산업 신뢰도 제고 방안』, 연구보고서, 보험연구원

이찬희･김호일(2018), 「보험사 신뢰, 미디어 노출, 심리요인이 상해보험의 구매의향에 미

치는 영향」, 『보험금융연구』, 29(1)

이현복(2015), 「보험설계사 역량이 보험회사 평판에 미치는 영향」, 『Financial Planning 

Review』, 8(4)

임시혁･임영균(2011), 「영업사원･고객 간 관계의 질이 고객의 동반이탈에 미치는 영향: 

관계혜택과 전환비용의 역할」, 『유통연구』, 16(1)

장연주･최현자(2015), 「보험소비자의 의사결정유형별 구매의사결정과정의 차이 분석」, 

『소비자학연구』, 26(5)

전소영･유한주(2020), 「자동차 보험에서 비 면 채널로의 전환이 전환의도에 미치는 영

향」, 『서비스경영학회지』, 21(3)

전승훈･임병인(2008), 「국민연금자산이 개인연금자산 보유행위에 미치는 영향과 정책시

사점」, 『보험개발연구』, 19(3)

전용식(2014), 「자동차보험 계약자의 보험회사 전환가능성 분석」, 『보험금융연구』, 25(3)



140 연구보고서 2022-13

정덕화(2010), 「보험서비스에서 고객만족과 전환장벽이 고객유지와 구전의도에 미치는 

영향」,  『한국콘텐츠학회논문지』, 10( 7)

정세창(2020), 『계약자 신뢰 제고를 위한 보험마케팅: 상품과 수수료 중심으로』, 연구보고

서, 보험연구원

정세창･오승철(2009), 「생명보험회사의 해약률에 관한 연구」, 『보험학회지』, 82

정요섭(1992), 「생명보험계약의 실효(失效), 해약(解約)과 유지율(維持率) 향상방안」, 『보험

학회지』, 39

정홍주･오태형(2005), 「보험업 신뢰도 및 결정요인에 관한 실증연구: 은행과의 비교를 중

심으로」, 『보험학회지』, 71

최영목･최원(2008), 「경제변수가 생명보험 해약률에 미치는 영향」, 『보험금융연구』, 19(3)

통계청(2021), 「장래인구추계」

한국갤럽(2021), 「2021년 금융소비자 보호에 한 국민의식조사」

한국은행(2021), 「금융안정 상황(2021년 3월)」

한국소비자원(2019), 『생명보험 해약의 문제점 및 개선방안』, 조사보고서, 한국소비자원  

허연(2003), 「On-Line 시장에서의 보험회사 선택 결정 요소에 관한 연구」, 『리스크관리

연구』, 14

황진태･서 교(2017), 「거시경제변수와 변액보험 해지율 간의 관계: 구조적 벡터자기회귀

(SVAR) 모형을 중심으로」, 『금융안정연구』, 18(1)

황진태･서 교(2019), 「종신보험 해지율과 거시경제변수 간 장기 시계열 관계에 한 연

구」, 『보험금융연구』, 30(1)

황진태･이경희(2010), 『생명보험 상품별 해지율 추정 및 예측 모형』, 연구보고서, 보험연

구원

NICE D&R(2020), 『금융시장 기획조사』

金融庁(2017), “金融機関の取組みの評価に関する企業アンケート調査について” 

金融庁(2021), “顧客本位の業務運営に関する情報”  

金融審議会(2013), “保険商品･サービスの提供等の在り方に関するワーキング･グループ”



참고문헌 141

金融審議会(2016), “市場ワーキング･グループ”

北村 智紀(2018), “「顧客本位の業務運営に関する原則」で投信の手数料は低下したか？”

生命保険協会(2019), “顧客本位の業務運営の高度化に資する取組みに関するアンケートの

結果報告書の公表について”

生命保険協会(2022), “「『顧客本位の業務運営』の高度化に資する営業職員チャネルにおける

コンプライアンス･リスク管理に関するフォローアップアンケート」に関する報告

書の公表について”

日本経済新聞(2020), “保険ショップ 販売適正に･生保、手数料基準を統一”

日本経済新聞(2021), “明治安田、生保営業を固定給に” 

日本生命保険相互会社(2022), “お客様本位の業務運営に関する 2021 年度取組結果について”

国盛证券研究所(2021), “保险行业的三大矛盾：如何看待长期空间、代理人转型及产品供需”

片山 ゆき(2022), “ネット保険の需要拡大 (中国): 加速する生保経営の再構築 【アジア・新

興国】 中国保険市場の最新動向”, シンクタンクならニッセイ基礎研究所

Meiji Yasuda(2021), “Annual Report” 

Accenture(2016), “Consumers Welcome Personalized Offerings”

ACE European(2013), “Reputation at Risk: Ace European Risk Briefing”

Altexsoft(2021), “Customer Loyalty In Insurance: Technologies and Strategies To 

Retain and Keep Customers Loyal”

A.M. Best(2016), “Anemic Yields Put Spotlight On Retention”

Anderson, E. W., Fornell, C., and Lehmann, D. R.(1994), “Customer Satisfaction, 

Market Share, and Profitability: Findings from Sweden”, Journal of Marketing, 

58(3)

Anderson, E. W., Fornell, C., and Mazvancheryl, S. K.(2004), “Customer Satisfaction 

and Shareholder Value”, Journal of Marketing, 68(4)

Australian Securities & Investments Commission(ASIC)(2014), “Report 413: Review of 

Retail Life Insurance Advice”



142 연구보고서 2022-13

Australian Securities & Investments Commission(ASIC(2017), “Report 527: Response to 

Submissions on CP 245 Retail”

Australian Securities & Investments Commission(ASIC)(2018), “Report 587: The Sale of 

Direct Life Insurance”

Auxier, A. L., and Dotterweich, W. W.(1979), “An Ex Ante Study of Justifiable 

Replacements among Nonparticipating Straight Life Policies”, Journal of 

Insurance Issues and Practices, 2

Ažman, S., and B. Gomišček(2015), “Functional Form of Connections between 

Perceived Service Quality, Customer Satisfaction and Customer Loyalty in the 

Automotive Servicing Industry”, Total Quality Management and Business 

Excellence, 26(8)

Bolton, R. N.(1998), “A Dynamic Model of the Duration of the Customer’s Relationship 

with a Continuous Service Provider: the Role of Satisfaction”, Marketing 

Science, 17

Booz, Allen, and Hamilton(1982),  “New Products Management for the 1980s”

Burnett, John J., and Palmer, B. A. (1983), “Reliance of Life Insurance Agents: A. 

Demographic and Psychographic Analysis of Consumers”, Journal of Risk and 

Insurance, 50(3)

CIA(Canadian Institute of Actuaries)(2007), “Lapse Experience Under Term-to-100”

Capgemini, and Efma(2016), “World Insurance Report”

Carson, J. M., and Forster, M. D.(2000), “Suitability and Life Insurance Policy 

Replacement: An Analytical Tool”, Journal of Insurance Regulation, 18

CB Insight(2020), “How Google, Amazon, Facebook, And Apple Are Targeting The $6T 

Insurance Market”

Cerchiara, R. R., Gambini, A., and Edwards, M.(2009), “Generalized Linear Models in 

Life Insurance: Decrements and Risk Factor Analysis under Solvency Ⅱ”, 

Giornale dell’Istituto Italiano degli Attuari, 72 



참고문헌 143

Collier, D. A.(1995), “Modeling the Relationship Between Process Quality Errors and 

Overall Service Process Performance”, International Journal of Service 

Industry Management, 6(4)

Congressional Budget Office(1998), Social Security: A Premier, US Government 

Printing Office

Cox, D. R.(1972), “Regression Models and Life-Tables”, Journal of the Royal Statistical 

Society: Series B (Methodological), 34(2)

Cox, S. H., and Lin, Y.(2006), “Annuity Lapse Rate Modeling: Tobit or Not Tobit?”, 

Working Paper, Society of Actuaries 

Cummins, J. D.(1975), “An Econometric Model of the Life Insurance Sector in the 

U.S.”, Lexington

Cutler S. J., and Ederer F.(1958), “Maximum Utilization of the Life Table Method in 

Analyzing Survival”, Journal of Chronic Disease, 8(6)

Cutler, David M., and Jonathan Gruber(1996), “Does Public Insurance Crowd Out 

Private Insurance?”, Quarterly Journal of Economics, 111(2)

Dar, A., and Dodds, C.(1989), “Interest Rates, the Emergency Fund Hypothesis and 

Saving through Endowment Policies: Some Empirical Evidence for the U.K.”, 

Journal of Risk and Insurance, 56(3)

Day, R. L., and Landon, E. L.(1977), “Toward a Theory of Consumer Complaining 

Behavior”, Consumer and Industrial Buying Behavior, North Holland 

Publishing Co.

De Haan, E., P.C. Verhoef, and Wiesel, T.(2015), “The Predictive Ability of Different 

Customer Feedback Metrics for Retention”, International Journal of Research 

in Marketing, 32

Deloitte(2019), “A Demanding Future: The Four Trends that Define Insurance in 2020”

Drucker, Peter F.(1973), Management: Tasks, Responsibilities, Practices, Harper and 

Row



144 연구보고서 2022-13

Dubay, L., and Kenney, G.(1997), “Did Medicaid Expansions For Pregnant Women 

Crowd Out Private Coverage?”, Health Affairs, 16(1) 

Earnix.com(2019), “The Age of Insurance Personalization”

Eckardt, M., and Ràthke-Doppner S.(2010), “The Quality of Insurance Intermediary  

Services: Empirical Evidence for Germany”, Journal of Risk and Insurance, 

77(3)

Elveback L.(1958), “Estimation of Survivorship in Chronic Disease: the ‘Actuarial’ 

Method”, Journal of the American Statistical Association, 53

Eling, M., and Kiesenbauer, D.(2014), “What Policy Features Determine Life Insurance 

Lapse? An Analysis of the German Market”, Journal of Risk and Insurance, 81(2)

Eling, M., and Kochanski, M.(2013), “Research on Lapse in Life Insurance: What has 

been done and what needs to be done ?”, The Journal of Risk Finance, 14(4)

Fang, H., and Kung, E.(2012), “Why Do Life Insurance Policyholders Lapse?: The Roles 

of Income, Health and Bequest Motive Shocks”, NBER Working Paper

Feldstein, Martin S.(1996), “Social Security and Saving: New Time Series Evidence”, 

National Tax Journal, 49(2)

Financial Market Authority(FMA)(2016), “Replacing Life Insurance: Who Benefits?”

Forster M. D., and Carson J. M.(2000), “A Financial Decision Framework For Life 

Insurance Policy Replacement”, Financial Counseling and Planning, 11(1)

George Day and Moorman(2013), “Strategy from the Outside In”

Heskett, J. L., Jones T. O. ,Loveman G. W., Sasser Jr. W.E., and Schlesinger, L. A.(1994), 

“Putting the Service–Profit Chain to Work”, Harvard Business Review, 72(2)

Hirschman, A. O.(1970), Exit, Voice and Loyalty：Responses to Decline in Firms, 

Organizations and States, Harvard University Press

Holzmann, Robert(2013), “Global Pension Systems and their Reform: Worldwide 

Drivers, Trends and Challenges”, International Social Security Review, 66(2)

Hong Kong Insurance Authority(IA), “Annual Statistics for Long Term Business”, 각 연호



참고문헌 145

Insurance Regulatory and Development Authority of India(IRDAI), “Annual Report”, 각 

연호

Israel, M.(2005), “Services as Experience Goods: An Empirical Examination of 

Consumer Learning in Automobile Insurance”, American Economic Review, 

95(5)

Ittner, C. D., and Larcker, D. F.(1998), “Are Non-financial Measures Leading Indicators 

of Financial Performance? An Analysis of Customer Satisfaction”, Journal of 

Accounting Research, 36

Jannine Krish(2021), “Is Your Bank Where it Needs to Be? The Five Stages of the 

Personalization Maturity Curve”, Flybits

Kaplan, E. L., and Meier, P.(1958), “Nonparametric Estimation from Incomplete 

Observations”, Journal of the American Statistical Association, 53(282)

Kagraoka, Y.(2005), “Modeling Insurance Surrenders by the Negative Binomial Model”, 

Working Paper

Keaveney, S. M.(1995), “Customer Switching Behavior in Service Industries: An 

Exploratory Study”, Journal of Marketing, 59(4)

Kiesenbauer, D.(2012), “Main Determinants of Lapse in the German Life Insurance 

Industry”, North American Actuarial Journal, 16 (1)

Levitt, T.(1986), The Marketing Imagination, New York, Free Press

Liu, R. R., and McClure, P.(2001), “Recognizing Cross-Cultural Differences in 

Consumer Complaint Behavior and Intentions: An Empirical Examination”, 

Journal of Consumer Marketing, 18(1)

Milhaud, X., Loisel S., and Maume-Deschamps V.(2010), “Surrender Triggers in Life 

Insurance: Classification and Risk Predictions”, Working Paper

Kim, C.(2005), “Modeling Surrender and Lapse Rates with Economic Variables”, North 

American Actuarial Journal, 9(4)

Kuo, W., Tsai, C., and Chen, W. K.(2003), “An Empirical Study on the Lapse Rate: The 



146 연구보고서 2022-13

Cointegration Approach”,  Journal of Risk and Insurance, 70(3)

LIMRA(Life Insurance Market and Research Association)(2005), “U.S. Individual Life 

Persistency Update, A Joint Study Sponsored by LIMRA International and the 

Society of Actuaries”

LIMRA(2006a), “Deferred Annuity Persistency”

LIMRA(2006b), “Long-Term Care Insurance Persistency Experience, A Joint Study 

Sponsored by LIMRA International and the Society of Actuaries LTC 

Experience Committee”

LIMRA(2008), “U.S. Individual Life Insurance Persistency Update, A Joint Study 

Sponsored by LIMRA International and the Society of Actuaries”, A 2007 

Report

LIMRA(2014), “Modelling of Policyholder Behavior for Life Insurance and Annuity 

Products Data”

LIMRA and SOA(Society of Actuaries)(2019), “U.S. Individual Life Insurance 

Persistency”

Linton M. A.(1932), “Panics and Cash Values,” Transactions of the Actuarial Society of 

America, 33

Mano, H., and Oliver, R. L.(1993), “Assessing the Dimensionality and Structure of The 

Consumption Experience: Evaluation, Feeling, and Satisfaction”, Journal of 

Consumer Research, 20(3)

Marketing Charts(2020), “The True Meaning and Benefits of Customer-Centricity 

Explain”

McKinsey(2018), “Retail Banking Customer Experience Benchmark Survey”

Mittal, V., and Kamakura, W.(2001), “Satisfaction, Repurchase Intent and Repurchase 

Behavior: Investigating the Moderating Effect of Customer Characteristics”, 

Journal of Marketing Research, 38

Monetary Authority of Singapore(MAS), “Insurance Statistics”, 각 연호



참고문헌 147

Monetary Authority of Singapore(MAS)(2019), “Measures to Address the Risks Posed by 

the Use of Sign-on Incentives in the Recruitment of Financial Advisory 

Representatives” 

OECD(2021), “Public and Private Sector Relationships in Longterm Care and 

Healthcare Insurance”

Oliver, Richard L.(1980), “A Cognitive Model of the Antecedents and Consequences of 

Satisfaction Decisions”, Journal of Marketing Research, 17

Outreville, J. Francois(1990), “Whole-life Insurance Lapse Rates and the Emergency 

Fund Hypothesis”, Insurance: Mathematics and Economics, 9

Pesando, J. E.(1974), “The Interest Sensitivity of the Flow of Funds through Life 

Insurance Companies: An Econometric Analysis”, The Journal of Finance, 

29(4)

Pin-Fenn C.(2015), “An Analysis of the Relationship between Service Failure, Service 

Recovery and Loyalty for Low Cost Carrier Travelers”, Journal of Air Transport 

Management, 47

Prentice R. L., and Kalbfleisch J. D.(1979), “Hazard Rate Models with Covariates”, 

Biometrics, 35(1)

Qualtrics(2019), “How Does Customer Experience Affect Loyalty Behaviors” 

Parliamentary Joint Committee on Corporations and Financial Services(2009), 

“Inquiry Into Financial Products and Services in Australia”

Parliamentary Joint Committee on Corporations and Financial Services(2018), 

“Life Insurance Industry”

Reichheld, F. F., and Sasser, E.(1990), “Zero Defections: Quality Comes to Services.” 

Harvard Business Review, 68

Renshaw, A. E., and Haberman S.(1986), “Statistical Analysis of Life Assurance Lapses”, 

Journal of the Institute of Actuaries, 113(3)

Richardson, C. F. B., and Hartwel, J. M.(1951), “Lapse Rates”, Transactions of the 



148 연구보고서 2022-13

Society of Actuaries, 3

Richins, M. L.(1985), The Role of Product Importance in Complaining Intention, in R. 

L. Day and H. K. Hunt(eds.), Proceedings of the Conference on Consumer 

Satisfaction, Dissatisfaction and Complaining Behavior, Bloomington, IN：

Indiana University Press

Roberts, Sally(1996), “Agency Aims to Retain Business”, Business Insurance, 24

Rosenberg, Larry J., and Czepiel, J. A.(1984), “A Marketing Approach to Customer 

Retention”, Journal of Consumer Marketing, 1(2)

Russell, D. T., Fier, S. G., Carson, J. M., and Dumm R. E.(2013), “An Empirical Analysis 

of Life Insurance Policy Surrender Activity”, Journal of Insurance Issues, 36

Rust, R. T., Moorman, C., and Dickson, P. R.(2002), “Getting Return on Quality: 

Revenue Expansion, Cost Reduction, or Both?”, The Journal of Marketing, 

66(4)

Rust, R. T., Valarie A. Zeithaml, and Katherine N. L.(2000), Driving Customer Equity: 

How Customer Lifetime Value Is Reshaping Corporate Strategy, Free Press

Rust, R. T., Anthony, J. Z., and Keiningham, T. L.(1995), “Return on Quality(ROQ), 

Making Service Quality Financially Accountable”, Journal of Marketing, 59

Sacha Holmes(2019), “Exploring Customer Acquisition vs Retention Costs”, struto

Schott, F. H.(1971), “Disintermediation through Policy Loans at Life Insurance 

Companies”, The Journal of Finance, 26(3)

Schlesinger, H., and Schulenburg J. M.(1993), “Consumer Information and Decision to 

Switch Insurers”, Journal of Risk and Insurance, 60(4) 

Seka E. T., and Justus T.(2019), “Policyholder Factors Affecting to Persistency of 

Ordinary Assurance Policies in Kenya”, International Journal of Business 

Management and Finance, 1(67)

Shore-Sheppard L., Buchmueller, T., and Jensen G.(2000), “Medicaid and Crowding 

Out of Private Insurance: A Re-examination Using Firm-Level Data”, Journal 



참고문헌 149

of Health Economics, 19(1) 

Sivakumar, K., Li, M., and Dong, B.(2014), “Service Quality: the Impact of Frequency, 

Timing, Proximity, and Sequence of Failures and Delights”, Journal of 

Marketing, 78(1)

Swiss Re, “World insurance series”, 각 연호

Skipper, H. D. Jr.(1980), “Replacement Vulnerability of Older Non-participating 

Ordinary Life Policies”, Journal of Risk and Insurance, 47

Skowronski, J. J., and Carlston D. E.(1989), “Negativity and Extremity Biases in 

Impression Formation: A Review of Explanations”, Psychological Bulletin, 

105(1)

Society of Actuaries(SOA)(1978), “Persistency and the Retention of Agents”

Srivastava, R. K., Shervani, T. A., and Fahey, L.(1998), “Market-based Assets and 

Shareholder Value A Framework for Analysis”, Journal of Marketing, 62

Startup Talky(2022), “Customer Acquisition Cost By Industry: How to Calculate CAC”

Taiwan Insurance Institute(TII), “壽險財業務統計”, 각 연호

Tennyson, S.(1997), “Insurance Experience and Consumers’ Attitudes Toward 

Insurance Fraud”, Journal of Insurance Regulation, 21(2)

Trigo-Gamarra, L.(2008), “Reasons for the Coexistence of Different Distribution Chan 

nels: An Empirical Test for the German Insurance Market”, The Geneva 

Papers, 33(3)

Whitehouse, E.(2013), “Policies to Encourage Private Pension Savings: Evidence from 

OECD Countries”, in R. P. Hinz et al.(eds.), Matching Contributions for 

Pensions: A Review of International Experience, Washington, DC, World Bank

Xm Institute(2000), “Unlock Growth with Customer Service”

Yu, L., Cheng, J., and Lin, T.(2019), “Life Insurance Lapse Behaviour: Evidence from 

China”, Geneva Papers on Risk and Insurance, 44(4)

Zendesk(2022), “ROI of Customer Experience”



150 연구보고서 2022-13

Zeithaml V A, Bitner M J, and Gremler D. D.(2009), Services Marketing: Integrating 

Customer Focus Across the Firm, McGraw-Hill

금융감독원, 금융통계정보시스템

금융감독원, 금융분쟁통계

금융소비자보호처, 「금융분쟁조정 접수현황」

보험개발원, 보험통계조회서비스

한국신용정보원, CreDB

생명보험협회 홈페이지 

日本 生命保険 각사 공시자료

일본생명(日本生命)(https://www.nissay.co.jp/)

메이지야스다(明治安田)(https://www.meijiyasuda.co.jp/)

제일생명(第一生命)(https://www.dai-ichi-life.co.jp/)

푸르덴셜(プルデンシヤル)(https://www.prudential.co.jp/)

주우생명(住友生命)(https://www.sumitomolife.co.jp/)

Gibralta(ジブラルタ)(https://www.gib-life.co.jp/)

미츠이스미토모생명(三井住友海)(https://www.ms-ins.com/)

Allstate(https://www.allstate.com/auto-insurance)

CreDB 금융 빅데이터 개방시스템(https://credb.kcredit.or.kr:3446/frt/main.do)


