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“Hey! I started to work in Samsung Insurance. Would you buy an insurance for me?” 

When Korean had thought about Korean insurance sales people, they might have 

thought this kind of sales pitch. However, for the Korean Insurance sales people, the 

old method of old generation passed away. Nowadays, they don’t beg their friend 

anymore. Instead, they use more developed sales skills. More important thing for them 

is making a bond of trust. Because Korean people consider 정 as a very important 

thing, insurance sales people in Korea try to make rapport which would be more 

important than just giving the information about the insurance. Therefore, most 

Insurance sales people in Korea put much importance on establishing a bond of trust. 

That is accomplished using the personal contact to get their foot in the customer’s door, 

getting in sync to establish rapport with the customer to make a bond of trust and then 

referring to the other customer’s case to strengthen the bond of trust between the 

salespeople and the customer. Ms Kwon, who has been working successfully in Dong-

bu insurance company for more than 10 years as the team leader and won several prizes 

in the Sales Competition, will show us how this is accomplished. 

As a first step to establish a bond of trust, the Korean insurance sales people use 

their personal contact - which is so called 인맥 in Korean - to establish a contact. In 

other words, they use their acquaintances to establish contacts by asking them to 

introduce their family members or colleagues who need insurance. They use their 

personal contacts not only because it’s easier to approach to the customer, but also 

because it’s easier to get familiar with the customer. When Korean people meet 

somebody for the first time, they have a tendency to back off a little bit and make some 

distance with the person. However, when they meet their friends or their acquaintances, 

it becomes a different story. The customer tends to lose their tension and feel more 

comfortable. Especially when they meet somebody who was introduced by their 

acquaintance, they tend to trust him, because they are reminded of the acquaintance 

and tend to identify the new person with the acquaintance. So, in this case, that would 

take less time for the customer to get acquainted and familiar with the sales person 

than other people.  

Let’s have a look at Ms Kwon’s establishing a contact. Whenever she joins to the high 

school alumni or meets her friends, she always brings her name cards and gives them to 

her friends with saying “Give me a call if you know somebody who needs insurance! I 

can help them with the insurance policy.” When Ms. Kwon got to know Ms. Han who 



was the sister of her friend, Ms. Kwon tried to make a considerable point that Ms. Kwon 

was a friend of Ms. Han’s brother. She started the conversation with talking about Ms. 

Han’s brother’s high school life and it was connected to deeper conversation naturally 

in a familiar mood. Mrs. Han might have felt comfortable and might have thought “Oh! 

I trust my brother. And He introduces her to me. So this person must be a trustworthy 

person as well.” That took not so much time to build a mood of trust and could lead to 

activate her to buy insurance in the end without much resistance of her. Through their 

acquaintance, they are telling the customer “Do you know her? I know her, and she 

introduced me for you. And I am here. Trust me!” 

After they get their foot in the customer’s door by using their contacts, they establish 

a bond of trust by getting in sync. To get in sync with their customer, they use 

descriptive pacing and spend much time on talking about the customer’s personal life. 

Descriptive pacing is formulating true, if banal, descriptions of the customer’s 

experience. It is like that “It’s been pretty cold last few days, hasn’t it?” “How’s your 

sister doing? She told me she would go abroad to study.” After establishing agreements 

and developing an unconscious affinity by this descriptive pacing, they start 

conversation and spare much time on talking about their customer. For example, they 

talk about their kids, husband or their colleagues even though it is not related to their 

business directly. The sales person also puts so much time to talk with the customer 

and getting in sync intentionally. Through the descriptive pacing and talking about the 

customer’s private life, they get to understand each other and make a common ground. 

That develops a bond of trust. The customer becomes to think “Oh! I feel like she is my 

bosom friend! I can talk with her about anything! ” 

Here ‘s the example of establishing a bond of trust b getting in sync. Kwon Sook-hwa 

always begins a conversation with this descriptive pacing such as “It’s getting cold out 

there.” or “Your daughter married last weekend.” and talking about what’ going around 

the customer now a days. She rarely jumps immediately into the direct sales pitch. 

When she visited Kim Young- hee, for instance, she asked how she and her family are 

doing. Then, she kept talking about their kids and economic situation. It took about 

over an hour and she did not even try to move on to the sales pitch. Often she matched 

remarks to the remarks of the customer. “Yes, you’re right, everybody is having a hard 

time because of economic situation. I also have a daughter who is studying in the 

university. It’s really hard to deal with the educational expenses.” Sometimes they 

shared their opinions or advice. She showed her how much effort she puts and did her 

best to help her even if it had nothing to do with insurance sales. The customer began to 

open her heart and felt like that she was talking to one of her bosom friends. Ms. Kwon 



showed how trustworthy person she was, so they could reach to the deeper common 

ground than the first meeting and they found the wall disappeared already. Was Ms. 

Kwon just chattering with their customer? Was that a waste of time? No. She was 

working and just trying to establish rapport with her customer. 

After using their personal contacts and getting in sync to establish a bond of trust, 

they use another customer’s case to strengthen a bond of trust. In other words, by 

referring to the other’s real case she can show her enthusiastic treatment and how 

successfully she helped her old customers. That makes the sales person a very 

trustworthy one and gives more power to what she said. During the conversation, the 

insurance sales person brings the real examples to the conversation and shows how she 

dealt with that. That makes the customer get re-involved to the conversation with more 

intention. So the customer gets more interested in the similar case with them and trusts 

the sales person more and more. 

We can see the effectiveness of telling another customer’s case in Ms. Kwon’s sales 

pitch. During the conversation, she attracts the customer’s interest and find what the 

customer needs indeed. Then she moves on to the other’s experiences. The other day, 

for example, when she met her friend, Hong Soo –lim, she kept talking about her life 

and social situation as usual and brought up the topic of a car accident. She referred to 

one of her customer. “ Oh, You are right. One of my customers had a car accident last 

week. Someone hit her car in downtown. When she got embarrassed and called me, I 

went there right after talking to her on the phone. She got really embarrassed and she 

didn’t know what she had to do.” By using the other’s case, the customer got to think 

that could have happened to her and became to pay more attention to the salesperson. 

She tried to tell her how well she dealt with the problem. “I called to the company and 

police station. And then, I began to check what kind insurance policies she had and 

explained how to use them. I always had to deal with that kind of situations, so I could 

give her lots of legal advice and deal with the person who caused the accident. She 

carried a couple of useful insurance policies and she didn’t need to pay anything.” The 

customer got to think this salesperson is trustworthy and could help the customer when 

she meets a same situation. The customer got to think that the salesperson did her best 

for her customer. The sales person kept saying that she could be her indeed friend when 

needed.  “You don’t know what will happen. But have a look what I did! When you get 

in trouble, I can help you with my experiences and the insurance policies. I will be the 

first friend who shows up there to help you. Trust me!”  

“Do you have a common ground with your customer?” “Are you sharing the 

customer’s feeling?” That would be the first important questions for Korean insurance 



sales people to ask to themselves. Without the base of trust, they don’t try to sell 

something. Some people who are working in the other field might ask if it is just waste 

of time to spend much time and effort to make a bond of trust. They could also her 

methods only appeal to a customer’s emotion. But the wise insurance people know the 

secret point that the customer would say he doesn’t need any insurance policy at all if 

he doesn’t trust the salesperson. Showing how trustworthy a person they are and how 

firm a common ground they’ve established is the essential requirements for Korean 

insurance people. “Do you trust me?” that is the key word that they the insurance 

salesperson should keep asking to the customers and themselves. 


