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ABSTRACT

CARILLO, DARYL S. Customer Relations Management of Paramount Life and
General Insurance Corporation. Case Study. Bachelor of Science in Business
Management major in Marketing Management. Cavite State University, Indang, Cavite.
June 2018. Adviser: Ms. Mary Grace A. llagan.

The case study was conducted in Paramount Life and General Insurance
Corporation located at Sage House, 110 Rufino St. Legaspi Village, Makati City from
August 14, 2017 to October 5, 2017. Specifically, the study aimed to: describe the
customer relations management of Paramount Life and General Insurance Corporation,
the profile of the company and the customer relations management practices of the
company; analyze the customer relations management practices of the company using
SWOT analysis; and determine the problems encountered in the implementation of
customer relations management of the company and recommend possible solutions to the
problems identified.

The data and information were collected through personal interviews with the
vice president of sales and head of non-life division, senior accounting manager and the
employees of the company, who were involved in the operations of the firm. In addition,
secondary data were obtained from the files and records of Paramount Life and General
Insurance Corporation.

Paramount Life and General Insurance Corporation has been experiencing

different problems while implementing the customer relations management practices in

the company like misconception about the role of technology, empowerment of frontline
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staff, lack of understanding, skills and initiative to manage and utilize data, lack of
training, and less or insufficient decision-making authority.

Product and service development and market penetration strategies were
recommended. The firm needed to formulate new strategic plans. The company should
expand but not aggressively, penetrate the market further and develop new products or
modify existing service/ products. Furthermore, the use or practicing of the establishment
of the customer care department/ establishment of contact center and website/ use of
social media/ collection of database and information dissemination would help for the

improvement and success of Paramount Life and General Insurance Corporation,
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