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Abstract  

The insurance industry plays a vital role in today's modern economy. This sector covers a variety of unforeseen economic, technological, 
political and demographic risks, reducing insecurity and helping citizens to organize their daily lives, ensure the safety and well-being of 
themselves and their loved ones, as well as for companies to reduce unexpected and unwanted risks for businesses and the impact of 
possible events and to ensure their successful operation and development. Insurance companies are subject to regulatory enactments issued 
by the Financial and Capital Market Commission (FCMC). The activities of insurance companies and insurance intermediaries, as well as 
other financial institutions are regulated and supervised by the FCMC, which also maintains and regulates the registers of companies 
involved in insurance and reinsurance mediation.  
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Introduction 

If in the recent past the quality and price of a product or 
service were the determining elements in attracting and 
retaining customers, now international research shows that 
the experience of customer interaction with the company (or 
the perception of the company's attitude towards customers) 
has become the most important customer acquisition and 
retention. loyalty factor as well as an important element of 
brand differentiation. Especially the customer experience 
that has created emotionally lasting impressions has a 
significant impact on the customer's relationship with the 
company in the long run. [1] 

The object of the research is insurance market in Latvia, 
travel insurance in particular. 
The subject of the research is customer retention in 

insurance companies in Latvia, such as Baltic Insurance 

House. 
The study used both theoretical and empirical methods 

of analysis. 

Overview 

Continuous improvement of work processes means 
constantly reviewing and improving various processes and 
operations in the company as a whole. Continuous 
improvement work is not something that is done, but it is a 
way for the company to adopt a method of continuous 
improvement, it can mean two important aspects for the 
company: 

First, focus on growth - the company must pay constant 
attention to the gradual improvement of products and 
services. This means streamlining and improving the sectors 
that are plaguing the quality of a company's operations as 
soon as a problem is identified, rather than taking one-off 

change initiatives when a significant amount of time has 
passed since the problem was discovered. Secondly, to 
promote the internal work cultures of the company's staff, 
because most often, customer problems and their solution 
are encountered by lower-level employees, not by the 
company's managers. Continuous improvement is the 
responsibility of every employee in the company and cannot 
be left to management alone. 

Continuous improvement processes allow companies to 
identify problems and find ways to fix them. Small positive 
improvements over time can have a significant impact on the 
overall quality of a company's work. Gradually improving the 
quality of work, the company will begin to feel a much larger 
influx of customers. Paying more attention to what the 
customer wants from the service offered can improve the 
company's revenue if the customer's wishes and needs are 
met. If the customer has received the service that meets their 
needs, the company has reasonable expectations for good 
feedback and a future influx of customers, without making 
much effort to attract new customers. 

In 2021, the SKDS Research Center conducted a survey 
of the reputation of insurance companies, which provided a 
description of the overall situation in the insurance market 
as a whole, comparing changes in the situation over several 
years. The study was conducted to assess the reputation of 
insurance companies operating in Latvia. The study 
involved residents of all over Latvia in the age group from 
18 to 75 years of age. In total, more than 1,000 respondents, 
both women and men, were interviewed, taking into account 
their conversational and family status, level of education 
and occupation, as well as other relevant parameters. The 
study compared the opinion of the respondents, which was 
obtained starting from 2017, taking into account how it 
changed in 2019 and 2021. Respondents who actively use 
the services of insurance companies and those who have 
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never purchased any insurance services were surveyed. [2] 

 
Figure 1. Recognition of insurance companies [2] 

Decision  

Implementation of  a marketing strategy based on well-
informed market research on what customers expect and 
what is the best way to make a product or service available 

to customers is important. When customers decide to start 
using a product or service provided by a particular company, 
they want to understand it as much as possible. For these 
reasons, the company must provide customers with as much 
information as possible. Customers are usually interested in 
the company's vision, mission and support when they start 
using the company's products. From this information, 
customers can get general information about the company. 
The company must allow users to access detailed 
information about each product or service. The company 
must demonstrate the characteristics of each product that 
can attract customers to use the product or service. This will 
effectively promote the company's marketing strategy. 

Conclusion  

In conclusion, despite the fact that, according to financial 
data, compared to other players in the Latvian insurance 
market, the Baltic Insurance House plays a small role due to 
the fact that the insurance company has an effective 
management system appropriate to its size and business, 
The Baltic Insurance House has managed to maintain a 
certain stability, regardless of the state of emergency in the 
world and in the country. 
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