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ABSTRACT

This is a single case study of the A life insurance company. This study explains how a cooperative service system between

administrative and sales employees effectively functions. Grounded on a case study of the company, this research draws on customer

satisfaction theory, the mood management theory, and key performance indication (KPI) to develop an effective framework to

integrate different resources from the two types of employees in a life insurance company. This framework contends that

administrative and sales employees should reinforce cooperation or further establish the Internet platform to synthesize resources,

increase effectiveness, and, in turn, create value for a life insurance company. Consequently, this paper extends the theories of

customer satisfaction, the mood management, and KPI. Research contributions for theory and practice are also described.
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