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Exploration of the Training Model for Autonomous Learning Behavior of Financial and
Insurance Customer Service Personnel
——From the perspective of digital transformation
Yujie Shi
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[Abstract] This research aims to delve deeply into the current status of self—directed learning behavior among
customer service representatives(CSRs) in financial insurance institutions under the backdrop of digital
transformation. The study explores the challenges faced by self—directed learning behavior from the perspectives
of the industry, financial insurance institutions, and the CSRs themselves within the context of digital
transformation. Findings indicate a significant disparity between the demand for self—directed learning behavior
amidst digital transformation and the current reality for CSRs. Financial insurance institutions lack awareness in
nurturing self—directed learning behavior among their staff, and there is a low level of attention from CSRs
towards their own self—directed learning behavior. Accordingly, the study proposes recommendations, including
the establishment of standards and objectives for cultivating customer service representatives amidst digital
transformation, creating an enterprise environment conducive to self—directed learning behavior, and enhancing
representatives focus on self—directed learning behavior. These suggestions aim to offer new insights and
references for the cultivation of self—directed learning behavior among customer service representatives within
the digital transformation perspective in financial insurance institutions.
[Key words] Self—directed Learning Behavior; Customer Service Representatives; Digital Intelligent Transformation;
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