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Abstract 
Over the past 20 years, our economy has transformed into a service-based economy as opposed to the previous 
industrial-based economy. The service industry is growing and is rapidly becoming one of the primary sectors of our 
economy. Relationship Selling is crucial to the service industry, especially the property and casualty insurance 
market because it involves complex, highly intangible services.  Even though consumers are using the Internet 
before reaching out to an insurance agent, which does not mean relationship selling is unnecessary.  With a 
complex product like property and casualty insurance, relationship selling is crucial to grasp what consumers truly 
need and understand.  This dissertation aims to examine the impact of relationship marketing orientation, 
relationship selling, and the relationship sales cycle involved in the process. My goal is to find gaps in the current 
literature and answer the following question: can relationship selling in the independent insurance agency create a 
competitive advantage and increase customer satisfaction and loyalty in a digital world? 
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