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Abstract

In today's rapidly growing digital world, communication channels are essential for companies to
connect with customers. It is also crucial to measure feedback on campaigns shared through each
communication channel. In the insurance field, correctly planning such campaigns is particularly
important, as selling products like insurance in the Georgian market is challenging. Gaining
people's trust is exceedingly difficult when offering an intangible product. Therefore, for
companies, developing in such a field should prioritize accurate analysis of communication
channels, establishing precise communication with customers, and subsequently measuring their
behavior. This can be achieved through various methods widely used globally, which aid

companies in effectively communicating with and attracting customers.

This paper investigates the influence of communication channels on consumer behavior using

Unison, an insurance company operating in Georgia, as a case study.

A specific method, CoBRA, is discussed, which helps companies measure customer feedback

following the influence of various communication channels.

To achieve the paper's objectives, various foreign and Georgian literature sources were reviewed,
and qualitative and quantitative research was conducted based on responses from Unison

insurance company employees.

Based on the findings, it was determined that Unison frequently plans diverse communication
activities to attract customers, with each department actively contributing to delivering quality
products and earning customer trust. Furthermore, the study underscores the significance of

online communication channels,

with the majority of participants acknowledging their profound impact on consumer decision-
making processes. Social media platforms, especially Facebook, play a crucial role in attracting

consumer attention and enhancing engagement in the insurance sector. Concurrently, research



indicates that most consumers prefer digital communication channels over traditional methods

due to their accessibility and convenience.

Despite this, insurance companies have yet to develop a specific method to gauge user activity and

emotions accurately. Nonetheless, there is a readiness to introduce innovations.

In conclusion, the study summarizes the importance of communication channels on customer
behavior within insurance companies, offering recommendations to maintain a leading position

in the market.

The research findings may prove beneficial for any company aiming to communicate effectively
with customers through communication channels, as well as for individuals working
independently in the field of marketing seeking to establish effective customer communication

strategies.

Keywords: Communication channels, customer behavior analysis, insurance company, digital

business environment, CoOBRA method.
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