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Investigating the effect of service quality and advertising on the
satisfaction of life insurance policyholders (Case study of Dana
insurance branches in Lorestan province)

Khadijeh Beiranvand®, Rahim Beiranvand®

"Master of Business Administration, majoring in Marketing

2ph.D. student of business administration, majoring in marketing management

Abstract

Due to the increase in competition in the insurance industry and the growth of customers' expectations, the goal of
all insurance companies is to provide appropriate and satisfactory services to customers. Therefore, the present study
aims to identify the impact of service quality dimensions and advertisements on the satisfaction of life insurance
policyholders of Dana Insurance Company in Lorestan. This research is applied in terms of purpose, descriptive-
survey in terms of nature (type of method) and cross-sectional in terms of time. The statistical population of this
study was the customers of Dana Insurance Company (branches of Lorestan province) and the statistical sample
consisted of 150 customers. The required information was collected using a questionnaire. The results of the
inferential analysis of the data, which was carried out using Spearman's correlation coefficient, show that with the
increase of each of the examined dimensions, the service quality variable (feelings, confidence, responsiveness,
empathy, trust) and the advertisement variable (awareness, interest, desire, purchase) increase satisfaction.
Customers increase. Also, the highest to the lowest correlation coefficient regarding the service quality variable
respectively belongs to the dimensions (confidence, trust, empathy, responsiveness, feelings) and regarding the
advertising variable respectively belongs to the dimensions (purchasing, interest, desire, awareness). Therefore, by
emphasizing as much as possible on factors with a higher correlation coefficient, it is possible to increase customer
satisfaction.

Keywords: service quality, advertising, customer satisfaction, Spearman's correlation test
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