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Investigate the relationship between the quality components of
Insurance services and improve the performance of Iranian
insurance companies in Mashhad

Abstract

Considering the increasing role of service organizations in various economic fields and the importance of quality
issues in the competitive arena, the issue of service quality and organizational performance is recognized as one
of the strategic levers and key axes in the competition. Therefore, the purpose of this study was to investigate the
relationship between the quality components of insurance services and improve the performance of Iranian
insurance companies in Mashhad. The present research is a descriptive-survey-correlational study, which is
applied in two ways: library (describing theoretical foundations and internal and external backgrounds) and the
field [by the standard questionnaire of Benfiari services quality (1394) and standard organizational performance
questionnaire Adel (1395)], the data were collected. The statistical population consisted of managers, assistants,
experts and employees of Iran Insurance Insurance Branch in khorasan razavi province (located in Mashhad)
with 95 people. According to the sample size of Grizzly and Morgan, a statistical population of 95 people was 76
individuals. Were selected (all counting method).In order to describe the demographic characteristics of mean
statistics, variance, standard deviation and inferential analysis of data, K-S test was used to verify the data
normality, Spearman correlation coefficient was used to examine the relationship between the assumptions and
Friedman rank test.After analyzing the data using SPSS software, the results showed a positive and significant
relationship between all the quality components of service provision including service, innovation, technology
and commitment with improvement of performance with the performance of Iranian insurance agents in
Mashhad city.

Keywords: Service Quality, Performance Improvement, Iran Insurance, Mashhad City
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