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Measuring the Quality Of Insurance Companies Services in Yemen from

the Perspectives of Customers using the Actual Performance Model: An
Applied Study on the United Insurance company.
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Abstract: '

i The study aimed to measure the quality of insurance service provided by Yemeni insurance :
i companies from the perspective of customers using the actual performance model "SERVPERF" :
¢ with its five dimensions of "reliability, tangibles, empathy, responsiveness and assurance."
i The descriptive-analytical method was used, as well a questionnaire was used to collect data. It was
¢ distributed to 170 customers of the United Insurance Company.
i The study reached a number of results, most notably were: The level of evaluation of the quality of :
i actual insurance service perceived by the customers of the United Insurance Company is high, and :
i therefore there is a high quality provided by the company to its customers.
: Based on the results of the study, a set of recommendations was developed, the most important of :
i which were: Increased attention to the quality of services provided by the company to its customers :
: to maintain their loyalty, which was concluded by their understanding of the quality of its services.

i Keywords: Perceived quality, actual performance, insurance services, insurance companies.
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One-Sample Test

Test Value = 005

df Sig. 2- Mean 95% Confidence
tailedy | Difterence Interval of the
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Lower Upper
m12tol5 | -5.461 149 .000 -.12167 -.1657 -.0776
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