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Factors affecting loyalty and its relation to customer loyalty and its
impact on the market share of the Palestinian insurance companies

Prepared by: Salah Ahmad abdel Fattah Al- Meme
Supervised by: Dr. Kamel Abu Kweik

Abstract

This study aimed to identify the factors affecting loyalty and its relation to customers’
loyalty. It tried to recognize the impact of loyalty on the market share of the Palestinian
insurance companies. As well, it intended to examine whether there were statistically
significant effects of the factors affecting loyalty and its relation to customers’ loyalty and
the impact on the market share of the Palestinian insurance companies. That includes
examining the effect of reputation and image of the insurance company, the behavior of
employees (marketers), the speed of payment of compensation) on the loyalty of customers
of insurance companies, and on the market share of insurance companies operating in
Palestine.

To achieve the objectives of the study, the descriptive analytical method, which is based on
the study and analysis of the phenomenon, was adopted. A questionnaire was used as a tool
for collecting primary data. The study population consisted of all 7 insurance companies
operating in Palestine. The study sample was selected by random stratified method, and
consisted of (380) customers of the insurance companies operating in Palestine. The
researcher used the Statistical Package for Social Sciences (SPSS) program to examine the
hypotheses of the study and to analyze the data and reach the main results that answer the
study's questions. The study used the arithmetic averages, the standard deviations, the
linear regression equation analysis, Spearman correlation coefficient and other statistical
tests.

The study concluded a number of results, the most important of which was that the total
degree of factors influencing customer loyalty was high, and it was clear that the highest
arithmetic averages were in favor of the field of employees’ behavior (marketers), while
the field of customer loyalty was at the lowest of the arithmetic averages. On the other
hand it was clear that there was no statistically significant relationship between the factors
influencing customer loyalty and the market share of Palestinian insurance companies.
While there was an effect of the factors influencing loyalty (quality of services, reputation

and image of the insurance company, the behavior of employees (marketers), the speed of



compensation payment) on customers’ loyalty, and that the effect was strong and the
relationship between them was positive.

Based on results of the study, some conclusions and recommendations have been reached
that may help to achieve a higher degree of loyalty of customers towards the insurance
companies. The most important of these recommendations is the need for insurance
companies to set a time limit to pay compensation to customers, as the delay in the
payment of compensation by some companies operating in the insurance sector in Palestine
has negatively affected the loyalty of customers, and the renewal of their insurances, which
has led to weak the growth of the market share. There is a need to subject employees
working at Insurance companies that have direct contact with customers for training
courses in communication skills, because customers are influenced by the behavior of
employees and how they deal with customers. As well, the insurance companies should
develop their services, and keep pace with global technological developments by providing
customers with some insurance products (online), such as travel insurance and cars.
Insurance companies have to recommend to the Capital Market Authority and Insurance
Control to amend the policy of paying installments and comprehensive vehicle insurance
documents to become one year installment instead of the currently six months installment,
so as to facilitate customers’ businesses.

key words

Factors Affecting Loyalty, Customers’ Loyalty, Market Share.
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