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The Impact of Service Quality on the Clients Satisfaction at

Insurance Companies in Jordan
By:
Aysar Hamad Ali

Supervised By:
Dr. Tareq O. Al-Khaildi
ABSTRACT

The aim of this study is to identify the impact of quality of service
(tangibility, reliability, safety and quick response) on the satisfaction of
the Clients of insurance companies in Jordan. To achieve the objectives
of this study, the researcher prepared a questionnaire to measure the
quality of service on clients satisfaction, and a purposeful sample was
taken from the Clients of the insurance companies in Jordan. The
analytical descriptive method was used, so (¢* *)questionnaires were
distributed. After the examination, verification and exclusion, the final
number of the study sample was (¥1°). To answer the study questions
and test hypotheses, the researcher extracted the arithmetical averages
and the standard deviations.

Accordingly, the study reached many results, the most important
of which was the impact for reliability of quality of service on the
satisfaction of Clients of insurance companies in Jordan and was high.

The most important recommendations were the need to continue
to focus on the quality of the service in terms of its dimensions (tangibility,
reliability, safety and quick response) that contribute to the satisfaction of
the Clients of the insurance companies as they are the mainstay of them.
Keywords: Quality of Service, Clients Satisfaction, Tangibility, Reliability,

Safety, Quick Response, Insurance Companies, Jordan
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