VWAL Ol ) §5los comidmen Sl (255 = sale) dnnyi 5 25 dlos

Ll ogz § Chus i Olasuin Doldi  pwoxiw
Ol 33 Ol dow CF 4 163390 (o) ) Mo Caxid Jd Do
(Olgao!

ol o

oBuils olaidl 5 (g, pgle cuSisls Lol
Ol

VY Syl (52

Slbo G855k o pae wll wlis S

BV

?
OL:A&_U:,.A.'.'S@u;_(LA)};:.f‘;;L.a:.Elw}:jv\,i:)J;WJwLAuzLébbc_t.aabfl
s (oS 1 K5 o SlediS ol 5 A saCmis Oy 4ty S oSl ol 5 2B
ul;l‘caéfi:iM)'Y)QM"\Q.\L@GJJJ_,A)J:EJb);g;.pﬁq.{uﬁol.@,g-ﬁg‘gyj.w
P S Al e OUT a5 0 e sl a3 655 s 3 Ole L 5 Sl
53 Sladst CdS ol o as L O e Sulsy 53 uldS (6la ) e 1 (S Ol 4 Sl
2348 55 Ol Ol oo Dl Il 2518 (S OS5 Shae 4 (6305 Ol 4 oy Zto
6@‘)>.>.>Jf@gwgaﬁ;ﬁbdﬁldﬁhqu)wt):&bbbb%f‘wiﬁl
Slods CiS o sgie 05153 Lol (5508 SIS Coda (Dlods CoiST GO ol #ol
SR omlecplplula s iae b e Olle s S5k 4 dde ) OIS aw el ol lulis
Codon U cladle s Jobls 550 a3 Olale 53 Sledst oS s o slSs i Sl 4 4 b
ol 4o Slodst i8S Slaasede 4w Sals) Sledst CudS ¥ Sl ¥(55a8) OIS (6,80 5101

zahraabolhasani@yahoo.com 1 s ok 5 =

WWARZ/Y 5y sl VWAMNV/Y 855 56



(i —oode) ¥ 6 Lo tanwgi g giilo aloxo \74

b 3 DLl (65T aar (sliwl 5 53 Wl 455 8 S e Cats 53 (Slads Sl o pmu
IS i o) soleT amsle ol ot oslinal asliiu 5 (e s 4bOLL (ST (glailiuls”
r.(:‘.l_sJA_iA_?j\_i.M\rAv s, U opsyg 0 5 Olgtesl Ol 53 O 5l dews &S5 OLST,
Wl okt ool amalr 57 (655 2 (5bT (Sl oot 5 ol 458 K5 g (5 405 5L Tamal
P S N (NP R ‘ﬁu_:;f LS o 5 5T Sl Jotls OIS ol Ol (5,5 05100 g

el 0k dsloes Y/YYFOR s Olginsl Ol 3 Ol ) ey &S5 5 Sledst oS

L eSS g Sl sl e (i oLy colads coaST sl e I [ sunls” (SWolg
I g i S Is

MY, M¥), GYY: JEL (suisdinb

Measuring the Difference Between Quality
Characteristics and Delivery of Service.in the Insurance

Industry (The Case of Iran Insurance Company in the Isfahan
Province)

Dr. Arash Shahin

Assistant Professor of the University of
Isfahan

Zahra Abolhasani

Master of Business Administration-
Marketing

Abstract

Nowadays service industry:plays an essential and significant role in economic
growth and development of nations, while the role and importance of insurance
industry as a supporting base of other industries is apparent. On the other hand, the
world of insurance is rapidly changing and getting competitive and correct
understanding of customers' requirements and their satisfaction are essentials for
organizationsto survive and grow. Superior service quality has been recognized as a
key player in satisfying customers. In the insurance industry, service quality is
mostly dependent upon personnel performance. Therefore, it can be argued that in
this industry, the quality of internal service is a strategic means towards customer
satisfaction: In the modified model of service quality gaps, seven major gaps have
beenaddressed of which, three gaps are related to the internal environment of
organization. Therefore, this investigation has been conducted in the insurance
industry considering the important role of internal service quality gaps in structuring
internal environment of organizations and based on the measurement of the third
internal service quality gap, i.e. the difference between quality characteristics and
delivery of service. The collected data is both library and questionnaire based. The
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statistical population of this research includes all of the personnel of the Iran
Insurance Company in the province of Isfahan from mid of March to mid of June
Y+ +A. Due to the small size of statistical population, sampling has not been
performed and statistical analysis has been made on the whole population. The third
internal gap has been measured using descriptive analysis and it has been computed
as Y. YYo4q at the studied company.

Keywords: Internal service quality gaps, Job satisfaction, IntServqual, Internal
market, Internal customer
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