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Recognize the Factors Affecting on Personalization of Online Insurance and its Impact on the
Customers Loyalty

Abstract

Electronic Insurance as a subset of Electronic Business, with use of internet and information
technology for producing and distributing insurance services has expanded along with the expansion
of internet. Currently, almost all of the insurance companies have internet sites; which in the simplest
form are used to give information about the company and related products and services. In more
complicated forms, they are used as distribution and sales channels. Because of the great number of
institutions dealing with e-business, competition in e-business is continuously increasing. Therefore,
developing and preserving customers’ loyalty is one of the most important objectives of the managers
of internet companies. Personalization of services which means supplying customers’ needs according
to their requests; has also entered to virtual world to attract more customers by applying this concept
in websites. The purpose of the present study is to recognize the factors affecting on personalization of
online insurance and its impact on customer loyalty. The research.is practical regarding purpose and
it’s a survey research regarding nature and methodology and its'method is descriptive — analytical.
This research is investigated in some insurance companies of Urumieh city which are chosen
randomly. The data collection tool was a localized standard questionnaire. In order to analyze the
information, the statistic - descriptive methods; and in order to measure the normality of related
variables, Anderson Darling’s test is used. The research hypotheses are tested using structural
equations method and for analyzing the data, SPSS Y., LISREL, MINITAB are used. The results
indicated that the possibility of online purchasing of policy, online damage claim, providing online
personal discounts and the possibility to reach online insurance news, affect on insurance companies’
customers’ loyalty and the impact of online damage recompense on customers’ loyalty is rejected.
Finally, some suggestions are provided based on the research results.

Key words: electronic business; personalization; online insurance; customers’ loyalty
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