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KEYWORDS ABSTRACT

Buyer satisfaction, Today, with the increase in competitive conditions, the customer-oriented and customer-oriented
Service satisfaction, approach, identifying, strengthening and improving the services that can be provided to reach the
Service improvement, criteria desired by car buyers is the reason for the stability and resistance of car manufacturers.
Insurance service rating, Also, this issue is critical in the insurance industry related to automobile manufacturers due to the
Car manufacturers' insurance competitiveness of this industry and the establishment of startups and online companies. This
company services. research is a survey type in which, based on Pareto's law, some insurance companies affiliated with

automobile manufacturers have been examined in order to determine the relationship between
buyers' satisfaction and the insurance services provided to them in Shahre Rey. Due to the
ineffectiveness of traditional and common methods of measuring service quality from the point of
view of buyers, it is necessary to refer to and use standard tools for measuring service quality. One
of these tools is the Seroperf model. In this research, in order to measure the quality variables of
the services provided, the Seroperf method has been used, and according to the five main variables
of this method, as well as the buyer satisfaction criteria, a main hypothesis and five sub-hypotheses
have been proposed, and the chi-square test has been used to test the hypotheses. Five hypotheses
have been accepted. In order to rank the most important criteria of insurance services provided by
car manufacturers, the factor analysis method has been used; Also, in order to rank insurance
companies and for the quality criteria of their services, a hierarchical analysis method has been
used. In addition, in this research, the complexity of service quality assessment and the
improvement of quality is confirmed due to the different characteristics of services in the studied
statistical population.

Extended Abstract

1. Introduction

strengthening and improving the services that can be provided to reach the criteria desired by car buyers is the reason

for the stability and resistance of car manufacturers. Also, this issue is very important in the insurance industry related
to automobile manufacturers due to the competitiveness of this industry and the establishment of startups and online
companies. One of the key effective factors in differentiating and surpassing competitors is to continuously provide superior
quality to customers. In recent years, organizations have been always looking for ways to improve the quality of services and
also to raise the level of satisfaction of their buyers. Knowing about the mental image of the organization in the opinion of
customers and the relationships governing them, while revealing the weaknesses and strengths of an organization, provides

T oday, with the increase in competitive conditions, the customer-oriented and customer-oriented approach, identifying,
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the basis for adopting appropriate strategies and improving the level of performance. [1]. In addition, attracting and retaining
customers has become very important for organizations [2]. One of the key effective factors in differentiating and surpassing
competitors is to continuously provide superior quality to customers. To survive and last in the current turbulent and
competitive environment, there is no other choice but to improve the performance of the organization [20]. The ability to
monitor the satisfaction of buyers from moment to moment will provide the basis for adopting a suitable policy for survival
in the competitive environment and gaining a higher share of the market. Many organizations have developed methods to
collect information about their customers' needs. It is very important to use a system that can lead to a real numerical index
for customer satisfaction. This issue is of double importance for service organizations that offer an intangible product to their
customers [5]. The complex nature of services is due to their characteristics: intangibility, perishability, high customer
involvement, simultaneity of production and consumption, and heterogeneity [7], [14]. These features, along with the
increase in the share of the service sector, have increased the need for better service quality for companies that seek to
improve financial performance and attract buyers in a very competitive environment [18]. In addition, the different
characteristics of services make the assessment of service quality and, of course, its quality improvement very complicated
[4]. In the meantime, insurance as an economic tool has become a big industry in the country that provides services to
different classes of society. Insurance plays an essential role in strengthening the economic power of society, providing
security and confidence at the society level, as well as expanding production and service activities [7]. The rate of
development of the insurance industry is one of the indicators of the economic development of countries [15].

This research is a survey type in which, based on Pareto's law, some insurance companies affiliated with automobile
manufacturers have been examined in order to determine the relationship between buyers' satisfaction and the insurance
services provided to them in Shahre Rey. The statistical population of this research includes people who used the services of
automobile insurance companies in Shahre Rey for one month at the time of conducting this research. Due to the
ineffectiveness of traditional and common methods of measuring service quality from the point of view of buyers, it is
necessary to refer to and use standard tools for measuring service quality. One of these tools is the Seroperf model. In this
research, in order to measure the quality variables of the services provided, the Seroperf method has been used, and according
to the five main variables of this method, as well as the buyer satisfaction criteria, a main hypothesis and five sub-hypotheses
have been proposed, and the chi-square test has been used to test the hypotheses. Five hypotheses have been accepted. In
order to rank the most important criteria for insurance services provided by car manufacturers, the factor analysis method has
been used; also, in order to rank insurance companies and for the quality criteria of their services, a hierarchical analysis
method has been used. In addition, in this research, the complexity of service quality assessment and the improvement of
quality is confirmed due to the different characteristics of services in the studied statistical population.

In this article, the main goal was to measure the satisfaction of car buyers and also to find a relationship between the
quality variables of insurance services and the level of satisfaction of car buyers. Although the results of the research show a
significant relationship between all 5 dimensions of insurance service quality and buyers' satisfaction, the level of this
relationship is relatively weak. The noteworthy point in this research is the placement of the concrete dimension as the least
important factor in all three research processes, i.e., chi-square test, factor analysis and hierarchy. In this research, the
dimensions of responsiveness and reliability have been selected as the most important factors. After guaranteed, it was in
third place. The next priority is the dimension of empathy. Paying more attention to these factors can make buyers happy and
thus achieve more market share as well as material and spiritual benefits.

In the following, some important definitions of service quality are briefly mentioned:

e Service quality is defined as a degree of difference between the customer's perception and expectations of the
service [22].

e  Service quality is defined as the customer's comprehensive judgment of the superior nature of the service over
similar services with outstanding advantages [17].

e  Service quality is defined as the difference between the customer's perception of the service and her expectations
[21].
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