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Abstract :

This study aims to analysis the impact of the quality of insurance services on the
choice of the external customer of the insurance product so that the study addresses a
set of concepts on the quality, quality foundations, as well as addressing the
dimensions of the quality of services and their measurement models, in addition to
highlighting the customer's external satisfaction and his relationship to the quality of
insurance services as well as factors influencing its perception of the quality of
Insurance services by the company, Whichcan gain the satisfaction of external clients.

As well as in order to arrive at results addressing this study, the impact of the
quality of the recognized insurance services on the external customer option of the
insurance product has been studied in the insurance companies of SAA, LA CAAR,
CRMA and LA CAAT in the Wilaya of Boumerdes. Therefore, a question form for a
sample of 70 external customers has been distributed for statistical processing using
the SPSS V° 23 Program. We have found that external clients with these companies
have expressed satisfaction with the quality of insurance services provided Companies
can bring in new external customers based on the quality of insurance services.

Keywords: Quality insurance service, External customer, Satisfaction, Insurance
product, Dimensions of quality of insurance services.
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Lola@Y) aslal) dlae (CAAT clilill Ljhall 45600 Laadl) sasal oDlaall skt
2012 Olos cciihan daals (12 23a]) ¢ uedll agle

A el AN Alls A s el b dgb gl cpalill GlSHE B Aeddl) i a3 ag
cCidha drala clinliy Glgn Gaadd Bysdie je iwale 55k " CAAT uelill
.2006-2005

S pypdie e ieald) 5SSOl Ly e lajly claasll sasa’ (il Dy e,
2007 ¢Alssall cilacasy dana drals ¢yl agle s &ulanlly Llai@Y) aglall

e Jaall o opiliy asll Sleall dgle o sgall Jld cgeanliin ol ol s
2013 daS e an jla e "AIMIA INSPIRINGLOYALTY

¢ pae Al cdapadll Liagill A0S Gplaal) (elaally Bagad) (el ¢ unall de dana 35
.2006
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U5 ¢ Sogall Cayeaall Dlanll oYy b Layilip A paal) Lasdl) slad Ay ¢ lall aale apa
2017 oo elas ¢yl

¢ g aadlnl (Jo ey dan i ALl Bagad) B)la) ae duedigll Bale] Jal&' (DS Cnysa
2004 <A gadd) Ayl ASLaal) ¢l ¢ piall el

aslell 200 Y) Alaall (gHlaill Capeadl) ae eDlanll Jalas ' cLagine Baga (G das
2003 53,1 <2 232l Llud) o slally Lokl

Dl eliall s ¢ dg¥) dasdall ¢ gl e 301" ¢ biall dgana daad ubie aly Cpen
2017 ¢ cosles cayslly

dxalall cdelibally aoysilly Hdill Bpusaall l ¢"eDlaall daddg Basall 513 " cagan aLIS jucad
2002 o) lee ¢ oY)

DAl ADI ls ¢ ) dadall s Jalae s i) Gasndll ¢ (glins dasas ¢ (She S
2015 eV plee sy

:2002/2001 « pnn chpnalall jlall " Loaril) Laiil) Grgudis 52" ¢ (Sl 2ana ban
(Bsdiia e yfiuale 5K " a)lall dieall Hh5 dgag (e deddl) B3sa aadl A8 dailia
:2008/2007 ¢4l juadd #lad) daals ¢ pucdll agle s duylailly Lalai@B¥) o glal) 40<
sl sl Hawall Hla @leaadll Gigad’ Ay Gldie Chug (aula Jgana el
2010 <Y Glae ¢ dg¥1 dasal)

cGlas dill maliall Jla el doli’ Ay plde Caug (auls Jgana o laall
2003 <o)

slimy 3im ey Ol Ay A0l dardl) 535n G Bassed) 4D Al ¢ ihaias ke
2018/12/30 canlaye daals Lo gall ol

¢ paa ¢ eadd) e AKa "l il Yy aaalidl) tellgiaa) dsl’ ¢gsliall Lilaas didle
o 0 Al (yg0

2002 ¢ oY) colae caaisilly pdall AREN o "l Gagedll el Javia lall 2
2002 ¢ e dni€al) csanad) Luaalall ol ¢ sedll Gl cCind sl bl 2
dae Sdgnll dpadlill 5l sl JAaeS ddpadl Gledl) Bagn" Gup Al ae
2005 ree ¢ yibal) bl daala (A aal) L dl Jlad clalass)

Sl il s Al Laadall ¢ Hladd) 8oty Gaelill (Jie daan s (Cline dama e
2010 e eoles casills
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Sl A Sy ¢ Aupal) daddal) ¢ jeales oS8 jelaie t magadl) ) clla (e Sle
2013 (o) cglae caaysilly

(Olae caisily Haall iyl ¢Alelal 5asall 5)3Y ALlSiall damgiall (e day jee
2001 14 ¢ o2y

Balgd il dedke dagyll Cllgiaall o cualill cilerd Gaged Ay (g pee o 86
pste s dylailly dpalaidl) o slall 440S (ks 503 33 (anadl (AanaliV] aglel) b asle of )5S0
2017 ¢ il ¢ ulapa g 85893 danal daala ¢l

daala <6 2aall (6 alaal) @lal) Alae gl Liayg daaall A0l Bagall’ (Bracgr a8
2016 L)

O oSl la "alalil) asadl )y} Jaae oz W) &l e g dasadd ¢ pal) () 2 bdl) 2o 28
1997 « il Al

astell B ¢ jaial) I3V Gaiat b Lyers ladiall 8 leadll s3ga adly' Baid ald
2012/2011 ¢ elapasy s denal Laalas ¢ el asle g 4ylailly alai)

s 62 el gy pall g a1 Gagedl) bl i ua)) (e S Culd
2007 cduagauedl dnyall ASLaall ¢ yii

caysily Laall ZEEN s 2000 55y cldlieg Allall sagall Bl (lsle (ol auld
2003 o N coles

2006 ¢ olas casill (g5l "@leadll 8 Bagall 5N (lsle (ol als

Olas il O3 ¢ SE Hlaal) ¢ oV daadall CAlalal) sagall 5 ¢lsle il anld
2009 <)

(linaliy gty Gaads 3ygdia i piieale Al ¢"eDlaadl Lony doadil i’ e 50038
2005 ¢sulll Laals ¢ yuedll agle g LalaiBY) aglall LIS

@seall @oriall + Ala Al bl ilesdll s3ga L)y el ghn Ay il
~2011 cralall aud 83 053 ¢ uiluadll) Balgd Jid Gy 058 'CRMA (a3l (slacl
2012

Jisle 3583 "Ganill Ly e agily JUbY1 (b 8 desdl) sasa dlad' ¢ allall oy dgukal
2016 )5 daals ¢ yuail) asle s 4jlailly Lala@V1 o slall LIS cclinalig &gy aads
il 1 e A1 dnadall CBpaal) cilabiiall L sasall (s all G Glalu Osele
2002 ¢V cglae cauyilly il

20071 N coles ¢ Hall elacall o "Alalal saga 8ylal" ¢ygals ASHhall laskes (s gela
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2008 ¢ s A€V cdamalall lall asiiall Grseall' claill o aliall de dane
Olae sl Hall plaall 1y ¢ dgY) dashal) B BNV pall Z bl de e
2003 <o)
o daardaill daodl) Baga (Soine awad & ALl Bagad) )la) aladaul’ ¢ (gad)l) A 2e dana
(Jlae) B3] paadi  unill asle b o) sSall Balgd il dadke dag i ¢"dsiad) Claalal)
2009 « il deals
A (93 VY (plae il il 1 "Eally Bagall 5] Akl ((golall Clasl) de seaa
-
Olas caysilly il dpalall (g)53Ll1 Jly PALalil sasadl Sl cgohall lasll de dana
2009 )Y
O CdalSially dalal) gsedl) Glalal’ (Bl Gabe i eveall auls dgena
2002 ¢yl aly (g3 calial)
Cojlaall e Ll Ll 1 Ldlal) L paal) claddl) saga st (g daes (g e
aste g ALY aglell AS ¢ Saailly Basad) Jon AN ool gl ("cpdacd 8 DaadY)
2007 (sl 8/7 (525K dnals ¢ el
a8y Aae "aaall (62l Liajll (a8 daxdll Bagn duadl' (Cislia algws ¢ s 48)) 3
2017 Oss el dnals (01 22al) ¢ o lial
(Bysdia i iieale 35S0 ¢ Dleall Liay e cilaadll 5aga claasa S ¢ ol ae (L
2012 ¢ glusals dnals cliacsgall Jsall juadll Gacads
"l 8 Bl & el OIS Baga Gl sk QM) de lse ¢ Alia) ilaas
2015 s Bl daals <01 222l ccilulyally Eaganll 3)laY) dlasa
e:daﬂb il %g alolad) sagal) PRIV

(VU LE 01/04/2022 A 10H34) ¢ HTTP://WWW.BISHAEDU.GOV/
Balgd Jail 2530 50 "eDlaall Liay o claadll sags claaaa A1 ol ae e
(Ol ey S o Aaals (50 Brged pacadd (lungall Joall juadll B jiealdl)
.2012/2011
(V) Olee caayslly Hdll aslall ly CBpales alie t Gasdll (Glugew uwse sl
2006 <At daalal)
(O cOlae ¢ IV Amadall caysilly Hasll il ls "Cilardl) Brged’ ¢ jpaal) dals il
.2020
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Ouaald 8 Gl shall 3t 8 L ils L paal) clerdl) saga’ ¢ SSI b dens alug -
cOmanald (A daala (Jlae] 53] Ganads jivale 5K " eDlaally oY) b dgag e

2010

Glabiiall Jsagall o) ol Sl e Eul ¢ Laall ale deas ¢ Sl ans Chuy -
2003 ¢ Js¥) dnsdall )1 colas caigilly sall dualall (£ 1 s cdanilly dualiy)
Ao 3l A Abalil) Bagall HaY oanlia) jeall' (saliall (5358 adla ¢ Slall pns Chsgy -

2008 ¢ 3hall (AdsSh) daals (Al aglall dlas o sy Jalae & daindad Zualyd ¢ eDlanl)

rdaialy) Aallly aalyal) | Ll
J. LENDREVIE, D. LINDON, « MARCATOS », EDITION DALOZ, PARIS,
FRANCE, 2006.

MICHEL. P, « MARKETIG DES SERVICE TOURISTIQE ETHOTELIERS », ELLIPS
EDITION, FRNACE, 2001.

BENOIT MEYRONIN, CHARLES DINTANDY, «DuU MANAGENT AU
MARKETING DES SERVICES », EDITION DUNOD, PARIS, FRANCE, 2007.

P. KOTLER ET, DUBOIS, « MARKTING MANAGEMENT » PUBLIUNION,
9EME EDITION, PARIS, FRANCE, SANS ANNEE DE PUBLICATION.

ABDULLAH SEDDIKI, « MANGEMENT DE LA QUALITE », OFFICES
PUBLICATIONS UNIVERSITAIRE O.P.U, ALGER, 2003.

C. TRONROOS, “INSURANCE QUALITY MODEL AND ITS MARKETING
IMPLICATIONS”, EUROPEAN JOURNAL OF MARKETING,VOL.18, N°:04.

BERTRAND LOUAPRE, « LA QUALITE S'IL VOUS PLAIT », LES EDITIONS
D’ORGANISATION, PARIS, FRNACE, 1992.
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Gl

CORRELATIONS

dib el A8l o LeY oo ledeY ! dnlaiwY ! Lwealall /VARIABLES=

/PRINT=TWOTAIL NOSIG
/MISSING=PAIRWISE.

Correlations

Output Created
Comments

Input

Missing Value Handling

Syntax

Resources

Notes

Data

Active Dataset
Filter

Weight

Split File

N of Rows in Working Data
File

Definition of Missing

Cases Used

Processor Time

Elapsed Time

26-JUN-2022 21:13:27

C:\Users\2016\Documents\D
.savs_Sadll 3wl 3_Seesktop\

DataSetl
<none>
<none>
<none>

70

User-defined missing values

are treated as missing.

Statistics for each pair of
variables are based on all the
cases with valid data for that

pair.
CORRELATIONS

4 saldll /VARIABLES=
B, Y dlae V) dlsiuy)
abalal)

/PRINT=TWOTAIL NOSIG
IMISSING=PAIRWISE.
00:00:00.02

00:00:00.03
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Correlations

aus galall FRPCRY] Lalaic ) @y oy calalail]
Gus galdll Pearson Correlation 1 .350™ .579™ .154 .495™
Sig. (2-tailed) .003 .000 204 .000
N 70 70 70 70 70
EEENY Pearson Correlation .350" 1 .833" -.169- .822"
Sig. (2-tailed) .003 .000 161 .000
N 70 70 70 70 70
Loalaie Y Pearson Correlation 579™ .833" 1 .074 .801™
Sig. (2-tailed) .000 .000 543 .000
N 70 70 70 70 70
@y, WY Pearson Correlation .154 -.169- .074 1 -.037-
Sig. (2-tailed) 204 161 543 763
N 70 70 70 70 70
akalaill Pearson Correlation .495™ .822™ .801" -.037- 1
Sig. (2-tailed) .000 .000 .000 763
N 70 70 70 70 70

**_Correlation is significant at the 0.01 level (2-tailed).

DATASET ACTIVATE DataSet1.

sav's ySdadl by Lasw!\

/COMPRESSED.

DATASET ACTIVATE DataSet1.

3 1S IoSAVE OUTFILE="C:\Users\2016\Documents\Desktop\

sav's y Sl by Ladiw !\ 5 S SAVE OUTFILE='C:\Users\2016\Documents\Desktop\

/COMPRESSED.

DATASET ACTIVATE DataSet1.
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sav's 3 Sdadl by Llaswl!\ 5, SiSAVE OUTFILE='C:\Users\2016\Documents\Desktop\

/COMPRESSED.

DATASET ACTIVATE DataSet1.

sav's 3 Sdadl by Ladw!\ 5, SiSAVE OUTFILE='C:\Users\2016\Documents\Desktop\

/COMPRESSED.

DATASET ACTIVATE DataSet1.

.sav's 3 Sdadl by Ladw!\ 5 1 SIiSAVE OUTFILE='C:\Users\2016\Documents\Desktop\

/COMPRESSED.

DATASET ACTIVATE DataSet1.

.sav's ySdadl by Ladw!\ 5 1 SIiSAVE OUTFILE='C:\Users\2016\Documents\Desktop\

/COMPRESSED.

DATASET ACTIVATE DataSet1.

.sav's ySdadl by Ladw!\ 5 1 SIiLSAVE OUTFILE='C:\Users\2016\Documents\Desktop\

/COMPRESSED.

DATASET ACTIVATE DataSet1.

sav's ySdadl by Ladw!\ 5 1 SIiSAVE OUTFILE='C:\Users\2016\Documents\Desktop\

/COMPRESSED.

DATASET ACTIVATE DataSet1.

sav's ySdadl by Ladw!\ 5 SIiLSAVE OUTFILE='C:\Users\2016\Documents\Desktop\

/COMPRESSED.

CORRELATIONS

Lws Uil Loyl diblasdr 48l oY1 oo ladieY ! dulaiwY ! dwealall /VARIABLES=

- U I ST

el a5 Las Jed¥y oale Y| el 5,



Gl

/PRINT=TWOTAIL NOSIG
/MISSING=PAIRWISE.
Correlations
Notes
Output Created
Comments

Input Data

Active Dataset
Filter

Weight

Split File

N of Rows in Working Data
File

Missing Value Handling Definition of Missing

Cases Used

Syntax

Resources Processor Time

Elapsed Time

26-JUN-2022 21:21:29

C:\Users\2016\Documents\D
.save_Saall 3 jlaiul 5 Sieesktoph

DataSetl
<none>
<none>
<none>

70

User-defined missing values

are treated as missing.

Statistics for each pair of
variables are based on all the
cases with valid data for that

pair.
CORRELATIONS

4 saldll /VARIABLES=
B, Y dlae V) dlsiay)
G sl ) Audliall Lia ) Calabal)

Y5 VeV iy el 32

il ailad
IPRINT=TWOTAIL NOSIG
IMISSING=PAIRWISE.

00:00:00.02

00:00:00.02
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Gl

Correlations

s galal) Alaiay) Loldey)  Adlly oYl bl Laa i Gdlia)

G galal) Pearson 1 672" 724" .855" .282" 529" 460"

Correlation

Sig. (2-tailed) .000 .000 .000 .018 .000 .000

N 70 70 70 70 70 70 70
sty Pearson 672" 1 .602" .560" 192 451" .459™

Correlation

Sig. (2-tailed) .000 .000 .000 112 .000 .000

N 70 70 70 70 70 70 70
Lalaie Y Pearson 724" .602" 1 .650™ .218 547" 548"

Correlation

Sig. (2-tailed) .000 .000 .000 .069 .000 .000

N 70 70 70 70 70 70 70
ally gy Pearson .855™ .560" .650" 1 .283" A87" AT71”

Correlation

Sig. (2-tailed) .000 .000 .000 .017 .000 .000

N 70 70 70 70 70 70 70
abalal] Pearson .282" 192 .218 .283" 1 .193 154

Correlation

Sig. (2-tailed) .018 112 .069 .017 .109 .204

N 70 70 70 70 70 70 70
L)l Pearson .529™ 451" 547" 487" .193 1 .886™

Correlation

Sig. (2-tailed) .000 .000 .000 .000 .109 .000

N 70 70 70 70 70 70 70
Aualid) Pearson .460™ 459" .548" A717 .154 .886" 1

Correlation

Sig. (2-tailed) .000 .000 .000 .000 .204 .000
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N 70 70 70 70 70 70 70
i) Pearson .466™ .435™ .640™ 4117 .116 .903™ .866™
Correlation
Sig. (2-tailed) .000 .000 .000 .000 .338 .000 .000
N 70 70 70 70 70 70 70
s sl Pearson 529" 451" 547" 487" .193 1.000"  .886"
Correlation
Sig. (2-tailed) .000 .000 .000 .000 .109 .000 .000
N 70 70 70 70 70 70 70
by il 300 Pearson .228 257" .128 .170 .500" .383" .351"
Correlation
Sig. (2-tailed) .058 .032 291 .160 .000 .001 .003
N 70 70 70 70 70 70 70
i¥ly SleN) Pearson 529" 451" 547" 487" .193 1.000™ .886™
B Correlation
Sig. (2-tailed) .000 .000 .000 .000 .109 .000 .000
N 70 70 70 70 70 70 70
cidl g=ilad  Pearson 460" 459" .548" 4717 .154 .886" 1.000™
Correlation
Sig. (2-tailed) .000 .000 .000 .000 .204 .000 .000
N 70 70 70 70 70 70 70
Correlations
el s 2l Gl 530 JedVly eVl gl jaliad
s galall Pearson Correlation  .466™ 529" .228 .529™ .460™
Sig. (2-tailed) .000 .000 .058 .000
N 70 70 70 70 70
syl Pearson Correlation 435" 451" 257" 451" 459"
Sig. (2-tailed) .000 .000 .032 .000
N 70 70 70 70 70
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Lalaic V)

ally, gy

L

Aualiall

el

sl

Sl g2l 324

eyl ey

Pearson Correlation
Sig. (2-tailed)

N

Pearson Correlation
Sig. (2-tailed)

N

Pearson Correlation
Sig. (2-tailed)

N

Pearson Correlation
Sig. (2-tailed)

N

Pearson Correlation
Sig. (2-tailed)

N

Pearson Correlation
Sig. (2-tailed)

N

Pearson Correlation
Sig. (2-tailed)

N

Pearson Correlation
Sig. (2-tailed)

N

Pearson Correlation
Sig. (2-tailed)

N

.640™

.000

70

411"

.000

70

116

.338

70

.903"

.000

70

.866™

.000

70

70

.903"

.000

70

.364"

.002

70

.903™

.000

70

547"

.000

70

487"

.000

70

193

.109

70

1.000"

.000

70

.886"

.000

70

.903"

.000

70

70

.383"

.001

70

1.000™

.000

70

99

128

291

70

.170

.160

70

.500™

.000

70

.383"

.001

70

.351"

.003

70

.364"

.002

70

.383"

.001

70

70

.383™

.001

70

547"

.000

70

487"

.000

70

193

.109

70

1.000"

.000

70

.886™

.000

70

.903"

.000

70

1.000™

.000

70

.383"

.001

70

70

.548™

.000

70

471

.000

70

154

.204

70

.886"

.000

70

1.000™

.000

70

.866"

.000

70

.886"

.000

70

.351"

.003

70

.886™

.000

70



Gl

zidl g=llai  Pearson Correlation  .866™ .886™
Sig. (2-tailed) .000 .000
N 70 70

.351" .886™ 1
.003 .000
70 70 70

**_Correlation is significant at the 0.01 level (2-tailed).

*. Correlation is significant at the 0.05 level (2-tailed).

wib L)l + A8y LY+ dooLaseY ! + i lriwY | + dw gt ) COMPUTE axl=

EXECUTE.

+ eV eV F Gl 5ot jaw | Fpasexi )l + dwslia ! + Lsy 1t COMPUTE ax2=

Zhel pSlas
EXECUTE.
CORRELATIONS
/VARIABLES=ax1 ax2
/PRINT=TWOTAIL NOSIG
/MISSING=PAIRWISE.
Correlations
Notes
Output Created
Comments

Input Data

Active Dataset
Filter

Weight

Split File

N of Rows in Working Data
File

Missing Value Handling Definition of Missing

100

26-JUN-2022 21:23:50

C:\Users\2016\Documents\D
.savs_Sadl 3l 5 Sesktoph

DataSetl
<none>
<none>
<none>

70

User-defined missing values

are treated as missing.
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Cases Used

Statistics for each pair of
variables are based on all the

cases with valid data for that

pair.
Syntax CORRELATIONS
/VARIABLES=ax1 ax2
/PRINT=TWOTAIL NOSIG
IMISSING=PAIRWISE.
Resources Processor Time 00:00:00.02
Elapsed Time 00:00:00.01
Correlations
axl ax2
axl Pearson Correlation 1 .583"
Sig. (2-tailed) .000
N 70 70
ax2 Pearson Correlation .583™ 1
Sig. (2-tailed) .000
N 70 70
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