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Abstract
Objective: The main aim of this study was fwroposea developed model to
investigate factors affecting I|ife insur

insurance industry usgg structural equations and stratified regression analysis.
Methodology: This study was descriptiv@nalytical. The statistical population
consists the customers of one insurance company, as a pilot insurance company in
Iran. Cochran's formula was usedddgermine the sample siz8ampling was done

from 355 customers of an insurance company who are in the stage of paying the
insurance installments and the group who used the insurance benefits. Data were
collected by a researcherade questionnaire based dre tSERVQUAL model
electronically on the web and analyzed by structural equation modeling and
stratified regression approach.

Finding: Thefindingsof this study based on structural equation modeling show that

in the five dimensions of the SERVQUAL modédigtcurrent situation, the level of
customer satisfaction of the second group is significantly lower than the customers
of the first group This means that customers who have reached the stage of
receiving life insurance benefits are less satisfied wighitiurance services.

Conclusion The hypothesis of customer satisfaction in all aspects of the model is
rejectedaccording to the results of this studyhis shows that the level of life
insurance customedissatisfaction is not in a favorable situatiom stratified
regression analysis, the factor of inflation and-fidfillment of promises given to
customers when selling insurance by the comparye as the most important
factors of customer dissatisfaction. The biggest gap was in the dimension of
empathyin both groups. Thereford, is necessary to have appropriate policies by
the insurance company in the dimension of empathygwidg importanceand
compassiono customersrad payingspecial attention to each customer in the future
plans of insurance companies. Educating and persuading employees to deal properly
with customers and not exaggerating the promises made to customers when selling
life insurance can also be important and effective measures in providing customer
satisfaction.
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