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Abstract

The aim of this study was to analyze the impact of customer service quality on
customer satisfaction in insurance companies in Riyadh, with a focus on the role
of delayed claims payments as a significant factor affecting the relationship
between the two parties. The importance of this study stems from the need for
Insurance companies to enhance customer satisfaction and retain customers
amidst the intense competition in the Saudi market. The study focused on
customer service quality as a key element to achieve this goal, addressing four
main dimensions of service quality: tangibles, which include the physical
environment and equipment; reliability, which refers to the company's
trustworthiness; assurance, which is related to customers' confidence in their
dealings; and responsiveness, which measures the company's ability to meet

customer demands quickly and efficiently.

The study adopted a descriptive analytical approach to collect and analyze data.
A survey was distributed to a sample of 43 clients from insurance companies in
Riyadh, including major companies such as the Cooperative Insurance, Al Rajhi
Takaful, and Bupa Arabia Insurance. The results of the study showed a positive
relationship between customer service quality and customer satisfaction.
Customers confirmed that professionalism and efficiency, such as employee
cleanliness, appearance, and prompt responsiveness, enhance their satisfaction
with the services provided. The results also indicated that assurance in handling
personal data, whether through electronic services or direct interaction,

significantly contributes to building trust between customers and companies.

On the other hand, the study revealed that delayed claims payments negatively
impact customer satisfaction and reduce their trust in companies, leading them to
seek alternatives. The study also highlighted the importance of modern

technology, as advanced electronic services, such as rapid response to inquiries
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and high data protection, contributed to improving customer satisfaction and
increasing loyalty. Furthermore, the study showed that customers value the speed
of transaction processing and the immediate and accurate provision of services,
which enhances their experience and strengthens their connection with the

companies.

The study concluded with several recommendations, the most prominent being
the need to expedite the claims payment process to ensure customer satisfaction
and loyalty. It also recommended developing customer service employees' skills
through specialized training programs, improving the infrastructure of physical
and electronic services, and investing in artificial intelligence technologies and

intelligent systems to improve response speed and enhance efficiency.

The study showed that customer service quality is not only a factor influencing
customer satisfaction but also a strategic element for the sustainable success of
insurance companies and enhancing their competitiveness in the market.
Therefore, improving service quality is an urgent necessity for insurance
companies wishing to enhance customer satisfaction and increase loyalty in the

long term.

Keywords: Customer service quality, customer satisfaction, insurance
companies, professionalism, responsiveness, assurance, tangibles, Riyadh,

electronic services, customer loyalty.
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