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14 - Arash, shahin ; A famework for determining and prioritizing critical

factor in_deliviering quality services, department of management,
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Spss s Aa 3 a8 3alal)

One-Sample Kolmogorov-Smirnov Test

e glaal) L gl 4383 Aalal) il gad) ey laiuy okt
Juaiyl g A galall
Kolmogorov-Smirnov Z ,762 ,822 1,301 1,501 1,077
Asymp. Sig. (2-tailed) ,607 ,509 ,068 ,022 ,196

One-Sample Kolmogorov-Smirnov Test

FOR)

Agialal) cileadl) Baga

Kolmogorov-Smirnov Z

2,062

,509

Asymp. Sig. (2-tailed)

,000

,958

a. Test distribution is Normal.

b. Calculated from data.



Reliability Statistics

Cronbach's N of Items
Alpha
,936 34
Item-Total Statistics
Scale Mean if | Scale Variance if | Corrected Item- Cronbach'’s
Item Deleted Item Deleted Total Alpha if Item
Correlation Deleted

Juaiyl g cila glaall L ol gi< 154,7280 367,660 ,695 ,934
L galal) dabal) il g 154,7823 357,812 772 933
Ly 154,8973 359,748 ,751 ,933
Lty 154,7573 361,082 769 933
o) 154,7123 362,955 ,790 ,933
) 154,5723 362,782 ,716 ,933
Aol cilaadl) 3aga 154,7443 360,723 ,928 ,932




Statistics

il s gs daladll &l gl ratail) (s ginal) Q1 Q2
(ibead) Jana gial) 1,5000 1,0400 1,5800 2,0600 3,6000 3,7000
s Sl il ) 50508 ,19795 94954 65184 88063 83910
Statistics
Q3 Q4 Q5 Q6 Q7 Q8 Q9
() B gial) 4,0200 3,9600 3,4600 3,6600 3,7800 3,7800 3,7200
s Jkaall il ady) 89191 1,27711 1,24884 96065 93219 81541 92670
Statistics
Q10 Q11 Q12 Q13 Q14 Q15 Q16
i) o gial) 2,8800 3,9600 3,9600 3,9000 3,7600 3,9800 3,5600
6 el il alY) 1,04276 83201 85619 83910 1,00122 71400 1,05289
Statistics
Q17 Q18 Q19 Q20 Q21 Q22 Q23
(i) s gial) 3,5400 3,6000 3,6200 3,5800 3,5400 3,4800 3,7200
s Sal) i aRy) 1,09190 94761 90102 85928 90824 1,01499 80913
Statistics
Q24 Q25 Q26 Q27 Q28 Q29 Q30
(i) Jans gial) 3,7800 3,7400 3,5400 3,8600 3,8000 3,6200 3,6800
(s Jhaall il ady) 76372 82833 86213 83324 96890 69664 76772




Statistics

Q31 Q32 Q33 Q34 e glaall L ol 5 Aalal) il s
Juasy) g T galdl)
(i) Jan giall 3,8400 3,8400 3,7800 4,0600 3,7243 3,6700
gl ) Y ,73845 ,73845 , 16372 ,73983 ,50425 ,78480
Statistics

Talaiey) Ay o) PR Aoiualal) cilasdll 3a g
(i) Jan giall 3,5550 3,6950 3,7400 3,8800 3,7080
$ Jxall Gl ) ,713936 ,67818 ,59966 ,66478 ,57626

Correlations
Cila glaalf L o gi€3 Latal) i gal) Loy
Juai¥l g s galal)

Juaiyl g cila glaall Lia ol 935 Pearson Correlation 1 400™ 279"

Sig. (2-tailed) ,004 ,050

N 50 50 50
A galal) Lpalal) il s Pearson Correlation 400 1 555"

Sig. (2-tailed) 004 ,000

N 50 50 50
Aalaiey) Pearson Correlation 279" 555" 1

Sig. (2-tailed) ,050 ,000

N 50 50 50
iy Pearson Correlation 325" 576" 762"

Sig. (2-tailed) 021 ,000 ,000




N 50 50 50
Y] Pearson Correlation 417 ,703™ ,559™
Sig. (2-tailed) 003 ,000 000
N 50 50 50
EE Pearson Correlation ,290" 512" ,683™
Sig. (2-tailed) 041 ,000 ,000
N 50 50 50
Aaialil) cilasdl) 33 ga Pearson Correlation 411" ,815™ 861"
Sig. (2-tailed) 003 ,000 ,000
N 50 50 50
Correlations
Alanay) ok PEIT el cilaadl) 5352
Juaiy g cila glaal) L ol g€ Pearson Correlation ,325 417 290" 4117
Sig. (2-tailed) 021 003 041 003
N 50 50 50 50
A galal) dabal) il g Pearson Correlation 576" ;703 512" 815
Sig. (2-tailed) ,000 ,000 000 000
N 50 50 50 50
Laiey) Pearson Correlation 762" 559" 683 861"
Sig. (2-tailed) ,000 ,000 000 000
N 50 50 50 50
iy Pearson Correlation 1" 554" 633" 849
Sig. (2-tailed) ,000 000 000
N 50 50 50 50




*k

Kk

ke

o Pearson Correlation 554 1 ,592 ,810
Sig. (2-tailed) ,000 ,000 ,000
N 50 50 50 50

Ay Pearson Correlation 633" 592" 1 818"
Sig. (2-tailed) ,000 ,000 ,000
N 50 50 50 50

Lalal) cilaail) 5292 Pearson Correlation 849 8107 818" 1"
Sig. (2-tailed) ,000 ,000 ,000
N 50 50 50 50

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

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




Frequency Table

odadl
Frequency Percent Valid Percent Cumulative
Percent
Valid 3 25 50,0 50,0 50,0
o 25 50,0 50,0 100,0
Total 50 100,0 100,0
O _g s
Frequency Percent Valid Percent Cumulative
Percent
Valid 38 48 96,0 96,0 96,0
il 30 2 4,0 4,0 100,0
Total 50 100,0 100,0
Jaladll &l gdaw
Frequency Percent Valid Percent Cumulative
Percent
Valid < sius o Ji 32 64,0 64,0 64,0
10-5 ¢ 12 24,0 24,0 88,0
20-10 ¢ 1 2,0 2,0 90,0
G Led 420 e 5 10,0 10,0 100,0
Total 50 100,0 100,0
q‘ﬁu‘_d Shall
Frequency Percent Valid Percent Cumulative
Percent
Valid st 8 16,0 16,0 16,0
S 32 64,0 64,0 80,0
Lle el g 9 18,0 18,0 98,0
AT @l giua 1 2,0 2,0 100,0
Total 50 100,0 100,0




¥ 5 e gl L o iS5

Frequency Percent Valid Percent Cumulative
Percent
Valid 2,57 1 2,0 2,0 2,0
2,79 2 4,0 4,0 6,0
2,93 1 2,0 2,0 8,0
3,00 2 4,0 4,0 12,0
3,07 1 2,0 2,0 14,0
3,14 1 2,0 2,0 16,0
3,21 3 6,0 6,0 22,0
3,36 2 4,0 4,0 26,0
3,43 1 2,0 2,0 28,0
3,50 2 4,0 4,0 32,0
3,57 3 6,0 6,0 38,0
3,64 4 8,0 8,0 46,0
3,71 2 4,0 4,0 50,0
3,86 4 8,0 8,0 58,0
3,93 1 2,0 2,0 60,0
4,00 5 10,0 10,0 70,0
4,07 5 10,0 10,0 80,0
4,14 1 2,0 2,0 82,0
4,21 2 4,0 4,0 86,0
4,29 2 4,0 4,0 90,0
4,36 2 4,0 4,0 94,0
4,57 1 2,0 2,0 96,0
4,64 2 4,0 4,0 100,0
Total 50 100,0 100,0
A galall palall i) gal)
Frequency Percent Valid Percent Cumulative
Percent
Valid 1,00 1 2,0 2,0 2,0
2,00 1 2,0 2,0 4,0
2,50 3 6,0 6,0 10,0
2,75 1 2,0 2,0 12,0
3,00 3 6,0 6,0 18,0
3,25 I 14,0 14,0 32,0




3,50 7 14,0 14,0 46,0
3,75 5 10,0 10,0 56,0
4,00 10 20,0 20,0 76,0
4,25 4 8,0 8,0 84,0
4,50 1 2,0 2,0 86,0
4,75 5 10,0 10,0 96,0
5,00 2 4,0 4,0 100,0
Total 50 100,0 100,0
dalaisy)
Frequency Percent Valid Percent Cumulative
Percent
Valid 2,00 3 6,0 6,0 6,0
2,25 1 2,0 2,0 8,0
2,50 4 8,0 8,0 16,0
3,00 6 12,0 12,0 28,0
3,25 4 8,0 8,0 36,0
3,50 3 6,0 6,0 42,0
3,75 9 18,0 18,0 60,0
4,00 12 24,0 24,0 84,0
4,25 4 8,0 8,0 92,0
4,50 1 2,0 2,0 94,0
4,75 1 2,0 2,0 96,0
5,00 2 4,0 4,0 100,0
Total 50 100,0 100,0
Lty
Frequency Percent Valid Percent Cumulative
Percent
\Valid 2,00 2 4,0 4,0 4,0
2,25 1 2,0 2,0 6,0
2,50 3 6,0 6,0 12,0
2,75 1 2,0 2,0 14,0
3,00 1 2,0 2,0 16,0
3,25 4 8,0 8,0 24,0
3,50 4 8,0 8,0 32,0
3,75 8 16,0 16,0 48,0
4,00 18 36,0 36,0 84,0




4,25 4 8,0 8,0 92,0
4,50 1 2,0 2,0 94,0
4,75 1 2,0 2,0 96,0
5,00 2 4,0 4,0 100,0
Total 50 100,0 100,0
RPN
Frequency Percent Valid Percent Cumulative
Percent
\Valid 2,25 1 2,0 2,0 2,0
2,50 2 4,0 4,0 6,0
2,75 1 2,0 2,0 8,0
3,00 3 6,0 6,0 14,0
3,25 4 8,0 8,0 22,0
3,50 10 20,0 20,0 42,0
3,75 5 10,0 10,0 52,0
4,00 15 30,0 30,0 82,0
4,25 3 6,0 6,0 88,0
4,50 2 4,0 4,0 92,0
4,75 2 4,0 4,0 96,0
5,00 2 4,0 4,0 100,0
Total 50 100,0 100,0
B0
Frequency Percent Valid Percent Cumulative
Percent
\Valid 2,00 2 4,0 4,0 4,0
2,75 1 2,0 2,0 6,0
3,00 5 10,0 10,0 16,0
3,25 2 4,0 4,0 20,0
3,50 3 6,0 6,0 26,0
3,75 1 2,0 2,0 28,0
4,00 25 50,0 50,0 78,0
4,25 1 2,0 2,0 80,0
4,50 5 10,0 10,0 90,0
4,75 1 2,0 2,0 92,0




5,00 4 8,0 8,0 100,0
Total 50 100,0 100,0
Aoinaldl) cilandlf Baga
Frequency Percent Valid Percent Cumulative
Percent
\VValid 2,10 1 2,0 2,0 2,0
2,50 1 2,0 2,0 4,0
2,75 1 2,0 2,0 6,0
2,80 1 2,0 2,0 8,0
2,95 2 4,0 4,0 12,0
3,00 1 2,0 2,0 14,0
3,15 1 2,0 2,0 16,0
3,20 2 4,0 4,0 20,0
3,35 2 4,0 4,0 24,0
3,40 2 4,0 4,0 28,0
3,45 1 2,0 2,0 30,0
3,50 1 2,0 2,0 32,0
3,55 2 4,0 4,0 36,0
3,60 2 4,0 4,0 40,0
3,65 3 6,0 6,0 46,0
3,70 2 4,0 4,0 50,0
3,75 2 4,0 4,0 54,0
3,85 1 2,0 2,0 56,0
3,90 5 10,0 10,0 66,0
3,95 2 4,0 4,0 70,0
4,00 1 2,0 2,0 72,0
4,05 2 4,0 4,0 76,0
4,10 1 2,0 2,0 78,0
4,15 3 6,0 6,0 84,0
4,20 1 2,0 2,0 86,0
4,35 1 2,0 2,0 88,0
4,45 2 4,0 4,0 92,0
4,50 2 4,0 4,0 96,0
4,85 1 2,0 2,0 98,0
5,00 1 2,0 2,0 100,0
Total 50 100,0 100,0




Model Summary

Model R R Square Adjusted R Std. Error of the
Square Estimate
1 4112 ,169 ,151 ,53090

a. Predictors: (Constant), Juaiy! s <ila slaall La 5l 6i€5

ANOVA?

Model Sum of Squares Df Mean Square F Sig.
1 Regression 2,743 1 2,743 9,732 ,003°

Residual 13,529 48 ,282

Total 16,272 49
a. Dependent Variable: &l cileaali 33 50
b. Predictors: (Constant), Juaiy! s <l slaall Lis o 35

Coefficients®
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta

1 (Constant) 1,961 ,565 3,469 ,001

Juaiy) g cila slaalf Lin ol 933 ,469 ,150 411 3,120 ,003

a. Dependent Variable: &l cilexal) 53 52




Model Summary

Model R R Square Adjusted R Std. Error of the
Square Estimate
1 ,400? ,160 ,142 ,72678

a. Predictors: (Constant), Juaiy! s <ila slaall La 5l 6i€5

ANOVA?

Model Sum of Squares Df Mean Square F Sig.
1 Regression 4,826 1 4,826 9,137 ,004°

Residual 25,354 48 ,528

Total 30,180 49
a. Dependent Variable: 4w gelall 40kl il o)
b. Predictors: (Constant), Juaiy! s <l slaall Lis o 35

Coefficients®
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta

1 (Constant) 1,352 74 1,748 ,087

Juaiy) g cila slaalf Lin ol 933 ,622 ,206 ,400 3,023 ,004

a. Dependent Variable: 4w salall 40kl (il pal)




Model Summary

Model R R Square Adjusted R Std. Error of the
Square Estimate
1 ,2792 ,078 ,059 ,71735

a. Predictors: (Constant), Juaiy! s <ila slaall La 5l 6i€5

ANOVA?

Model Sum of Squares Df Mean Square F Sig.
1 Regression 2,086 1 2,086 4,053 ,050°

Residual 24,701 48 ,515

Total 26,786 49
a. Dependent Variable: 4licy)
b. Predictors: (Constant), Juaiy! s <l slaall Lis o 35

Coefficients®
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta

1 (Constant) 2,031 , 164 2,660 ,011

Juaiy) g cila slaalf Lin ol 933 ,409 ,203 ,279 2,013 ,050

a. Dependent Variable: dalicy)




Model Summary

Model R R Square Adjusted R Std. Error of the
Square Estimate
1 ,3252 ,105 ,087 ,64812

a. Predictors: (Constant), Juaiy! s <ila slaall La 5l 6i€5

ANOVA?

Model Sum of Squares Df Mean Square F Sig.
1 Regression 2,374 1 2,374 5,651 ,021°

Residual 20,163 48 ,420

Total 22,536 49
a. Dependent Variable: lsiwy)
b. Predictors: (Constant), Juaiy! s <l slaall Lis o 35

Coefficients®
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta

1 (Constant) 2,069 ,690 2,999 ,004

Juaiy) g cila slaalf Lin ol 933 ,436 ,184 ,325 2,377 ,021

a. Dependent Variable: 4lainy)




Model Summary

Model R R Square Adjusted R Std. Error of the
Square Estimate
1 4178 174 ,157 ,55059

a. Predictors: (Constant), Juaiy! s cila slaall L 5l 9i€3

ANOVA?

Model Sum of Squares Df Mean Square F Sig.
1 Regression 3,069 1 3,069 10,124 ,003°

Residual 14,551 48 ,303

Total 17,620 49
a. Dependent Variable: oYl
b. Predictors: (Constant), Juaiy! s <l slaall Lis o 35

Coefficients®
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta

1 (Constant) 1,892 ,586 3,227 ,002

Juaiyl g cila glaal) Lia ol 935 ,496 ,156 417 3,182 ,003

a. Dependent Variable: oleY)




Model Summary

Model R R Square Adjusted R Std. Error of the
Square Estimate
1 ,290? ,084 ,065 ,64290

a. Predictors: (Constant), Juaiy! s <ila slaall La 5l 6i€5

ANOVA?

Model Sum of Squares Df Mean Square F Sig.
1 Regression 1,816 1 1,816 4,393 ,041°

Residual 19,839 48 413

Total 21,655 49
a. Dependent Variable: 4Ll
b. Predictors: (Constant), Juaiy! s <l slaall Lis o 35

Coefficients®
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta

1 (Constant) 2,458 ,684 3,592 ,001

Juaiy) g cila slaalf Lin ol 933 ,382 ,182 ,290 2,096 ,041

a. Dependent Variable: 4Ll
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summary

This study aimed at knowing the role of ICT in improving the quality of
insurance service For this purpose, an applied study was carried out on the
International Insurance and Reinsurance Company (CIAR) Tibsa Agency,
By distributing a questionnaire form to 50 of its customers, then processed
and extracted its data using the SPSS software, Several statistical methods
and tools were also relied upon to present the results and test the study
hypotheses s Insurance and Reinsurance ", where a positive and statistically
significant impact of ICT has been found in improving the quality of the
CIAR insurance service at the level of a<0.05.

Keywords:

technology, information, communication, quality of service, quality of
insurance service, international insurance company.




