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ABSTRACT Received:
Objective: The purpose of the present study is to investigate the | 27018 October 10
effect of insurance services quality on the intention to buy ! Accepted:
Universal Life insurance and to investigate the mediating effect | 2019 July 7

of customers’ previous buying experiences on the relationship
between above mentioned factors. :
Methodology: This study, in terms of its purpose, is categorized
as an applied research and based on methods and data collection !
is a descriptive-correlational survey research. Required data 5
collected by passing questionnaires among 217 customers of an
insurance company in Khorasan Razavi province using simple |
random sampling method. We take questionnaire from Kuster et
al. (2016) study, which its validity and reliability was confirmed. !
For the purpose of the research, five hypotheses are developed
that test the relationship between variables and are analyzed using |

PLS software of structural equations. i Keywords:
Findings: The findings indicate that the insurance services | Quality of

quality (before buying and during buying), as well as the | gervice, Insurance
customers’ past buying experiences have a significant effect on : demand,

the intention to buy insurance services. The customers’ previous ! Purchasing
buying experience also plays a significant mediator role in the behavior. Life
relationship between insurance service quality and customers’ | insuranc;: and
intention to buy. :

[J.183S3Y] ddueINSU] JO [BUINO[

. . . . investment.
Conclusion: The results show that the insurance services quality | JEL
can creates a positive experience for customers, which in return | . .
i Classification:

influences the customers’ purchasing intention. Therefore, according !
to the findings, managers and decision makers of the insurance ! C12 D01 «G22.
industry should offer more appropriate insurance services and more
diverse insurance policies that increase the customers’ purchasing |
incentive.
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