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Nowadays, in order to continue their activities and
attract and retain customers, insurance companies should think more about customer
confusion and provide effective strategies to eliminate or reduce customer confusion.
For this purpose, this research aims to provide effective strategies in managing
customer confusion in life insurance.

This research is based on thematic analysis (coding and recognition of
the underlying categories of the interview text or writing). In terms of the objective,
it is considered fundamental based on the data collection method. The research
participants are experts in insurance and marketing industry. Non-probability,
judgmental, and snowball sampling methods were utilized and the number of sample
size according to the theoretical saturation of the data was 23 people. Semi-structured
interviews were conducted to collect data.

According to the results of the research, 3 central cores and 18 main
themes with the title of customer orientation (continuous follow-up of customers,
communication with customers, understanding customer needs and improving
customer service and well-being), marketing strategies (holding significant and
attractive events, word-of-mouth advertising, identity building), desirable in social
networks, innovative use of brochures, TV programs, effective advertisements)
providing a complete package of high quality services (monitoring the performance of
employees, transparency of performance, flexibility in insurance coverage, providing
loyalty programs in a new way, focusing on the value chain, visualizing insurance life,
use of information technology (intelligence)) were identified.

In this research, the strategies of overcoming customer confusion
management in life insurance services were considered. According to the findings
of the research, using systems to track and understand the needs of customers by
creating and maintaining long-term relationship have made customer orientation an
important factor. Also, the creation of marketing strategies based on the production
of stimulating content and the use of the capacity of virtual space along with the
development of programs to provide high-quality services to provide superior value
to the customer and according to the current conditions may assist managers and
entities in charge to overcome customer confusion. In order for the desired strategy
to be successful, it is necessary for managers and entities in charge to consider the
confusion of customers in all stages and processes of implementing strategies.

This is an open access article under the CC BY license (http://creativecommons.org/licenses/by/4.0/).
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Table 3. An example of the text of the conducted interviews
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Table 4. Part of the final codes related to the responses of the participants in relation to the strategies along with the frequency
of the codes
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Table 4. Part of the final codes related to the responses of the participants in relation to the strategies along with the frequency
of the codes
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Table 4. Part of the final codes related to the responses of the participants in relation to the strategies along with the frequency
of the codes

(9 ®) alas 3l Jol> odelcwsay slaas
The codes obtained from the interview (abundance)

é:-;-'“
Source
A5-80, B5-72
F3-19
D5-34
L5-18

K4-31, 5-78, K5-45
E5-27, J5-18, 05-38, P5-58
A5-85,85-83

A5-84

A5-27,B5-36

A4-46,A5-79

D5-45

15-24, L1-13

K5-28

A5-82

A5-83

B5-84

B5) (1,55 v 81 silme sl b Sl eolatl

23) s ynta b o5 @lbls ) sbml Ulgs 5 onbp g
(46) Glaon (S5 Sew ol (61 (s5lome (sLab b b 5l ool
46) (i ynte bl 5 a2 B i b Bl

B4 sl 5 5 LB s laadl , 1))

@) lacss g2l 51 F50 5 00

35) sy ey 5 FNS pllis oSl 0STs

(B5) oMb & o s g 5 Solo

(A6) p3,0 (5,55 i sl ooy ol yitie 2ed sl 5l onliad
(19) (s 5ta b bt 5 g5 gt b3 ) slonl

(A7) S o AL e 1o ol 30 3

(19) Sloas &) 15 hian: slols il )15

Q7) Sloas &) o canss glasiaSoll o 18

(A9) 15 s Galss ol

Q7) Sloss 4y (g yien (oo gusd g

Q9) s yoin 3 slras Slao ity 05T

03 phlgroliel i 4y azgi b (o &l oS ol o0 093 W
o plmil 4 (93 1) ol (nl Sl oo p 50

5 e Ll ot ¢ il icelie L3I o] ddilg
St 4 o pglin &1, 5 yac Ay (slaazysS 5 pla,a ilie ol
SV lad b sl laen dg b cnlio &35 (ogas )3
Wlgty Bl Fae ool jos doy (5,8 (LSS Bs 500
5 WS s SN aen Glp ) e de bl (oleS (295
Srie Dyge ol )3 mled Bibp ) ol Slileal 5 Yl
45 5,15 Ssg 6 e Jlazl 3,50 1L a5 anlyso | asbidog
S5k pladl g 0sl Brate IS Al lel) dile jo IS ey
5 Al (B9 LS 292 (nlply S 095 Aeliden &ud s
5 92 5 2Lll (ry sy, b &S paasie 5 B (slad >
el (65978 il oST () 015 sl st

oanl o as Hla gloly 5l gema b laSaey pgo <> (o
Al allas )8 aalgm Cidl o jes depge Coloy pglas Sl
a5 Bl syl (g9 (6lp 80T saesls sasy sla ol cpl g
G98 OB (G w09 slml ) o T el sl p3Y 855
Sy et ) e dey po caldil] slai)l Glisgs Wl
S S sln 1y ()] By S il g aiily 008
Gl 5 sl el LS sbal b 5 aiiS 55le g s
5 G 2555l Grizme g Oltie oy () bly sleasly
o Sl x5 wsriie SYlie 5 Sl @8 alosly
kel aaaai il wyls w25k 4 blei b g Bore den>

YYA

oogolel Sy oty Slons 5 Cenl lass 52 jes Ao
oo B9,8 4 (ol Sl atlgSl GV oS 4S5 )]
OUT pleal 5 (05 550 885 5 po 0 Jlitinl 5 9,8 sl 4] S
D9 (9 g ol g slaasl

dow ;0 6T Gy (o e Cxlo yo Al &Ll 3l
i3 3131 a5 398 so gune (i golatdl L8, esiay jos
Jetiie oo )0 0ai,l g nlol b yo el a1, T de > ey
S92y e (solatdl 28, ol 2 Canghie by 4l oS Wigd o
5 oanl ,0 oadesls eaey bl (KigSx g olal 5l JelS &7
el 220 (55 (Sl iz GBIl ol & Sl (nl (e

Ao 50 (5,8 ko s a5 il b Tl (g e Jol > o
S a5 Gl al 4wl sl Dlae (6L, e
izl 80y (o5 5 Ll D950 S jas Aoy o (o) IT Ao s
5 0,5,15 Wb 0,5 1,8 solgils golaidl aw o Wb Li> oS
a6 (S g olamll wansly ;5 jee Ao @il
Ol Sysre g @l pee don slul den tagh lSga 5 Jlow
Sledbl 1l g 00,5 Blad H95a Wby dow 4y by po (ylgd
bl 4 poye J5ud 3590 5 ptae @lie 5l cenlie ©)50a Wb
) pore (sogee 21 45 058 (ngss plaaslp Wb o p L]
oy 0)90 )3 |y (orges S g GlBl jee dony ogas 3
8, S5 1, yae G pope 45 el g ol 45 5| yac
WS o oy Ggw o Bibdy g wiS o olaeld SMae golaidl

597 Sl (F2 g dleyw slp ol 5 e (5 15



shol Slaggaie & 23 USE 0l 5 o858 Slaggado (s IS wulyd ik Bssx
Table 5. Sub-themes and the process of shaping the main themes
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