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Introduction

Given the rapid developments in the insurance industry, including intensified
competition, the adoption of new technologies, regulatory changes, and
increasing customer expectations, improving customer relationship quality
has become a major challenge for insurance organizations. Customer
satisfaction and loyalty can no longer be achieved solely through basic
services; they require a deep understanding of customer needs, anticipation of
market changes, and the ability to respond quickly and creatively to
environmental dynamics. Sustainable competitive advantage in insurance
companies largely depends on their ability to manage customer interactions,
innovate in services, and strengthen a participatory culture, which fosters
long-term relationships and enhances customer trust. However, in Iran’s
insurance industry—particularly in East Azerbaijan Province—Ilimited
attention has been given to an integrated framework emphasizing
entrepreneurial strategic thinking and participatory culture. The central
research question is whether entrepreneurial strategic thinking, mediated by
participatory culture, has a significant effect on customer relationship quality.
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Entrepreneurial strategic thinking is a critical individual and organizational
capability that enables decision-makers to adopt a long-term perspective,
integrate creativity with analytical reasoning, and align limited resources with
emerging opportunities in dynamic and competitive environments. Through
this cognitive framework, organizations can anticipate environmental
changes, design adaptive strategies, and pursue sustainable growth and value
creation. In parallel, customer relationship quality reflects the effectiveness of
interactions between organizations and customers and is determined by factors
such as clarity, transparency, consistency, and responsiveness to customer
needs, whichushape customers’ perceptions, trust, and satisfaction. A
participatory culture further strengthens these processes by fostering shared
values, open communication, collaboration, and active involvement of
organizational members in decision-making and problem-solving, thereby
enhancing organizational flexibility, innovation, and the effectiveness of
customer-oriented strategies.

Research Methodology

The present study is applied in terms of purpose and descriptive—correlational
in terms of methodology. The statistical population consisted of 154
employees of Iran Insurance Company in East Azerbaijan Province, from
whom 110 participants were selected using Cochran’s formula through simple
random sampling. Data were collected using three standardized
questionnaires: the Entrepreneurial Strategic Thinking questionnaire by
Shirkouh et al. (2012), the Customer Relationship Quality questionnaire by
Gardio and Moreno (2011), and the Participatory Culture questionnaire by Sui
Lopez et al. (2014). Data analysis was conducted using structural equation
modeling with SmartPLS software (version 3). The validity of the instruments
was assessed through face (symbolic) and convergent validity, which were
confirmed by experts, and reliability was evaluated using Cronbach’s alpha.

Results

The findings of the study indicate that entrepreneurial strategic thinking has a
significant positive effect on both customer relationship quality (f=0.600,
t=11.111, p<0.000) and participatory culture (p = 0d24, t=15.598, p < 0.000).
Furthermore, participatory culture also significantly influences customer
relationship qualityt (3=0.340, t=5.941, p<0.000). The mediating role of
participatory culture in the relationship between entrepreneurial strategic
thinking and customer relationship quality was confirmed using the Sobel test
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(z = 5.566, p<0 0.000). These results suggest that participatory culture not
only directly enhances customer relationship quality but also serves as a key
mechanism through which entrepreneurial strategic thinking affects the
quality of customer interactions in lIran Insurance management in East
Azerbaijan Province

Discussion and Conclusion

The findings highlight the importance of combining entrepreneurial strategic
thinking with a participatory organizational culture to enhance organizational
performance in the insurance sector. They suggest that forward-looking and
innovative thinking is most effective when supported by collaborative
practices and active employee involvement, creating an environment
conducive to trust, satisfaction, and long-term customer relationships. These
insights emphasize that developing both cognitive and cultural capacities
within organizations is key to achieving sustainable competitive advantage.
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Proposing a Model of the Impact of Entrepreneurial Strategic
Thinking on Customer Relationship Quality with the Mediating Role of
Participatory Culture

Jafar Beikzad!
Maryam Razmjou?
Omid Saleki Motlag?

Abstract:

The aim of this study is to investigate the impact of entrepreneurial strategic
thinking on customer relationship quality, considering the mediating role of
participatory culture. The present research is applied in terms of purpose and
descriptive-survey in terms of methodology. The statistical population
consisted of employees of the Iran Insurance Administration in East
Azerbaijan Province, and the sample size was estimated to be 110 using
Cochran’s formula and selected through stratified random sampling. A
standardized questionnaire was used as the data collection instrument. The
research hypotheses were tested using PLS version 3 and SPSS software
through Structural Equation Modeling (SEM). The results indicated that
entrepreneurial strategic thinking has a significant effect on both customer
relationship quality and participatory culture. Additionally, the impact of
participatory culture on customer relationship quality was confirmed, and it
was concluded that participatory culture mediates the effect of entrepreneurial
strategic thinking on customer relationship quality.

Keywords: Entrepreneurial Strategic Thinking, Customer Relationship
Quality, Participatory Culture.
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