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One-Sample Kolmogorov-Smirnov Test

QUA
N 50
Normal Parameters(a,b) Mean 3,9304
Std. Deviation 44727
Most Extreme Absolute ,106
Differences Positive 106
Negative -,060
Kolmogorov-Smirnov Z ,748
Asymp. Sig. (2-tailed) ,630

a Test distribution is Normal.
b Calculated from data.

(53l L)) aqlil) psiciall cll agdal) a3 sill .2

One-Sample Kolmogorov-Smirnov Test

SATISF
N 50
Normal Parameters(a,b) Mean 3,9333
Std. Deviation ,83299
Most Extreme Absolute ,252
Differences Positive 109
Negative -,052
Kolmogorov-Smirnov Z 1,781
Asymp. Sig. (2-tailed) ,348

a Test distribution is Normal.
b Calculated from data.
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xx&x*x**x Method 1 (space saver) will be used for this analysis ****x*xx*

RELIABILTITY ANALYSTIS - S CALE (AL P HA)

Reliability Coefficients
N of Cases = 50,0 N of Items = 20

Alpha = , 9052

(s3andl i) alill piall )yl <l .2

xxx*x**x Method 1 (space saver) will be used for this analysis ****x*xx*

RELIABILTITY ANALYSTIS - S CALE (AL P HA)

Reliability Coefficients
N of Cases = 50,0 N of Items = 6

Alpha = , 9370

JSS B laiay) )8l ald .3

xx*x*x** Method 1 (space saver) will be used for this analysis ***x**%*

RELIABILTITY ANALYSTIS - S CALE (AL P HA)

Reliability Coefficients

N of Cases = 50,0 N of Items 26

Alpha = , 9389

-102 -



(04) & Gala

Ll Y Jalaa
dugalall .1
Correlations
| TANG1 TANG2 TANG3 TANG4 TANG5 TANGIBI
Kendall's TANG1 Correlation % *x - sk s
tau_b Coefficient 1,000 JA446(%) ,632(**) A94(*%) 418(*%) ,657(**)
Sig. (2-tailed) . ,001 ,000 ,000 ,002 ,000
N 50 50 50 50 50 50
TANG2 Correlation o *x - sk s
Coefficient A46(*%) 1,000 ,530(**) ,541(*%) A14(7%) ,655(**)
Sig. (2-tailed) ,001 . ,000 ,000 ,002 ,000
N 50 50 50 50 50 50
TANG3 Correlation o % - sk s
Coefficient ,632(*%) ,530(**) 1,000 ,671(*%) ,578(**) ,675(**)
Sig. (2-tailed) ,000 ,000 . ,000 ,000 ,000
N 50 50 50 50 50 50
TANG4 Correlation o o - ok ok
Coefficient A494(*%) ,541(*%) ,671(*%) 1,000 ,626(**) JT43(%)
Sig. (2-tailed) ,000 ,000 ,000 . ,000 ,000
N 50 50 50 50 50 50
TANGS Correlation o - ok ok *x
Coefficient ,418(*%) A14(7%) ,578(**) ,626(**) 1,000 ,728(*%)
Sig. (2-tailed) ,002 ,002 ,000 ,000 . ,000
N 50 50 50 50 50 50
TANGIBI Correlation o - ok ok s
Coefficient ,657(**) ,655(**) ,675(**) JT43(*%) ,728(**) 1,000
Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 .
N 50 50 50 50 50 50
** Correlation is significant at the 0.01 level (2-tailed).
dalaey) .2
Correlations
| FIAB1 FIAB2 FIAB3 FIAB4 FIABIL
Kendall's FIAB1 Correlation *x ok * -
tau_b Coefficient 1,000 ATI(*) ,645(*%) ,319(%) ,667(*%)
Sig. (2-tailed) . ,000 ,000 ,015 ,000
N 50 50 50 50 50
FIAB2 Correlation "k - *k
Coefficient ATI(**) 1,000 ,710(*%) 175 ,795(*%)
Sig. (2-tailed) ,000 . ,000 175 ,000
N 50 50 50 50 50
FIAB3 Correlation - ok o *k
Coefficient ,645(*%) ,710(*%) 1,000 ,359(**) ,805(**)
Sig. (2-tailed) ,000 ,000 . ,006 ,000
N 50 50 50 50 50
FIAB4 Correlation . *x o
Coefficient ,319(%) 175 ,359(**) 1,000 JA24(%%)
Sig. (2-tailed) ,015 175 ,006 . ,000
N 50 50 50 50 50
FIABIL Correlation % o - sk
Coefficient ,667(**) ,795(*%) ,805(**) JA24(%%) 1,000
Sig. (2-tailed) ,000 ,000 ,000 ,000 .
N 50 50 50 50 50

** Correlation is significant at the 0.01 level (2-tailed).
* Correlation is significant at the 0.05 level (2-tailed).
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ety .3

REP1 REP2 REP3 REP4 REPON
Kendall's tau_b REP1 Correlation * o o
Coefficient 1,000 ,293(%) ,201 ,402(*%) A25(*%)
Sig. (2-tailed) . ,026 ,132 ,003 ,000
N 50 50 50 50 50
REP2 Correlation . *x - *x
Coefficient ,293(%) 1,000 B77(*) ,354(**) ,630(**)
Sig. (2-tailed) ,026 . ,000 ,007 ,000
N 50 50 50 50 50
REP3 Correlation o - *x
Coefficient ,201 B77(*) 1,000 ,404(*%) ,622(**)
Sig. (2-tailed) ,132 ,000 . ,002 ,000
N 50 50 50 50 50
REP4 Correlation - *x o o
Coefficient ,402(*%) ,354(**) ,404(*%) 1,000 ,637(*%)
Sig. (2-tailed) ,003 ,007 ,002 . ,000
N 50 50 50 50 50

REPON Correlation *x o - ok
Coefficient A425(*%) ,630(**) ,622(**) ,637(*%) 1,000
Sig. (2-tailed) ,000 ,000 ,000 ,000 .
N 50 50 50 50 50

* Correlation is significant at the 0.05 level (2-tailed).
** Correlation is significant at the 0.01 level (2-tailed).
ol .4
Correlations

SECU1 SECU2 SECU3 SECU4 SECURI
Kendall's tau_b SECU1 Correlation . - ok -
Coefficient 1,000 1,000(**) ,480(*%) ,506(*%) JT71(%)
Sig. (2-tailed) . . ,001 ,000 ,000
N 50 50 50 50 50
SECU2 Correlation % ok ok -
Coefficient 1,000(**) 1,000 ,480(*%) ,506(*%) JT71(%)
Sig. (2-tailed) . . ,001 ,000 ,000
N 50 50 50 50 50
SECU3 Correlation ok ok >k *k
Coefficient ,480(*%) ,480(*%) 1,000 ,T43(*%) ,738(*%)
Sig. (2-tailed) ,001 ,001 . ,000 ,000
N 50 50 50 50 50
SECU4 Correlation % "k ok -
Coefficient ,506(*%) ,506(*%) ,T43(*%) 1,000 ,836(*%)
Sig. (2-tailed) ,000 ,000 ,000 . ,000
N 50 50 50 50 50

SECURI Correlation % "k ok ok
Coefficient JT71(%) JT71(%) ,738(*%) ,836(*%) 1,000
Sig. (2-tailed) ,000 ,000 ,000 ,000 .
N 50 50 50 50 50

** Correlation is significant at the 0.01 level (2-tailed).
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EMPA1 EMPA2 EMPA3 EMPATH
EMPA1 Pearson "k ok ok
Correlation 1 733() 653(") 891(")
Sig. (2-tailed) ) ,000 ,000 ,000
N 50 50 50 50
EMPA2 Pearson "k ok ok
Correlation 733() 1 560(™) 883(")
Sig. (2-tailed) ,000 . ,000 ,000
N 50 50 50 50
EMPA3 Pearson ok ok ok
Correlation 653(") 560(™) 1 849(")
Sig. (2-tailed) ,000 ,000 . ,000
N 50 50 50 50
EMPATH Pearson . ok ok
Correlation 891() 883(") 849(") 1
Sig. (2-tailed) ,000 ,000 ,000 .
N 50 50 50 50
** Correlation is significant at the 0.01 level (2-tailed).
eSaall L, .6
Correlations
| SATI SATI2 SATI3 SATI4 SATI5 SATI6 SATISF
Kendall' SATI1 Correlation % % - *x ok sk
stau b Coefficient 1,000  ,582(**) ,413(**) ,494(*%) A413(*%) A494(*%) | \574(*)
Sig. (2-tailed) . ,000 ,002 ,000 ,002 ,000 ,000
N 50 50 50 50 50 50 50
SATI2 Correlation o - *x - ok s
Coefficient ,582(**) 1,000  ,760(**) ,555(**) ,760(**) ,555(**) | ,799(**)
Sig. (2-tailed) ,000 . ,000 ,000 ,000 ,000 ,000
N 50 50 50 50 50 50 50
SATI3 Correlation o % *x - ok s
Coefficient A13(™) ,760(™) 1,000 ,784(™) 1,000(") 784(*") | ,839(*")
Sig. (2-tailed) ,002 ,000 ) ,000 ,000 ,000 ,000
N 50 50 50 50 50 50 50
SATI4 Correlation o % - - *x s
Coefficient A494(*%) | ,B55(*%) | ,784(*%) 1,000 ,784(*%) 1,000(**) = ,784(**)
Sig. (2-tailed) ,000 ,000 ,000 ) ,000 . ,000
N 50 50 50 50 50 50 50
SATI5 Correlation - ey | 1,000(** - *x o
Coefficient A413(%%) | ,760(*%) ) ,784(*%) 1,000 ,784(**) | ,839(*%)
Sig. (2-tailed) ,002 ,000 ,000 ,000 . ,000 ,000
N 50 50 50 50 50 50 50
SATI6 Correlation o % *x - ok o
Coefficient A494(*%) | ,555(*%) | ,784(**) | 1,000(**) ,784(*%) 1,000 ,784(**)
Sig. (2-tailed) ,000 ,000 ,000 : ,000 . ,000
N 50 50 50 50 50 50 50
SATISF Correlation o % *x - ok *x
Coefficient BT74(%%) | ,799(*%) | ,839(*) ,784(*%) ,839(*%) ,784(**) 1,000
Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 ,000 )
N 50 50 50 50 50 50 50

** Correlation is significant at the 0.01 level (2-tailed).
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Statistics
TANG1 TANG2 TANG3 TANG4 TANG5
N Valid 50 50 50 50 50
Missing 0 0 0 0 0
Mean 3,7000 4,0600 4,0600 3,6800 3,6000
Std. Deviation ,88641 ,73983 ,65184 ,95704 1,01015
Variance ,78571 ,54735 ,42490 ,91592 1,02041
clstes
dalaiey) .2
Statistics
FIAB1 FIAB2 FIAB3 FIAB4
N Valid 50 50 50 50
Missing 0 0 0 0
Mean 3,8200 3,6400 3,9600 3,8400
Std. Deviation ,69076 1,00529 ,83201 ,68094
Variance AT7714 1,01061 ,69224 46367
Ll .3
Statistics
REP1 REP2 REP3 REP4
N Valid 50 50 50 50
Missing 0 0 0 0
Mean 4,1000 3,8200 3,7200 3,5600
Std. Deviation 76265 ,87342 ,83397 1,03332
Variance ,58163 ,76286 ,69551 1,06776
oy .4
Statistics
SECU1 SECU2 SECU3 SECU4
N Valid 50 50 50 50
Missing 0 0 0 0
Mean 4,1200 4,1200 4,1200 4,2400
Std. Deviation ,47980 ,47980 ,47980 43142
Variance ,23020 ,23020 ,23020 ,18612
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Statistics
EMPA1 EMPA2 EMPA3
N Valid 50 50 50
Missing 0 0 0
Mean 4,0400 4,0400 4,1200
Std. Deviation ,53299 , 72731 ,68928
Variance ,28408 ,52898 47510
GM\ l.abJ 6
Statistics
SATI1 SATI2 SATI3 SATI4 SATI5 SATI6
N Valid 50 50 50 50 50 50
Missing 0 0 0 0 0 0
Mean 4,2000 3,6000 3,7600 4,1400 3,7600 4,1400
Std. Deviation ,53452 1,10657 1,07968 ,90373 1,07968 ,90373
Variance ,28571 1,22449 1,16571 ,81673 1,16571 ,81673
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Coefficients(a)

Unstandardized

Standardized

Coefficients Coefficients
Model B Std. Error Beta T Sig.
! §C°“Sta“t 1,742 823 2,118 040
TANGIBI -,009 141 -,007 -,065 ,949
FIABIL ,534 ,170 ,421 3,146 ,003
REPON ,230 ,162 ,192 1,418 ,163
SECURI ,223 ,243 ,107 ,919 ,363
EMPATH ,461 ,161 314 2,859 ,006
a Dependent Variable: SATISF
Coefficients(a)
Unstandardized Standardized
Model Coefficients Coefficients T Sig.
B Std. Error Beta
1 (Constant) -1,627 ,691 -2,353 ,023
QUA 1,415 175 ,760 8,093 ,000

a Dependent Variable: SATISF
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Abstract: The quality of service is of the topics that aroused the interest of
many researchers in the field of providing services. The aim of this study was to
know the impact of the quality of insurance services in the lifting of client
satisfaction, the field study was allocated on the National Insurance Company
Saa —Agency Mila-, and that by relying on the performance model (servperf).
Where the model was applied through a questionnaire which has been
distributed on a sample of (80) clients of the National Insurance Company, the
number of used and viable questionnaires for analysis reached (50)
questionnaires was subjected to statistical processing. The results of the study
reached that all insurance service quality dimensions combined affect client
satisfaction, And that the dimensions of reliability and empathy contributed in
influencing customer satisfaction Agency under study, while all of tangibility
and the response did not contribute, safety in influencing customer satisfaction.

The study recommended that the attention of the National Insurance
Company insurance service quality and clients satisfaction, and work to create a
comfort and a commitment to have the direction of the company, and work to
periodically measure the quality of the insurance service.
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