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Abstract :

The current research aims to identify the importance of the services Quality of insurance and the
extent of their impact, in general, on the internal customer satisfaction, moreover, the National Insurance
Company - Basrah Branch in particular. The research depended on the descriptive analytical approach to
identify and address its variables represented by the services Quality of insurance (independent variable)
and the internal customer satisfaction (the dependent variable), in addition to that, it has been relied on
multiple and ready made standards in a way that suits the objectives of the research and the nature of the
sample. For the purpose of achieving the objectives of the research, two main hypotheses were
formulated on a sample of individuals working in the researched company, who numbered (95)
employees of the origin of the community, which reached (115) employees. The researchers used the
questionnaire form as a main tool to obtain the necessary data and information for the research. The
researchers reached a number of conclusions, the most prominent of which was the confirmation of the
existence of a relationship of association and influence between the services Quality of insurance and
internal customer satisfaction in the company being studied.

Keywords: Services Quality of insurance, Internal customer satisfaction, National Insurance Company.
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Test Lolexel ERES I gl oLl cabalagl Osdl Lo,y
Kolmogorov- Statistic 0.275 0.216 0.229 0.151 0.277 0.186
Smirnov" df 94 94 94 94 94 94

Sig. 0.020 0.020 0.020 0.020 0.020 0.020

Shapiro-Wilk Statistic 0.835 0.918 0.921 0.932 0.866 0.893
df 94 94 94 94 94 94

Sig. 0.020 0.020 0.020 0.020 0.020 0.020

Skewness 0.082 0.163 0.123 -0.347 -0.194 -0.228

Std. Error of Skewness 0.249 0.249 0.249 0.249 0.249 0.249

Kurtosis -1.304 -0.710 -0.329 0.979 -0.033 -0.404

Std. Error of Kurtosis 0.493 0.493 0.493 0.493 0.493 0.493
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Aalere¥l) dulyudl wlpsal mhalazlly s ¥l las @udg (Kolmogorov-Simonov Test) 5Las! 5l (1) Jgasd) cns
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el Corrected ltem-Total Correlation Cronbach’s Alpha if ltem Deleted Cronbach’s Alpha
Lolaxe¥| I71 .765 .838
RS 653 .801
Lwgalll .605 815

oLl 659 799
cablagll 522 .836

spss V.26 galips cilapa e oly Ealdl sl e Jgunl|

comglys Gy (Adsaldd) Sloasd! Baga) Jarud! aaall sl oo Lladl cHlalas @ud ool @l e
sl ol Blaral Slhle @ Guuoy Bludl 3529 ot Al cluhdl cwsg (0.771-0.522) o
Cgly5 ¢ LiysSLall edlelas o Joazdl (e s LeS ¢ (0.40 Wty L zgased) Al oo 4S1) Jazad | sl
Cilyad 3 L sgzs Iy 1ag (0.70) 2adLls Loy zged| Lesdll o 2S) 2asd J31 ol Lasg (0.765-0.836) ¢
fere Shlal 3 aldy U315 Bladl 3929 JI Jsumdl gl aady Jarall piall chaal oluadl 5yl
(.76-.84) #LiysSLall Jalas b cumglys LeS (0.59-0.72) s bl Jolas @b cumlys 31 eyl
s b cglys 3 (s 093l L) sl paseld 5 LsysSLally glapw dolas (4) Jsusd! cans
L) Slalyll sy (0431-0.570) o cemslys @y (31401 oss3ll Lisy) el il slasd ooloss
LI Le zoosdl Aagall (o #S1) mlall saall slan¥ L) §5latul @hilie @ Buumy Bludl 3929 ity
Lasall (po AS1 Aagd U381 ol Lasg (0.710-0.793) s emmglys 7 LispsSTall cdlalas oo Joumd! (30 oty LeS < (0.40
A1 093l Ly el (Lol Byl cilya8 3 Lt 59 1 da 19 (0.70) 2aILllg Ly zsaead

(101 g1 L) ol i) il ipgSLall Jalnas oo Jlas i o(4) Jpi

paddl Corrected Item-Total Correlation Cronbach's Alpha if Item Deleted Cronbach's Alpha
Y1 0.431 0.793 0.781
Y2 0.468 0.753
Y3 0.477 0.785
Y4 0.445 0.792
Y5 0.480 0.768
Y6 0.443 0.738
Y7 0.486 0.749
Y8 0.423 0.741
Y9 0.468 0.732
Y10 0.570 0.710
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