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(Apensalal) 32) I 3nal) laad JIails ki) Jalaa—1

Correlations

Malmosi
phrasel | phrase2 | phrase3 | phrase4 | phrase5 | phrase6
a
Correlation - . - . -
o 1,000 ,518 ,231 372 341 ,015 ,617
Coefficient
phrasel
Sig. (2-tailed) . ,000 ,018 ,000 ,000 ,870 ,000
N 83 83 83 83 83 83 83
Correlation " - " - -
o ,518 1,000 ,270 ,294 ,341 ,059 ,605
Coefficient
phrase2 ) .
Sig. (2-tailed) ,000 . ,006 ,003 ,000 ,536 ,000
N 83 83 83 83 83 83 83
Correlation . . . . "
o ,231 ,270 1,000 ,257 ,376 ,063 ,462
Coefficient
phrase3 ) )
Sig. (2-tailed) ,018 ,006 . ,012 ,000 ,525 ,000
N 83 83 83 83 83 83 83
Correlation - ” . - -
372 ,294 ,257 1,000 AT3 ,082 ,534
Kendall's Coefficient
phrase4 ) .
tau_b Sig. (2-tailed) ,000 ,003 ,012 . ,000 ,409 ,000
N 83 83 83 83 83 83 83
Correlation - - " - . -
o ,341 341 ,376 AT3 1,000 ,240 ,636
Coefficient
phrase5 ) .
Sig. (2-tailed) ,000 ,000 ,000 ,000 . ,014 ,000
N 83 83 83 83 83 83 83
Correlation . "
o ,015 ,059 ,063 ,082 ,240 1,000 ,336
Coefficient
phrase6 ) )
Sig. (2-tailed) ,870 ,536 ,525 ,409 ,014 . ,000
N 83 83 83 83 83 83 83
Correlation o " H o " **
o ,617 ,605 ,462 ,534 ,636 ,336 1,000
malmosi Coefficient
a Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 ,000
N 83 83 83 83 83 83 83

**_Correlation is significant at the 0.01 level (2-tailed).
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:(Apalaiey) ) AN aayl) bl QIS el Jalaa—2

Correlations

phrase7 | phrase8 | phrase9 | phrasel | phrasel | phrasel | i3timadi
0 1 2 a

Correlation - . o . .
o 1,000 ,450 ,261 ,410 ,170 ,309 ,516

Coefficient

phrase7 )
Sig. (2-tailed) . ,000 ,009 ,000 ,086 ,002 ,000
N 83 83 83 83 83 83 83
Correlation " - . - - "
o ,450 1,000 ,420 ,338 ,313 ,355 ,591

Coefficient

phrase8 .
Sig. (2-tailed) ,000 . ,000 ,001 ,002 ,000 ,000
N 83 83 83 83 83 83 83
Correlation . - . - . -
o ,261 ,420 1,000 ,463 ,268 ,222 ,539

Coefficient

phrase9 ) .
Sig. (2-tailed) ,009 ,000 . ,000 ,006 ,024 ,000
N 83 83 83 83 83 83 83
Correlation " " " . " o
o ,410 ,338 ,463 1,000 ,232 ,329 ,620

Kendall's phrase1l Coefficient
tau_b 0 Sig. (2-tailed) ,000 ,001 ,000 . ,016 ,001 ,000
N 83 83 83 83 83 83 83
Correlation " " . - -
o ,170 ,313 ,268 ,232 1,000 ,560 ,566

phrasel Coefficient
1 Sig. (2-tailed) ,086 ,002 ,006 ,016 . ,000 ,000
N 83 83 83 83 83 83 83
Correlation " " . - . .
o ,309 ,355 222 ,329 ,560 1,000 ,596

phrase1l Coefficient
2 Sig. (2-tailed) ,002 ,000 ,024 ,001 ,000 . ,000
N 83 83 83 83 83 83 83

Correlation - - - - " "

o ,516 ,591 ,539 ,620 ,566 ,596 1,000

Coefficient

itimadia )

Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 ,000

N 83 83 83 83 83 83 83

**_Correlation is significant at the 0.01 level (2-tailed).
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P(OLY) ) Gl ded) bl JINIS b)) Jalea—3

Correlations

phrasel3 | phrasel4 | phrasel5 | phrasel6 amen

Correlation Coefficient 1,000 465" 544" 450" 707"
phrasel3 Sig. (2-tailed) . ,000 ,000 ,000 ,000
N 83 83 83 83 83
Correlation Coefficient 465" 1,000 489" 435" 686"
phrasel4  Sig. (2-tailed) ,000 . ,000 ,000 ,000
N 83 83 83 83 83
Correlation Coefficient 544" 489" 1,000 433" 728"
Kendall'stau_b phrasel5 Sig. (2-tailed) ,000 ,000 . ,000 ,000
N 83 83 83 83 83
Correlation Coefficient 450" 435" 433" 1,000 637"
phrasel6  Sig. (2-tailed) ,000 ,000 ,000 . ,000
N 83 83 83 83 83
Correlation Coefficient 707" 686" 728" 637" 1,000

amen Sig. (2-tailed) ,000 ,000 ,000 ,000
N 83 83 83 83 83

**_Correlation is significant at the 0.01 level (2-tailed)
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gadall

(Alaiad) ) a2l bl SIS Blgy) Jalea—4
J) ) )

phrasel? | phrasel8 | phrasel9 | phrase20 | phrase21 | istijaba
Correlation - - - - .
o 1,000 487 ,378 487 ,303 ,628
Coefficient
phrasel? )
Sig. (2-tailed) ,000 ,000 ,000 ,002 ,000
N 83 83 83 83 83 83
Correlation " " - . .
487 1,000 ,452 ,387 ,436 ,634
Coefficient
phrasel8
Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000
N 83 83 83 83 83 83
Correlation " " " - .
o ,378 ,452 1,000 ,459 ,429 ,631
Coefficient
phrasel9 )
Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000
Kendall's N 83 83 83 83 83 83
tau_b Correlation - o - - o
o ,487 ,387 ,459 1,000 ,446 ,691
Coefficient
phrase20 )
Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000
N 83 83 83 83 83 83
Correlation - - - - .
o ,303 ,436 ,429 446 1,000 ,627
Coefficient
phrase2l )
Sig. (2-tailed) ,002 ,000 ,000 ,000 ,000
N 83 83 83 83 83 83
Correlation " . . " o
o ,628 ,634 ,631 ,691 ,627 1,000
Coefficient
istijaba ] )
Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000
N 83 83 83 83 83 83

**_Correlation is significant at the 0.01 level (2-tailed).
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gadall

(cilalail) 3 uwaldl) s il QIS BLS) Jalaa =5

phrase | phrase | phrase | phrase | phrase | phrase |ta3atof
22 23 24 25 26 27

Correlation . - - -
o 1,000| ,518 ,400 ,419 -,153 -,163| ,499

phrase Coefficient
22 Sig. (2-tailed) ,000 ,000 ,000 ,110 ,084 ,000
N 83 83 83 83 83 83 83
Correlation - . - . .
o ,518 1,000 ,513 412 -080| -228 | ,495

phrase Coefficient
23 Sig. (2-tailed) ,000 ,000 ,000 ,408 ,017 ,000
N 83 83 83 83 83 83 83
Correlation o . - x
o ,400 ,513 1,000| ,548 -,013 -,138| ,609

phrase Coefficient
24 Sig. (2-tailed) ,000 ,000 ,000 ,895 ,141 ,000
N 83 83 83 83 83 83 83
Correlation o " . - -
o ,419 412 ,548 1,000 -,138| -,254 ,487

Kendalls  phrase Coefficient
tau_b 25 Sig. (2-tailed) ,000 ,000 ,000 ,148 ,007 ,000
N 83 83 83 83 83 83 83
Correlation o "
o -,153 -,080 -,013 -,138( 1,000| ,415 ,295

phrase Coefficient
26 Sig. (2-tailed) ,110 ,408 ,895 ,148 ,000 ,001
N 83 83 83 83 83 83 83
Correlation . - - .
-,163| -,228 -,138| -,254 ,415 1,000| ,187

phrase Coefficient
27 Sig. (2-tailed) ,084 ,017 ,141 ,007 ,000 ,031
N 83 83 83 83 83 83 83

Correlation " " " " " .

o ,499 ,495 ,609 ,487 ,295 ,187 | 1,000

Coefficient

ta3atof )

Sig. (2-tailed) ,000 ,000 ,000 ,000 ,001 ,031

N 83 83 83 83 83 83 83

**_Correlation is significant at the 0.01 level (2-tailed).
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: (Apulil) B3pall) Y saall clal LY Jalaa—6

Correlations

phras | phras | phras | phras | phras | phras | phras | phras | phras | Miza
el e2 e3 e4 eb eb6 e7 e8 e9

Correlation - . . . . -
o 1,000| ,283 | ,238 | ,240 | ,221 | ,171| ,173| ,119]| ,214 | ,405

phras Coefficient
el Sig. (2-tailed) ,003| ,013( ,012| ,029| ,084( ,078| ,220| ,023| ,000
N 83 83 83 83 83 83 83 83 83 83
Correlation - - . - - - - o
o ,283 | 1,000( ,514 | ,236 | ,315 ,1281 ,335 | ,424 | ,426 | ,614

phras Coefficient
e2 Sig. (2-tailed) ,003 ,000| ,013| ,001| ,192| ,001| ,000( ,000| ,000
N 83 83 83 83 83 83 83 83 83 83
Correlation . - - - . - . "
o ,238 | ,514 | 1,000 ,438 | ,400 ,052| ,226 | ,284 | ,240 | ,546

phras Coefficient
e3 Sig. (2-tailed) ,013| ,000 ,000| ,000( ,599| ,022| ,003| ,011| ,000
N 83 83 83 83 83 83 83 83 83 83
Correlation . . " " " " " " "
o ,240 | ,236 | ,438 | 1,000( ,535 | ,363 | ,287 |,370 | ,368 | ,585

phras Coefficient
e4 Sig. (2-tailed) ,012| ,013| ,000 ,000| ,000| ,004| ,000| ,000(| ,000
N 83 83 83 83 83 83 83 83 83 83
Kendall's Correlation . . " " - - . -
o ,211 | ,315 | ,400 | ,535 | 1,000]| ,513 | ,379 ,191| ,240 | ,547

tau_b phras Coefficient
e5 Sig. (2-tailed) ,029| ,001| ,000(| ,000 ,000| ,000( ,052| ,012] ,000
N 83 83 83 83 83 83 83 83 83 83
Correlation . - « "
o ,171| ,128( ,052|,363 | ,513 |1,000( ,147] ,167| ,235 | ,371

phras Coefficient
€6 Sig. (2-tailed) ,084| ,192( ,599| ,000| ,000 , 15611 ,097| ,017] ,000
N 83 83 83 83 83 83 83 83 83 83
Correlation " . " - " " "
o 1731 ,335 | ,226 | ,287 | ,379 ,1471 1,000 ( ,529 | ,390 | ,512

phras Coefficient
e’ Sig. (2-tailed) ,078| ,001| ,022]| ,004| ,000( ,151 ,000| ,000| ,000
N 83 83 83 83 83 83 83 83 83 83
Correlation - ” - - - "
o 119 ,424 | 284 | ,370 ,191| ,167( ,529 | 1,000| ,532 | ,563

phras Coefficient
e8 Sig. (2-tailed) ,220| ,000( ,003| ,000| ,052| ,097| ,000 ,000| ,000
N 83 83 83 83 83 83 83 83 83 83
phras Correlation . " . . . . - o -
- 214 | ,426 | ,240 | ,368 | ,240 | ,235 | ,390 | ,532 | 1,000 | ,582

e9 Coefficient
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miza

Sig. (2-tailed)
N

Correlation

Coefficient
Sig. (2-tailed)
N

,023
83

ok

,405

,000
83

,000
83

ok

,614

,000
83

,011
83

3

,546

,000
83

,000
83

ok

,585

,000
83

,012
83

o

547

,000
83

,017
83

3

371

,000
83

,000
83

o

,512

,000
83

,000
83

ok

,563

,000
83

83
582"

,000
83

8adlall

,000
83

1,000

83

Reliability Statistics

Cronbach's
Alpha

N of Items

,881

27

Reliability Statistics

Cronbach's
Alpha

N of Items

,806

Reliability Statistics

Cronbach's
Alpha

N of Items

,903

40

**_Correlation is significant at the 0.01 level (2-tailed).
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gadall

(K-Sbalas) gaonlal) gl ,L33) -8

One-Sample Kolmogorov-Smirnov Test

jaweda miza total
N 83 83 83
Normal Parameters®® Mean 3,9136 3,7965 3,9136
Std. Deviation ,45378 ,54511 ,45378
Absolute ,079 ,096 ,079
Most Extreme Differences Positive ,036 ,068 ,036
Negative -,079 -,096 -,079
Kolmogorov-Smirnov Z ,718 ,873 ,718
Asymp. Sig. (2-tailed) ,681 431 ,681
a. Test distribution is Normal.
b. Calculated from data.
dpmugalall 20 g jbmal) Cilad¥ly dplaad) o giall -9
Statistics
phrasel phrase2 phrase3 phrase4 phraseb phrase6 malmosia
Valid 83 83 83 83 83 83 83
N Missing 0 0 0 0 0 0 0
Mean 3,46 3,58 4,20 4,20 4,01 3,20 3,7771
Std. Deviation 1,063 ,952 ,676 ,658 ,789 ,972 ,53992
@ahﬂ;‘g\ el g )bmall CiaiYly dglual) claugiall -10
Statistics
phrase7 phrase8 phrase9 phrasel0 [ phrasell [ phrasel2 | i3timadia
Valid 83 83 83 83 83 83 83
N Missing 0 0 0 0 0 0 0
Mean 4,02 4,10 3,92 3,87 3,87 3,94 3,9518
Std. Deviation , 765 ,709 , 799 ,894 ,972 ,802 57177
O and gslmal) Cihai¥ly Apluad) clawgiall —11
Statistics
phrasel3 phrasel4 phrasel5 phrasel6 amen
Valid 83 83 83 83 83
N Missing 0 0 0 0 0
Mean 4,17 4,20 4,01 4,18 4,1416
Std. Deviation ,838 ,880 ,890 ,683 ,64769
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Alaty) sl gybaal) Cilaiyly Aploal) claagiall —12

Statistics
phrasel?7 phrasel8 phrasel9 phrase20 phrase21 istijaba
Valid 83 83 83 83 83 83
N Missing 0 0 0 0 0 0
Mean 3,80 3,96 3,99 3,67 3,76 3,8361
Std. Deviation ,921 , 723 757 ,912 ,878 ,64099
ciblail) s gslaal) Cilad¥ly dpleal) clawgiall —13
Statistics
phrase22 | phrase23 | phrase24 | phrase25 | phrase26 | phrase27 ta3atof
Valid 83 83 83 83 83 83 83
N Missing 0 0 0 0 0 0 0
Mean 3,83 3,87 3,92 3,93 3,94 3,69 3,8614
Std. Deviation 1,069 ,823 1,050 1,156 1,119 1,136 ,54588
(cnalil) clani 350) Jiiuall yiiall sluad) Jauigial) ~14
Statistics
jaweda
Valid 83
N
Missing 0
Mean 3,91
Std. Deviation ,454
(Al Bjpall)aslil) iiall (gjbaall Ciladyly dpluad) cillawgiall  —15
Statistics
phrasel | phrase2 | phrase3 | phrase4 | phrase5 | phrase6 | phrase7 | phrase8 | phrase9 | miza
Valid 83 83 83 83 83 83 83 83 83 83
N Missin
0 0 0 0 0 0 0 0 0 0
g
Mean 3,60 3,23 3,58 3,81 4,06 3,96 4,10 4,06 3,77 | 3,7965
Std. Deviation ,910 1,004 ,885 ,848 ,817 ,652 ,835 ,846 ,992 | ,54511
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Lguwaadl t dad -16
Ldlin) Bhal) (aahiad A Wjily cpalil) cilasd Baga alagf -

Coefficients?

Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) ,049 ,381 ,128 ,898
malmosia ,196 ,076 ,194 2,560 ,012
i3timadia ,295 121 ,309 2,437 ,017
! amen ,207 ,096 ,246 2,163 ,034
istijaba -,065 ,104 -,077 -,630 ,531
ta3atof ,320 ,099 ,321 3,250 ,002

a. Dependent Variable: miza

Al 5yaall gadas A W Aly Gualil) ciladd 5aga -

Coefficients®

Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) ,286 ,350 ,817 416
! jaweda ,897 ,089 747 10,105 ,000

a. Dependent Variable: miza

(R2) yaail) Jalas 17

Model Summary

Model R R Square Adjusted R Std. Error of the

Square Estimate

1 ,747% ,558 552 ,365

a. Predictors: (Constant), jaweda
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(R2) 4 jpeiil 5,080 —18

ANOVA?®
Model Sum of Squares df Mean Square F Sig.
Regression 13,588 1 13,588 102,119 ,000°
1 Residual 10,778 81 ,133
Total 24,366 82

a. Dependent Variable: miza

b. Predictors: (Constant), jaweda
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Al 8 Al sl dan 8 Apielil) deasd) sasad BT e Capanll 1) duhall sda g
o2y (Servperf) clY1 z3sai e alaie¥) DA (e clldg 2673 a8 il S cpualill cdgida gl
&35 umy A L) o dngis 48 aSae ol L) Caxgd) 138 (3an (mjaly duedl)
s ¢ Shany) Jadaill L lsnd 83 glajind & 8y A 5L) e Gs) 90 Ly de o
g lgadiliey (i) Gbly dalas Jal e (SPSS)ae laall ashell dilanyl 4l alasiul
lgie Al (p e sana Ayl ekl

Apdlil) shaall 3as 8 Cablally ol cgalae¥) dpusaldl 3 e IS0 ST 2y -

sl a3al) (3a3 8 Alaiu) el B @l gl 4l -

i3 as RP=55.8% dpuiy lldy 4pdliil) saall (3nt 3 cppelil) hlend sa5a] i Sllia -
saga Glo 1 e ad L ellyg clandl) a3 Gyl AtV By e Al Cual M5 LS
Al el (3a b deadl)

LAl 33aal) ¢ el el Ciladd 3aga dpalidal) cilalsl)

Abstract:

This study aims to identify the impact of the quality of insurance services in
achieving competitive advantage in the National Insurance Company SAA
agency N°: 2673, where it was relying on the performance model (servperf)with
his five dimensions, for the purpose of achieving this goal we used an arbitrator
questionnaire was distributed to the agency clients, so that we were distributed
to a sample of 90 Customer clients of the agency and has been retrieving 83
questionnaires Negotiable statistical analysis, we have been using Statistical
Package for Social Sciences (spss22) in order to discuss the survey data and
analysis.The study showed a range of results including:

- The impact of the tangibility, reliability, safety and compassion in achieving
competitive advantage for the company.
-There is no trace of the response to achieving the competitive advantage.
-There is impact to the quality of insurance services in achieving competitive
advantage, and so by R°=55.8% witch has statistic means.

-This study also recommended the need for rapid response in providing services,
because of its impact on quality of service and his role in achieving competitive

advantage.
-Key words: quality insurance services, insurance, competitive advantage.
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