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Abstract

Increasing competition in the insurance market has made managers of this industry think of a
solution for a lasting presence, and finding new customers and maintaining existing customers is
a very important success factor for today's businesses. Therefore, the current research was
conducted with the aim of developing a model of customer purchase behavior management in the
insurance industry using a mixed method in two qualitative and quantitative sections. The
statistical population of the research in the quantitative part included 25 experts from university
professors active in the field of insurance, managers and high-ranking specialists of insurance
companies who were selected by purposeful sampling. In the first part, 99 identifiers were
extracted as factors of customer purchase behavior management with the library study tool, and
then they were analyzed and categorized through the Clark and Brown coding method and Max
Kyuda software. After screening and measuring their validity using the fuzzy Delphi method and
distributing the questionnaire among the group of experts, 85 identifiers were extracted in the
form of 19 sub-factors. Validity of Delphi questionnaire questions using content validity analysis
with CVI coefficient equal to 0.91 and CVR equal to 88. It has been confirmed. The research
results showed that the research model has three main behavioral, structural and contextual
variables as the management factors of customer buying behavior.
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Introduction

Today, service industries play an important role in the economic growth and development of
countries, and among them, the supporting role and importance of the insurance industry is not
hidden from anyone. On the other hand, the diversity of insurance companies and the increase in
competition in the insurance market have made managers of this industry think of a solution for a
lasting presence. Finding new customers and keeping existing customers is a very important
success factor for today's businesses, and obtaining permanent and loyal customers for a
particular company or brand requires investment. Therefore, customer buying behavior is a new
issue and a discussed challenge in the field of marketing (Molahasin et al., 2012). On the other
hand, insurance companies, due to their nature and the annual renewal of their insurance policies,
must move in the direction of customer orientation, and no matter how successful they are in
attracting and retaining customers, they will continue the company's survival, that is, the focus of
insurance companies should be on the customer and purchasing behavior. be him New research
methods such as ethnography, consumer neuromarketing, etc. shed light on new horizons about
predicting how consumers make decisions and manage them. In order to retain customers, there
must be a way to manage their buying behavior, which is essential for the company's survival.
The requirement of customer purchasing behavior management is a correct understanding of
consumer purchasing behavior. Customer buying behavior creates a set of opportunities, and by
managing buying behavior and taking advantage of these opportunities, companies can influence
the customer's purchase intention in a market where there are many insurance companies.
manage his chosen buying behavior despite behavioral complications. Review of previous
studies showed that there is no model to achieve this goal. Therefore, the current research was
conducted with the aim of developing a management model for customer purchase behavior in
the insurance industry.

MATERIALS AND METHOD

This research is based on mixed research and has been done in two parts, qualitative and
quantitative. In terms of the purpose, it is practical and in terms of the nature and descriptive
method of survey. At the same time, this research is from the point of view of the method of data
collection in the qualitative phase, by the method of library and field studies, and in the
quantitative phase, it is a questionnaire. Also, the time period of the research implementation is
single. The statistical population of the research in the quantitative stage was 25 university
professors and experts active in the insurance industry, including managers and specialists of
different insurance companies in the country. which were selected as non-probability sampling
and a combination of targeted and chain methods. Based on this, first 5 experts who were
suitable to participate in this research were selected, then each of these people was asked to
introduce other experts who were suitable to participate in this research, and in this order, the 25
members of the Delphi panel were selected. It was formed. The method of data analysis in the
qualitative stage was Clarke and Brown's coding method and Max Kyuda software, and in the
quantitative stage, the fuzzy Delphi technique. Their reliability and validity were confirmed.
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RESULTS AND DISCUSSI

Based on library studies and related articles, 99 identifiers were identified and extracted as
factors for managing customers' purchase behavior in the insurance industry. And then, in the
qualitative stage, with the Brown and Clark coding method and with the help of Max Kyuda
software, these variables were categorized and after the final coding, they were placed into
twenty sub-factors and three main factors, and the initial research model was designed. The
quantitative phase of the research was conducted with three rounds of the fuzzy Delphi
technique. At this stage, in order to review and refine the determined factors and determine the
level of agreement of the Delphi group with the influence of the factors in the management of
customer purchasing behavior in the insurance industry, a questionnaire was provided to the
expert group. After examining the opinions of experts and converting them into fuzzy numbers,
in order to be able to give an opinion on which item is suitable for analysis and which one should
be excluded from the analysis, de-fuzzification of fuzzy numbers was used; To confirm and
screen the items, the value of the acquired value of each index is compared with the threshold
value of 0.7. In the first round, the variables whose diffusion coefficient was less than 0.7 were
excluded from the research, and again the questionnaire without these factors was provided to
the experts, and the other variable was also removed, and the third round of Delphi was
conducted. At this stage, the experts reached a consensus in their opinions and no variable was
deleted. Of the 99 identifiers provided, 85 identifiers were confirmed. The findings showed that
there are three behavioral, structural and contextual factors as effective factors on the
management of customer purchase behavior in the insurance industry, and the contextual factor
(competitors, management, political and government conditions, market conditions) was
identified as the most important factor; Among them, the variable of the market situation has the
most influence.

CONCLUSIO

According to the research of Anoushe and Mousavi (2016), the management of customer buying
behavior is considered as a central element in the sale of goods and economic relations. Need is a
basic biological drive, while desire represents one of the ways to satisfy the need that society has
taught us. Insurance is also a product that people need, but this need should be awakened in them
so that they pay for the benefits and coverage of insurance and teach them how to meet their
needs. Insurance is one of the most expensive things that people buy, but they don't see or touch
it until an accident happens, so to sell it, we need to win the trust of the customer. We can create
or change the consumption pattern in various ways and bring the customer along with us. The
research results showed that the research model has three behavioral, structural and contextual
variables as effective factors on the management of customer purchasing behavior. structural
variable including product, corporate factors, information technology, sales facilities,
competitive advantage, economic factors, social factors, space and time, customer financial
records; Behavioral variables include psychological sub-factors, people, knowledge, behavioral
records, customer experiences, purchasing pattern, customer orientation; And the field includes
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management, political and government conditions, market conditions. Applying the customer
purchase behavior management model leads to valuable consequences for insurance companies,
such as increasing the value of customers, maintaining and increasing market share, and
enhancing the company's brand value.
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