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Abstract

This study aims to analyze the impact of the quality of insurance services on customer
loyalty in the Libya Insurance Company, Misrata branch. The study adopted the
descriptive analytical method. A questionnaire was designed to be distributed to a
sample of 224. It was distributed to two offices (Misrata and Al-Khoms). The
guestionnaire consisted of two main domains. The first contained 25 items distributed
over five dimensions of service quality, namely (tangibility - reliability - responsiveness
- security - empathy). The second domain related to customer loyalty and consisted of
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8 items. The study concluded with a set of results, the most important of which are:
The level of interest of the offices of the Libya Insurance Company, Misrata Branch, in
the dimensions of the quality of insurance services was moderate, with a relative
weight of (54.8%), and the level of the security dimension was the highest level of
insurance services provided, with a relative weight of (62.2%), followed by the
empathy dimension, with a relative weight. Relative (61.3%), followed by the
Tangibility dimension with a relative weight (52.3%), followed by the Reliability
dimension with a relative weight (45.1%), then the Responsiveness dimension with a
relative weight (41.2). The results showed that the degree of loyalty of the insurance
company’s customers reached (64.6%). The results also showed that there was an
effect of the dimensions of service quality (tangibility, safety and empathy) on
customer loyalty in the two offices of the insurance company (Misrata and Sirte), and
there was no effect of the dimensions (reliability and responsiveness) on customer
loyalty in the Libya Insurance Company.

Keywords: Instance, Quality Services Dimensions, Customer Services, Loyalty, Libya
Insurance Company.
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