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Abstract
The present study aimed to explain the factors affecting the usage of  electronic insur-
ance in Iran insurance company and its operating strategies in Khuzestan province. The 
research method is descriptive-survey method, and data collecting instrument is question-
naire. The study population is consisted of  480 people of  all staff  and experts the sales 
network in Iran insurance company in Khuzestan province that 206 statistical sample 
were selected using Cochran’s sampling method. The obtained data were analyzed using 
SPSS software after the completion and examination of  160 questionnaires. Data analysis 
performed using single-sample t-test and Friedman test. The results of  hypothesis tests 
showed that components of  the usability of  the website, the type of  insurance cover-
age, quality of  service and security in the network of  the factors affecting the usage of 
electronic insurance in Iran insurance company are in Khuzestan, however, the internet- 
advertisement weak impact on the usage of  electronic insurance in Iran insurance com-
pany. The results of  the study hypotheses using Friedman test showed that security in the 
network and then the usability of  the website as the most the importance and influence 
the usage of  electronic insurance in Iran insurance company in Khuzestan. In fact, it said 
that proposed model is proportional to collected statistical data.
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Introduction
The banking industry beside the insurance in-
dustry, as the two control arms in any econ-
omy considered. So that, appropriate action 
ensure balanced growth and provide slow 
movement of  economy. Aside from the eco-
nomic effective approaches, the insurance in-
dustry in terms of  social has important status 
and appropriate development could underlie 
sustainable development in society. In the cur-
rent situation and considering the complexity 
of  the global economy and the increasing de-
velopment of  information technology in the 
economy, the insurance industry as a dynamic 
industry not be left behind, but growth must 
also provide according to other branches of 
the economy. Because underwriting as one of 
the most important and influential economic 
activity, increasingly plays more important role 
in economic activity. Therefore, continuous 
improvement in the provision of  insurance 
services both qualitative and quantitative im-
provement and the emergence of  new services 
is essential. The advent of  information tech-
nology has led to the development of  manu-
facturing and service industries as well the 
insurance industry as part of  the service in-
dustries is no exception. Because like any other 
competitive industry, one important factor of 
customer satisfaction in the insurance services 
is quality of  service (ie, rapid and inexpensive 
access to those services) and thus achieves 
this, regardless of  the countless benefits for 
domestic and foreign clients of  insurance, is 
a competitive advantage in the competitive 
world of  today. Web-based financial firms 
eliminate traditional costs and right delivery 
of  the products and services via the Internet 
reduce transaction costs.
Internet technologies not only affect the dis-
tribution channels of  the company, but the 
company’s business processes are changing. 
Today, IT in the processing insurance policies, 
determining the premium, market analysis, 
sales forecasting and accounting is used. It is 
clear that the insurance is industry dependent 

on the information, so that ICT can have a 
huge impact on it. Internet development in the 
insurance industry has been slower than on-
line banking. There are two main reasons that 
insurance companies will lead to online activi-
ties, first reason is that the possibility of  on-
line access and providing a channel to deliver 
cheap, development of  agencies and existing 
lattice agencies, eliminating bureaucracy and 
reducing the amount of  interaction between 
persons reduce costs and increase income. The 
second reason is that online access, increases 
customer’s perception of  the service provided 
to them as well as the causes and increase the 
loyalty (Yaghoubi & Tajmohammadi, 2011). 
To use the high potential of  e-commerce in 
insurance companies, identify factors that en-
hance the success of  electronic insurance is 
essential. Insurance companies that achieve a 
true understanding of  organizational and en-
vironmental factors affecting the electronic 
insurance more than others are able to make 
informed decisions on how to convert insur-
ance to the electronic insurance system and ex-
ploit it to remain in the new economy ( Ellahi 
et al., 2012).
The main objective of  this study was to de-
termine the factors influencing the useage of 
electronic insurance in Iran Insurance Com-
pany and provide solutions to operationalize it 
and determine to what extent these factors af-
fect the useage of  electronic insurance. There-
fore, this study attempts to investigate the op-
erational indicators of  electronic insurance in 
the form of  a framework, the effect of  these 
factors on the useage of  electronic insurance 
analyzed. So that in the course of  this review, 
a proper and strategic planning for further 
implementation steps and utilizes its applica-
tions offered so can take effective step in the 
optimal use of  information technology tools 
in business processes and insurance services.
Research theoretical background 
 In recent years the use of  information and 
communication technology as the centerpiece 
of  many of  the global development is undeni-
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able and it has accelerated affairs. Now every 
business can be observed signs of  technology 
such as e-banking, e-learning and e-insurance 
as part of  e-commerce and a wave that is not 
less than the industrial revolution in the world 
enjoyed unprecedented growth and insur-
ance in general are financial institutions in-
cluding the industries that e-commerce could 
play a significant role in its development, be-
cause insurance industry is industry informa-
tion consumeing, so has a fertile ground for 
widespread use of  information technology. 
Insurance companies with respect to the de-
velopment and advancement process of  infor-
mation technology and the presence of  new 
and stronger competitors than previous com-
petitors, to stay in this competitive field need 
to the latest innovations in their industry. Ob-
viously that these areas should be quite cau-
tious as long as users do not use the technol-
ogy. The aim of  designe it is achieve the same 
improvement and facilitate the related affairs 
and achieve time and cost savings will not be 
met (Alikhani, 2009).
Electronic Insurance with internet and infor-
mation technology usage in the production 
and distribution of  insurance services as a sub-
set of  e-commerce pace with the Internet de-
velopment expanded and its use has become 
common in recent years in many countries. 
However, the provision of  services in 365 days 
a year and 24 hours a day, with the emergence 
of  electronic insurance will put into action 
(Zolfi, 2010). Use of  information technology 
in the insurance industry increase production 
capacity, improve the speed and quality of  ser-
vice and specialization of  activities.  Electronic 
insurance as a whole provide clients access to 
insurance services using safe mediators and 
without physical presence.  Electronic insur-
ance solve the issues of  the traditional insur-
ance, so identifying factors that can affect the 
usage of  electronic insurance help insurance 
companies in planning and operations man-
agement.  Much research has examined the fac-
tors that influence the adoption of  electronic 

insurance between users. Summary results of 
some research in the field of  adoption of  elec-
tronic insurance in Iran in Table 1 presented:
Research Hypotheses
According to the theoretical literature provid-
ed, the following hypothesises can be consid-
ered:
1. First hypothesis: the use of  web-based is ef-
fective in the use of  electronic insurance.
2. Second hypothesis: the type of  insurance 
coverage is effective in the use of  electronic 
insurance.
3. The third hypothesis: the quality of  services 
is effective in the use of  electronic insurance.
4. The fourth hypothesis: Internet advertising 
is effective in the use of  electronic insurance.
5. Fifth hypothesis: the creation of  security in 
network is effective in the use of  electronic in-
surance.
Conceptual model
The main objective of  this study was to deter-
mine the factors influencing the usage of  elec-
tronic insurance in Iran Insurance Company 
and its operating strategies. According to the 
history and literature, as well as research done 
by Ellahi and Hassan Zadeh (2009), Molla 
and Lichr (2005), Fatahian et al. (2009) and 
Sanaee et al (2008), the conceptual model of 
study made by researchers and is presented as 
follows(fig1).
Methodology 
The research method is descriptive-survey 
method, and data collecting instrument is 
questionnaire. The study population is con-
sisted of  480 people of  all staff  and experts 
the sales network in Iran insurance company 
in Khuzestan province that 206 statistical sam-
ple were selected using Cochran’s sampling 
method. In the present study to identify five 
effective factors the quality of  service, website 
usability, type of  insurance coverage, internet 
adds and security on usage of  electronic insur-
ance in Iran insurance questionnaire design 
and questions has been developed according 
to the hypothesis. Replies to this questionnaire 
on a Likert scale of  5 degrees (very low) to 5 
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(very much) are specified. In this study, the first 
part of  the questionnaire included questions 
about demographic characteristics of  persons, 
whose number is four questions, a description 
of  the research sample provided, and then the 
second part consists of  items for evaluation of 
five factors and usage of  electronic insurance.
In order to determine the reliability of  the 
questionnaire, the Cronbach’s alpha using 

SPSS statistical software used. Cronbach’s al-
pha coefficient of  electronic insurance is 74%, 
indicating the reliability of  research tool is 
high. To test validity questions of  the content 
validity used. To test the content validity of 
the questionnaire the comments of  experts, 
academics and experts used; and finally en-
sure that the questionnaire measure the same 
desired properties of  researcher. Data analy-

Table 1. An overview of  research in the field of  electronic insurance in Iran and world

Year Researcher research title Results
2014 Torkestani 

et al
Designing a model to 
explain the factors af-
fecting on success of 
electronic insurance 
in Iran insurance in-
dustry

In this study try to in a successful framework, the 
integrated for insurance companies and consumer 
electronics from two points of  view considered and 
the relationships between various factors considered 
in the model.

2013 Bashiri et 
al.

Electronic insurance 
challenges using fuzzy 
AHP

The results showed that the most important chal-
lenges of  electronic insurance from  customers’ per-
ception is reputation, insurance, electronic access to 
insurance laws and regulations, provide easier service, 
diversity of  services, speed of  service, reliability and 
trust services and insurance companies.

2013 Esmaeel-
pour and 
Kaboutari

The use of  fuzzy net-
work analysis process 
to identify and rank 
the factors influenc-
ing the usage of  elec-
tronic insurance in 
insurance industry

The results showed that among the factors, factors 
underlying and infrastructure, culture, and personality 
and customer attitudes are more important than other 
aspects. Also among the branches used in the follow-
ing four categories of  advertising knowledge about 
the society towards the role and benefits of  electronic 
insurance services, infrastructure, legal and regulatory, 
risk and personal perception of  risk and implemen-
tation of  security and infrastructure, credit are more 
important than the other branches.

2012 Ellahi et al. The effect of  elec-
tronic readiness on 
the success of  elec-
tronic insurance using 
structural equation

The results showed that in the current situation, or-
ganizational readiness has a significant and positive 
relationship with the structures of  the success of 
electronic insurance and the readiness of  the organi-
zation on the usage of  electronic insurance benefits 
and public readiness through the influence of  the or-
ganizational network impact on the success. 

2011 Sarafi Za-
deh, and Ali 
Pur

Feasibility offer in-
surance products 
available in electronic 
form in insurance 
companies

The results showed that already offer insurance prod-
ucts available in electronic format on different aspects 
of  operational, technical, cultural, legal and poor.

2014 Birlli et al The central role of 
electronic health cases 
in people health care

Using electronic insurance as well and in no time, you 
can have access to information relating to patients via 
the Internet.
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sis performed in two levels of  descriptive and 
inferential statistics. Descriptive statistics used 
to evaluate the demographic characteristics of 
the sample. In Table 2, the statues of  statisti-
cal sample presented in terms of  demographic 
characteristics. Analyze data using SPSS soft-
ware and one sample t-test and Friedman test 
conducted.
Results 
This section examines the hypothesis of  the 
study. For this purpose, single-sample t-test to 
evaluate and measure the impact of  factors af-
fecting the usage of  electronic insurance and 
Friedman test to rank these factors used. All 

tests at a significance level of  five percent ( ) 
is done.
However, in order to check which of  the com-
ponents in the effectiveness of  e-insurance in 
the Iran Insurance Company and providing its 
operational solutions, has great importance to 
the rest, will be discussed. In this regard, Fried-
man test will used. Friedman test results sum-
marized in the following table to achieve this 
response.
Conclusion
 The aim of  this study was to determine the 
factors influencing the usage of  electronic in-
surance in Iran Insurance Company and its 

 Figure 1. Conceptual model of  research (researcher)

 Table 2. Status of  the statistical sample in terms of  demographics

Variable Levels Percent Variable Levels Percent
Age Female

Men
68.8
31.2

job experi-
ence

Diploma
Associate Degree

BS
MA

31.3
30.6
29.4
8.8

Job Expert of  sales 
network

Staff

55.7
44.3

Age 22 to 26 years
27 to 31 years
32 to 36 years
37 to 41 years
42 to 46 years
47 to 51 years
More than 51 

years

13.8
15.6
25.6
18.8
12.5
7.5
6.2

Education Between 1 month to 1 
year

Between 1 and 5 years
Between 6 to 10 years

Between 11 and 15 years
Between 16 and 20 years
Between 21 to 25 years
Between 26 to 30 years

More than 31 years

7.2
21.2
18.1
10.6
15.6
13.7
10.0
6.4
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operating strategies in Khuzestan province. 
As the results showed, according to staff  and 
experts of  sales network as sample to study; 
the factors involved in the study were used as 
the factors influencing the usage of  electronic 
insurance; including the usability of  the site, 
the type of  coverage, provision of  services, 
Internet advertising and network security had 
an accepted and significant impact on the us-
age of  electronic insurance in Iran Insurance 
Company. This means that whatever the fac-
tors are desirable for staff  and experts, will 
also increase the usage of  electronic insurance 
and travel towards the positive direction. The 
most important variables affecting the usage 
of  electronic insurance were network security 

and usability of  the website in Iran Insurance 
Company of  Khuzestan. For ratings and re-
views of  the impact of  each factors on the us-
age of  electronic Insurance in Iran Insurance 
Company the Friedman test used. The results 
of  the analysis of  Friedman test showed that 
five factors prioritized in terms of  importance 
in the usage of  electronic insurance in Iran In-
surance Company in Khuzestan province is as 
follows:
1.Network Security
2.Useability of  Website
3.Quality of  service
4.Type of  coverage
5.Internet advertising 
Results of  the test rankings Friedman test por-

Test Value = 3
value 
of  t

Degrees 
of  free-
dom

sig-
nificance 

level

Mean dif-
ference

Average 95 percent

upper 
limit

lower 
limit

Usability of  the website 
on the usage of  electronic 
insurance

6.212 159 0.000 0.21 3.21 0.28 0.14

The impact of  insurance 
coverage on the usage of 
electronic insurance

1.702 159 0.025 0.08 3.08 0.18 0.01

The impact on the quality 
of  services using electron-
ic insurance

0.982 159 0.000 0.23 3.14 0.04 2.95

The impact of  Internet 
advertising on the usage of 
electronic insurance

5.933- 159 0.000 0.27- 2.72 0.18- 0.36-

The impact of  network 
security in the usage of 
electronic insurance

9.627 159 0.000 0.57 3.57 0.69 0.45

 Table 3. Single-sample t test for hypotheses test

 Table 4. Results from Friedman ranking to prioritize the five factors of  ac-
ceptance

No Component Rating average
1 Usability of  website 3.21
2 Type of  coverage 3.08
3 Quality of  service 3.14
4 Internet Advertising 2.72
5 Network security 3.57

Chi-Square = 116.810;  Df= Sig=0.000
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trayed in the following diagram.
As can be seen in the chart above, based on 
the results of  the Friedman rankings test, the 
influential components can be according to 
the importance network security and usability 
of  the website and eventually component ser-
vices of  provision of  services has greatest im-
pact in Iran Insurance Company. Based on the 
results of  a questionnaire distributed in Iran 
Insurance Company in Khuzestan province 
noted that the five factors listed in the usage 
of  electronic insurance is effective. Therefore, 
it said that with the improvement of  each of 
these factors such as usability website, type 
of  coverage, provision of  services, Internet 
advertising and network securing, followed 
by the usage of  electronic insurance in Iran 
Insurance Company in Khuzestan province 
also increased. According to the findings, the 
following suggestions to enhance the effective 
usage of  electronic insurance and therefore 
their use of  e-services offered by the Iran in-
surance company as following:
1.Insurer have to be ensure than disciplined 
and faultless performance of  the website of 
Iran insurance company in the Khuzestan 
province and the insurance company make en-
sure its customers than its technological ability 
to provide electronic services via the Internet.
2.Iran Insurance company website designed to 
convey a sense of  professionalism to the in-
surer.
3.Therefore, it suggested Iran Insurance Com-
pany is always up to date news and information 
on the latest updates show on the website.

4.Managers of  Iran Insurance company in 
Khuzestan province suggested that by taking 
training courses on the evaluation of  the im-
plementation of  the electronic insurance for 
each of  the insurance products by insurance 
experts, analysis of  the types of  insurance 
coverage and check insurance coverage and 
determine the blind spots in the conversion 
process electronically, analyze and evaluate the 
strengths and weaknesses of  the Iran insur-
ance company for the project, and cultural is-
sues related to this issue from the perspective 
of  Insurer, employees and experts of  central 
insurance and the existing laws of  the coun-
try; from the perspective of  the employees of 
the insurance company to analyze all aspects 
of  the implementation of  electronic insurance 
with respect to various aspects of  their cover-
age.
5.It offered to Iran Insurance Company design 
their website in such a way its performance for 
the insured was predictable and use it easily 
possible for him.
6.It offered to Iran Insurance Company create 
culture to use their online products and ser-
vices that this is but the shadow of  inform-
ing Iran Insurance Company and Internet ads 
about how great the service was not practical.
7.With respect to network security and pri-
vacy, it is recommended that Iran Insurance 
Company to express their privacy and security 
policies and ensure their customers that their 
information will be safe with no change in the 
company and in case of  violation and abuse of 
personal information the insurance company, 

 Figure 2. Conceptual model to compare results of  Friedman ranking 
test in terms of  impact
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will accept its responsibility.
8.It suggested that the central insurance by 
providing educational programs and play it 
through the mass media to educate people on 
how to use the services of  the insurance com-
pany and the premium rates in the different 
fields take action.
9.Financial investments required for the imple-
mentation of  electronic insurance in an atmo-
sphere devoid of  part review and a more con-
servative look.
10.Raise the awareness of  managers Insurance 
Company of  Khuzestan province than elec-
tronic insurance and other foreign countries 
and send the electronic insurance activities of 
managers and experts from different countries 
to be acquainted with the electronic insurance 
business in the leading countries.
11.Providing Internet access in all parts of  the 
country with sufficient bandwidth and speed
12.Training and providing technical expertise 
labor in the country’s university to support the 
electronic insurance plan
13.Developing insurance companies special 
law especially in the field of  electronic signa-
ture, insurance contracts and electronic trans-
actions.
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