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Abstract

Objective

In genera, loyalty and the effects of various customer loyalty programs have always been an
important issue for the insurance industry, especially in the present economic condition which is full
of recession and inflation in recent years in Iran. Considering the very small contribution of the
insurance industry to the GDP of Iran and the ability to increase this amount by improving the
customers' loyalty and development of insurance services, identifying those programs that can lead to
more loyaty of current customers of the insurance industry and, on the other hand, attract new
customers are of high importance. In this research, the basic issue is the examination of various loyalty
programs ranging from immediate to long-term, hard to soft within a multifaceted combination and
their impact on customer loyalty.

M ethodology

The present research is applied in terms of purpose and in terms of the method is considered
experimental (Salomon four-group design), which is followed by a survey approach. The population
under study consists of al the clients of the Ambirkabir Branch of Asia Insurance Company in Shiraz
by the end of December 2014 (412 people). Using Cochran formula, 200 individuals were were
randomly selected as the sample. Two independent questionnaires were used to collect the data.
Research questionnaires were collected before and after recieving financial rewards (granting of
discounts, providing free insurance and giving out gifts based on their purchase) and non-financial
rewards (contact with the client in person and on the phone for the provision of insurance consulting
services and placing the customer within the special customer group and introducing them to the social
networks of the company's customers), and also before and after the granting of instant and long-term
rewards. Paired t-test and dependent t-test were used to analyze the data.



Findings

The findings indicate the impact of instantaneous program on customer loyalty. Thisis associated with
the analysis where friendly and cooperative relationships with the company has led to continuous and
consistent customer relationship with the company. On the other hand, a better understanding of the
needs and expectations of the customer and maintaining a positive relationship with him, influencing
the positive emotions and feelings of the client in using the insurance services and building an
emotional value to the insurance company have al been effective. Besides, running an instant
messenger program gives customers a sense of belonging and specificity. The economic conditions of
the Iranian society have been faling dramatically over the past years and it is natural that provision of
financial rewards, discounts coupons and free gifts can increase their loyalty to a particular insurance
company. Other findings indicated that the instantaneous programs were not effective on customer
loyalty. In fact, since the customers may consider such a positive attitude in hisfirst encounter up until
the last deal with the insurance company as their right, one should not expect the implementation of
long-term programs to have a significant effect on their loyalty. Eventually, hard programs have been
effective, to some extent, on customer loyalty.

Conclusion

In order to design loyalty programs, it is recommended that, in addition to forming a customer club
and designing a loyalty card, virtual interaction with the customers will be developed to identify
needs, meet their needs and improve loyalty. It is suggested to use greetings, postcards, booklets,
ezines, and etc while implementing soft loyalty programs. On the other hand, the provision of personal
services such as insurance consulting services, outsourcing services and personalization of the virtual
interactive environment with the client can be placed on the agenda of the company. In implementing
hard loyalty programs, you can aso share with the customer the profit from applying their corrective
comments on the provision of services, discounts, free sidelong insurance, and the gifts and rewards in
proportion to the volume of purchases, increased customer loyalty and increased trust in company
products and services. It should be noted that according to the results of the research, the
implementation of soft instantaneous programs was the priority and postponement of such programsis
not desirable for the customers. On the other hand, the company can aso pay attention to the hard
instantaneous and long-term issues along with these measures.
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