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Table (1)Demographic characteristics of the respondents to the
questionnaire
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Table (2) Descriptive statistics of gap variables
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Mean squares error Standard Average No. Variable
deviation
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Table (3) Single sample t test to compare the importance of factors with the
current situation

Test Value =0
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Table (3) Single sample t test to compare the importance of factors with the
current situation
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S e Mean
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) ' ) ) ’ transparency G
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1.0 .49 Y. an YYY | AOYY | Facilitate damage G
‘.1 <A VAT YYY | VY.Y4) | Costinsurance G
VAV AR y oo¥ e YYY | VY Yo Complaint G
Y.ooA A © AAY e YYY | A.Yel | Insurance variety G
1o Yo 0Ny YY) Feeling safe G
c A A ey YYY | Y.eA) Seller encounter G
AKX <A CAagy e YPY | V.Yey Damag&gncounter
Source: Research Findings G sloasily e
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Table (4) Friedman test result
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Significance level
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Table (5) Ranking of ten gap variables based on Friedman test

vt Awareness G

Y. V¢ Complaint G

1Y Damages transparency G

°.4. Facilitate damage G

oy¢ Cost insurance G

o, ¢ Insurance variety G
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ey, Seller encounter G

¢y Feeling safe G
Source: Research Findings o sloaisl aie
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Table (6) One-way variance analysis
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Significance level | F statistics | Mean square | Degree of freedom | Sum of squares
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Table (7) Duncan Supplementary Test

0= gl degere ) Slass ooy,
Subset for alpha = 0.05
v 1 5 < v Y \ No. Groups
. €9 Ve Feeling safe G
.09 Ve Seller encounter G
YA Y Insurance variety G
<Ay YY¢ Facilitate sales G
<Ay YYé Damage encounter G
AN YYe Cost insurance G
B Y Facilitate damage G
y.¥a \Ye Damages transparency G
ER AR Complaint G
Y A YY¢ Awareness G
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Table (8) Descriptive statistics on the ten importance variables
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Mean standard Standard deviation Average No. Variable
deviation
VY E YV V€Y YY¢ Awareness E
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v a g0 CAEE €Y. Y Cost insurance E
CAYY V. VY ot ¥ Ve Complaint E
DARR! +49A ¢ \Ye Insurance variety E
et VL YEY AR A4 Feeling safe E
RN <A ey YY¢ Seller encounter E
el AN LA Y Damage encounter E

Source: Research Findings
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Table (9) Ranking of importance variables based on Friedman test

Average rating Variables
ARR Facilitate damage E
oAV Complaint E
o AY Seller encounter E
oV Awareness E
oy Damage encounter E
0.4 Damages transparency E
o8V Cost insurance E
CARY Facilitate sales E
°.\v Insurance variety E
Y.4A Feeling safe E
Source: Research Findings o sloaily e
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Figure (1) Comparison of the mean of the importance variables of the factors
affecting the satisfaction of the policyholder
Source: Research Findings i glaasl saie
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Figure (2) Comparison of the average of the ten variables of the policyholder's
perception of the current situation
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Extended Abstract

Introduction

In Iran, in order to support farmers and ranchers whose crops are damaged
due to forced and natural disasters, and to help them continue their productive
activities, the Agricultural Insurance Fund is established and provides
insurance services to farmers. Due to the special features of the agricultural
system in country, the necessity to use an efficient agricultural insurance
system for agricultural products and the strategic role of the Agricultural
Insurance Fund in agricultural risk management, the level of agricultural
insurance management in the country needs to be improved and strategic
modernization in the Fund should be on the agenda. In developing a
renovation plan of the Agricultural Insurance Fund, it is necessary to use the
maximum participation of its beneficiaries. Therefore, this study was
conducted with the aim of identifying and analyzing the needs and
expectations of the most important beneficiary of the fund, namely insured
farmers.

Materials and Method

The research method is quantitative. The tools used is the standard
questionnaire and the sampling method is available sampling, so that the
designed questionnaire is provided to farmers electronically. Since the goal
is to analyze the needs with an error rate of 90% and the statistical population
is unlimited, according to Morgan's table, the required number of samples is
97, and finally the questionnaire was completed by 134 people. A variable
called “gap” 1s defined as the difference between importance and status. The
ultimate goal is to analyze this variable to see if there is a significant
difference between the expectations and needs of the customers of the
Agricultural Insurance Fund and the current situation?

Results and discussion

! Respectively: Assistance Professor of General Insurance Group, Insurance Research Center
(Coresponding Author) and Associate Professor of Management Group, Alzahra University
Email: niakan@irc.ac.ir



The descriptive results obtained from the analysis of the questionnaires
indicate that accelerating and facilitating the payment of damages is one of
the most important needs of the affected customers; buying insurance creates
a sense of security and peace in farmers; the Agricultural Insurance Fund
needs new methods to inform customers about the types of insurance policies
and despite the great efforts for producing new products, it does not perform
well in awareness and informing the products to the people and potential
customers; and overall customer satisfaction with the Fund's insurance
services is moderate.

Suggestion

There are significant gaps in various areas between the needs and
expectations of policyholders and the current state of the Fund. The average
satisfaction of the Fund policyholders is estimated to be almost average,
which is far from the desired situation. The most important solutions and
suggestions to eliminate the identified gaps and, as a result, increase the
satisfaction of policyholders, are use of outsourcing and information
technology capacities to provide better and faster services to policyholders;
diversification and design of insurance coverage in an economical way;
paying attention to the issue of professional risk management; designing
promotional programs to promote the insurance culture of policyholders;
implementation of customer relationship management system; utilize the
capacity of the Fund's comprehensive insurance system to analyze data and
identify potential customers.
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