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The Impact of the Quality of the Online Service Provider Website on Brand Loyalty
(Case Study: National Insurance)
Abstract

Nowadays, trading or exchanging is not only due to paperwork, the physical presence and traditional
methods that mankind has used for a long time, but IT, and especially e-commerce, make everything easier,
more dynamic, cheaper and more economical. In a few In recent years, the pressures of technology, the
environment and, in some cases, government sector advisories and statements, the movement of companies
and public and private organizations in the context of e-government programs have led insurance companies
to implement day-to-day. Feel more about this system and design strategies for moving in this direction. The
purpose of this study was to investigate the quality of websites offering online services on brand loyalty.
This research is a practical purpose and from the perspective of the nature and method of collecting data, a
descriptive survey is a correlation type. In this research, Using systematic random sampling method, data
were collected through online questionnaire for analysis. Data were collected from 325 customers of Mellat
website using SPSS and Smart PLS software. The results showed that perceived complexity, satisfaction and
trust determine the loyalty of customers; In addition to the quality of the system, information and services



affect trust, while only system quality affects the perceived complexity of the product and Also, the
relationship between perceived complexity and satisfaction was not approved.

Keywords: “Trust”, “Insurance Industry”, “Website Quality”, “Information Technology”, “Brand
Loyalty”



