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Abstract

Purpose: One of the most important competitive challenges for insurance companies these days is to provide services that can
increase productivity with better quality. This research aimed to investigate the impact of productivity quality management
indicators and artificial intelligence on increasing the productivity of service production in Pasargad Insurance.

Methodology: The statistical population of the quantitative part of this research includes all personnel working in the central
building of Pasargad Insurance. Due to the large size of the statistical population, a classified questionnaire based on the results
of the qualitative phase of the research was prepared and distributed among the personnel to increase the generalizability of the
results. The sample size of this study was initially estimated to be 1,300 people using the Cochran formula, and after final
calculations, the final sample size was determined to be 297 people. Since this research was conducted using a survey method, the
data were analyzed using descriptive and inferential statistical methods. Then, in the inferential statistics section, after determining
the distribution of variables in the population, more advanced analyses were performed. For this purpose, structural equation
modeling was used with Smart PLS software, as well as descriptive statistical tests to examine demographic data and analyze
research variables in SPSS software.

Findings: According to the findings of this study, it can be concluded that combining productivity quality management indicators
with modern artificial intelligence technologies plays a significant role in improving performance and increasing service
productivity in the insurance industry, especially in companies such as Pasargad Insurance.

Originality/Value: Therefore, the productivity quality management model and artificial intelligence on increasing the
productivity of service production in Pasargad Insurance presented in this research is a scientific and practical step towards moving
the insurance industry towards technological transformation, organizational agility, and long-term competitiveness.
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Table 1- Summary of insurance market performance statistics in the first six months of 1402
(based on self-declared figures from insurance companies in Sanhab).
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Figure 1- Insurance companies' profitability trend.
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Figure 2- Conceptual research model derived from research literature.
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Table 2- Validity and reliability indicators.
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Table 3- Factor loading coefficients of questionnaire items.
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Table 4- Inferential statistics of research variables.
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Table 5- Model review based on measurement criteria.
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Table 6- Correlation values of the Fornell and Larker method.
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! Composite reliabity % Loading

2 Discriminant validity



Investigating the impact of productivity quality management indicators on increasing... 410

&l (i (3l (o)l slylane -£-Y

J)JJJB)‘J—E.AASJ&LJA '/Y)‘jybdLﬂ)Lﬂ&.{.ﬁf&)LﬂWﬁL&W@“))dﬁ\&)bﬂbw.\A)L;aumvg}.ﬁ)bﬁJ%um
‘;MM‘\SJ\.‘:&L:‘_;" \/Q? )‘J:VLJ:JL;AJLOT‘)‘J.EA fJﬁj)é\s'{}:‘dﬁU’-‘-‘:”SL&s°JDT)‘mwb‘f&ﬁJ:r&b«k}ﬂJiL§bw‘

el db gy o OLo 3 s

@1—038&

s e G
Siloas uled

FYTT LM e
183 pmly s

Olass ly? Jalse

34825 4l Jaa 55 Saleyb puolia -V S
Figure 3- Factor loading values in the initial research model.
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Figure 4- T-statistic values in the initial research model.
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Table 7- R2 values in structural model fitting.
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Table 8- SRMR index.

oadbgludl Jow  gaest Joe
SRMR 0.073 0.079
d_ULS 23.302 26.313

S ./~())'|J;¢SL§)\>L'MCL.~)'| J—.p\.? @\:.3 el a.l.gbfw)’\.} QJJJ?JJLAJ:&;AJ‘\&JA hf\j)@\:.}g;iL@.})J (Jdes dales ) Ao
sl Jaulg, adS Ul S aS el V/AF 3l i 5 o)lel alie
g 9ol - Jgoz
Table 9- Sobel test.
& ol xlaw & o3kl ojlaitiwl sllas  Lele b
0.005 2.584 0.095 0.244 <= L Jelse
bl cuas

90l g 5 (5 y5L8
0000 3.950 0.099 0389 wlows adg Jolse

EXUNNROWR P

292l i g (6 p5ld
0001 3.303 0.100 0329 <= byl Jalye

XU W Ly

990l g pud 5 (5 y5l8
0.013 2.235 0.086 0.193 5 Sl else

CdsS <= (golas

PRESTIECRPLR

930l @y
0.000 3.990 0.058 0.231 &8 ol 0] )

<= ool s g

XU PR Ly

30l g pudi 5 (5 y5L8

0010 2.347 0.122 0287 <= cpime igo

292l g i g (6 y3ld
0.000 8.664 0.045 0.386 pdlelo coas

90l g i 5 (5 y5L8
S99 S8 <=
Sloas adg

! Standardized Root Mean Square (SRMS)



Investigating the impact of productivity quality management indicators on increasing... 412

Looleitiuy 5 (g S e -V

S B gan hsh p 5 S sE L (S50 CukS o pide Sl et li 3.5 45 5 8w Ol o (s nl Sl 4 a5 L
Sesbasl g Jb Jolge )13 S5l aay smean GBCS A 53 0% 94 oy Coatr 53 Slods (630,40 bl 55,Shee 3540 55 ol
23 @5l (Gl 53 GolIS e (51 1y p3Y S lin Miaisn anasts 5 (Sl 0L 53 Joged a8 ($3luaig G b
Osole 51 5 S5 g St Ol toe 518 koo ¢ 2 ke (63 lprands 53 (£ 5mme o (SLaet 35S 516 S0 ¢ oo 3lon s 53 S oo
B s e |y oGl ) S, 4y somsnnls Jlows sy 5o QL e 31 s oo Slusl las sl 5 Slles IS o)) Comge a3
A5 0 53 (przmen Aims bl 555 SBL e 5 a )l el gilun el Glaa o b 03,5 plulil ] 0l e 0l gldls
ol 5 GalS ) Dleds abl ploy et (Slaasy Slods >1b )3 (ks 0Ly 23155 5 crrle (65500 (b s 5l o3liusl (o5
oS gl sSa ¢S e Ll Ll 3 s SIS ladanly 2 gloslu 53 (60ld adllbele CoiS  ols jsbay das oo Sl ) (g nie
sbul 6L (205 Soe 5 s losle (S (o500 SRlBl 4 amte (Slhes 5 Slnty Gl s onsa g Sbas sl S8
ol Je (5,5 fgw,(;g,f\ oR) 48 B S 15 A 350 Gadios Sl b alS oS sls GLES el (s el (i 3 bles o0
Solsline 5 Cute 306 oyms ogn &S Sl O 3 S (g kil SVoles (g5lwd e ) Sl @L:; sl 0dis s Lailyy o o lael
(Slbes SLadnl 3 g 4 e dielipn Glag sl ¢ SISa S SlaSe )03 Sl day S5 53 CedS Copde glaat s
O oS Sy ke Sl et Li 65 U8 e dl Laasil (riman Sl ks syl Sl S U1 5 (6 S el S35 15
St s Shae o alske bl Jas 55 GalS 55k olyie 0 5 axS oo i) (glany Sleds U5 (550,80 LRI )5 (SlodiS s
Aol o fos

b Slods A5 Goser 5 (Erman phgh o daly (Solslins ssbay CokS S ke a8 3l Gl il Dlio b g 3T il K05 (g5 )
kS g st 3 AN ) 3 ot BB iy S 0350 s B0 (S50, (S5 hsn 148 Line ol 4 S e 6 S omilie
4 D5 e (TS g e ol b (il Sojan 53 Eimmn igh )l 4SS o AST a5l oo e P CH I PICH PR
15555 5 (amlin e S35l ol 5dad e 45 das e LS Olo b oled A0l G 5D s e Sos0 c’a\;.a Solw Sl
S 13 ealinl 350 day Comin )3 Dleds (550,80 SLEI 53 diadign Slaspsld B Jlosd (sl sine o 20l Ol5ist Ll e 50352
oo Gl 5 S50 0 TS S e (Sl et Li 5l e spn (5 S0 S b st ol g 53 4B S se Sbs s w45 L
ol B 53 st Oy gaot SISE pl Sl de 53 23513ty Comins 53 Slods U5 (S50, SRl (G blins S0 o ginns
Rl g ol () el sdaline L 5 gomsenls (6 ) lupurandd 5 Dlods @ Edules s (Ol i Colio; W) ey pa SialS dasyl
Flosg d17] 0hlSer 5 udsa 2] 0hSenr 5 2 2 [15] )SKen 5 onls [14] pals ([3] GLISKen 5 51351 Slallas gl b anflas
[26] o303 2nl 5 [24] OLSen 5 5,85k ([23] OhiSen 5 o [22] (ol 5 Gl ke ([28] Lo 5 gy [21] s 18]

(b O Jals Cols aany G e 5 SOl Sty Sy oo 53 pgman hgr Sl eslinul (ol 5 Jb Jelge e 5l
3 ors Gl 3l eslinal 53 QLSS Guiaily (sosls San s ammer Sloslu ol 355 0 sl 0w 35gr 5 4o e 20 yannads
Ol e 5l 5 Laaslag ST Jdos Bl 035 55 w3l oo eald diadign Glaptins S50 ol (Sl rlin s o5 e Silor bl
L5 s 53 803 (S 31 AS o el ) By S e Bk g 0dBigla et Sleds (b ane) ntile (600 slaen )81 3 b
Sl i) Saalel 5 Jlpoend Glaptmr b dho 5 (egtan Jisn Gl b Slhes Gladal 5 seals 5l (los
D5 S Lot ol 0l & s 5 83U ALl ppimean Dol ekt Slods CokS L) 5 asily e 4 s (S35

S oo Ll Lo sl OUS Bl 5 s 3355 5 Wnatns Sk a8 ¢ Glas Codlals 21330 dags p5ld (s5luar LSS 55 (655w



43 Moaledji Oureh et al. | J. Qual. Eng. Manag. 15(4) (2025) 398-414

25,5 o abl ) sbeslgiing cplnle

e lacale ) 3 (g kbl (6108l s (550, CudS S e a3 o S8 oluosly S o >l§)L~L_1 Ao OS5 598 0 Sl L)
Sl 1295 S 51l (Gla S pranas o313 Jekows U1l 31 (6 S0 s o g 5 b sl e Slaslr Sin b il axbls o g
LS

oo e 3 p 5 Slacssl 31 (6o O 03 48 IS 155 Il o (1 ol ol 4l G SEuly oy S50 558 o DLl crizen Y
aoss sl Gnples wlods (3l Jloms 38> J>1pe Jold dl oy 4l ol 5,8 513 S Il )3 03s0DS 5 pdle (5,500 o 5mne
i 515 s Sy A (a3 RIS ki 03,5 55 ool 65 lonsls kil 53, Sha (5o L utes o515 LSS 35T
g dal g Gladi 63 Culis

rle (6 53L slap )Nl Sl a3 sl Aaisn (slleln 58 oo Slgitiy (Gl Sbaois  (SYVL e 50k Cpbo s b Y
@L@léb&;’-}bu:\;qulbjusdwjléjcﬁj;&};dli})\ :m.lﬁ&uo:b}uuz)‘jgéﬁ;t«ddfbﬁQL@&W@] b arw s
s oo Sl 55 1 ol dSaes slaxel a8 g oo ol 0 Sy Al 5 s s e s glabela oo 6l Al

(Slods CudS (550, b dad o 5 Shas (GudS sl s Li a5 S 2 e diaign (glasygdls il 5 b el S8 558 o amos WY
S OSGal (Dol IS5 55 o 5 el Sl 4 dlasl b Lyl cdins Sioles 5500 o jgems |y laaiy 58 5 (6 20 Sl
S o Ul (SIS B el Sats 3300 53 5 sl oo o h L3 Olpke (6l b 5383 5 S e

Jimas e lgs amws 5 )30l 53 diedds (6108l o (udS Co pde St 5 Esmae Ghgn ) i S 61 e bl ol S0
b Sl e Kin 5 satmn S bl pn (SUatums oy cols Jolod atgny 5o oot ool (Slaanls 3 5 o slgtly ool OLS)S
o dalg 305 (6T S o 5 el 53 Cuaslie 2alS ¢ Sledla uf_sLaTcla.« il e r\.)él ol agi g b ool Calises

T bl 2 03,5 ol 3taal ) 018 e (65185 o S0 ¢ padle (6 S3L slap 581 oo 31 Gl s slaosls Jows L 08,0 508 oo slgaty #
L Sl ol slacsianles 5,8 Sy b ol sy Sl b algitiy Jold A3l o e 1l S oo el s i ot
daly 55l dalps Ay 5 (6 e 2 Wl sl asly s o SRl |y (6 e Lo 5 g5 (63,50 55 iy - RBL diedipn slacidss

W

Sloyad g S5

RGO P o

e glie

el ook ol Sl (slaple st b boslgs 3 Il Cylam 0587n Sl s sy Shasss 0
&bl o)l
..>)|J3 Jf}é&\.‘wub)w ﬁj@dﬁ@‘)b

&lie

[1] Bartoli, J. (2021). The effects of company culture on company profitability [Tehesis].

[2] Chatterjee, S., Chaudhuri, R., Vrontis, D., Thrassou, A., & Ghosh, S. K. (2021). Adoption of artificial intelligence-
integrated CRM systems in agile organizations in India. Technological forecasting and social change, 168, 120783.
https://doi.org/10.1016/j.techfore.2021.120783

[3] Ogbeide, S. O., Adesuyi, I. O., & Adeoye, I. A. (2023). Service quality and customer satisfaction in some selected
insurance firms in Akure Metropolis in Ondo state, Nigeria. Economic insights-trends and challenges, (1), 83-93.
https://doi.org/10.51865/EITC.2023.01.07



Investigating the impact of productivity quality management indicators on increasing... 414

(4]

(5]

(6]

[7]

(8]
9]
[10]

[11]

[12]

[13]

[14]

[15]

[16]

[17]

(18]

[19]

[20]

[21]

[22]

[23]

[24]

[25]

[26]
[27]

(28]

Hira Hameed, L., Usman, M., Kazim, J. U. R., Assaleh, K., Arshad, K., Hussain, A., ..., & Abbasi, Q. H. (2024). Artificial
intelligence enabled smart mask for speech recognition for future hearing devices. Scientific reports, 14(1), 1-11.
https://doi.org/10.1038/s41598-024-81904-y

Radu, N., & Alexandru, F. (2022). Process optimization models using artificial intelligence and digital transformation of
the insurance industry. Proceedings of the international conference on business excellence (pp. 1283-1294). Sciendo.
https://doi.org/10.2478piche-2022-0117

Blasco-Blasco, O., Demeter, M., & Goyanes, M. (2024). A contribution-based indicator of research productivity:
Theoretical definition and empirical testing in the field of communication. Online information review, 48(4), 823-840.
https://doi.org/10.1108/0O1R-11-2022-0634

Clegg, B., MacBryde, J., Ball, P., Masi, D., Mullen, H., & Despoudi, S. (2025). Where next for manufacturing productivity
research? Propositions based on exploratory empirical investigation. International journal of productivity and performance
management, 74(3), 1026-1051. https://doi.org/10.1108/1JPPM-05-2023-0229

Al-Smadi, M. O. (2025). Insurance sector readiness for digital transformation: Empirical evidence from Jordan. Insurance
markets and companies, 16(1), 33-41. http://dx.doi.org/10.21511/ins.16(1).2025.03

Soler, R., Cardona, C., & Toledo, B. (2023). Next in insurance. https://www.pwc.com/mt/en/publications/insurance/next-in-
insurance-2023.html

Eling, M., Nuessle, D., & Staubli, J. (2022). The impact of artificial intelligence along the insurance value chain and on the
insurability of risks. The geneva papers on risk and insurance - issues and practice, 47(2), 205-241.
https://doi.org/10.1057/s41288-020-00201-7

Capgemini. (2024). World property and casualty insurance. https://www.capgemini.com/insights/research-library/world-
property-and-casualty-insurance-report-2024/?

Mohammadi, M. (2018). Identifying and prioritizing strategic levers in managing insurance for the studied individuals,
pasargad insurance. The first national conference on research and development in management and resistance economics,
Tehran, Iran. Civilica. (In Persian). https://civilica.com/doc/787705

Ghorbani, Z., & Mosleh, M. (2021). Identifying and prioritizing life insurance risks in pasargad insurance company using
multi-criteria decision-making and data mining techniques. National conference on tourism management and industry (pp.
36-46). Tehran, Iran. Civilica. (In Persian). https://www.noormags.ir/view/en/articlepage/1868883

Khadem, E. N. (2023). The impact of marketing excellence on the insurance service engagement: An applied study AT the
national insurance company. World bulletin of social sciences, 20, 4-12. https://www.neliti.com/publications/602999/the-
impact-of-marketing-excellence-on-the-insurance-service-engagement-an-applie#cite

Ghasemi, S. A., Hasangholipor, T., Esfidani, M. R., & Abbasian, E. (2022). Applications of intelligent marketing
information system (Case study of insurance industry in Iran). Turkish journal of computer and mathematics education
(TURCOMAT), 13(1), 255-262. https://doi.org/10.17762/turcomat.v13i1.12049

Holden, M., Ogada, E., Hebron, C., Price, P., & Potokar, T. (2022). Quality improvement training for burn care in low-and
middle-income countries: A pilot course for nurses. Burns, 48(1), 201-214. https://doi.org/10.1016/j.burns.2021.04.002
Holland, C. P., Mullins, M., & Cunneen, M. (2021). Creating ethics guidelines for artificial intelligence (Al) and big data
analytics: The case of the european consumer insurance market. Patterns, 2(10), 1-14.
https://doi.org/10.1016/j.patter.2021.100362

Purwanto, A. (2020). The impacts of leadership and culture on work performance in service company and innovative work
behavior as mediating effects. Journal Of Reseacrh In Business, Economics, And Education, 2(1), 283-291.
https://ssrn.com/abstract=3985680

Prentice, C., Weaven, S., & Wong, I. A. (2020). Linking Al quality performance and customer engagement: The
moderating effect of Al preference. International journal of hospitality management, 90, 102629.
https://doi.org/10.1016/j.ijhm.2020.102629

Yan, K., Li, G., & Cheng, T. C. E. (2020). The impact of service-oriented organizational design factors on firm
performance: The moderating role of service-oriented corporate culture. International journal of production economics,
228, 107745. https://doi.org/10.1016/j.ijpe.2020.107745

Dutt, R. (2020). The impact of artificial intelligence on healthcare insurances. In Artificial intelligence in healthcare (pp.
271-293). Academic Press. https://doi.org/10.1016/B978-0-12-818438-7.00011-3

Alipour Pijani, A., & Sattari, S. (2023). Presenting a model of how artificial intelligence capabilities affect the quality of
organizational productivity. The second national conference on quality and reliability management and engineering, Tehran,
Iran. Civilica. (In Persian). https://civilica.com/doc/2018954

Nemati Ghareh-Tapeh, H., Asgarnejad Nouri, B., Zarei, Q., Nemati Ghareh-Tapeh, H. (2021). Exploring the effects of
artificial intelligence on developments in digital marketing technologies. The 8th national conference on economics,
management and accounting, Shirvan, Iran. Civilica. (In Persian). https://civilica.com/doc/1234958

Yadegari, M., Sohrabi, Z., Sheikhkanluymilen, S. (2021). The impact of artificial intelligence on digital marketing. The
first international conference on electrical, computer, mechanical and artificial intelligence engineering, Mashhad, Iran.
Civilica. (In Persian). https://civilica.com/doc/1443837

Fallah, A., Karimi T, R., Shayesteh Tabakh, G. (2019). Presenting a model of medical equipment supply chain integration
and its impact on improving health-oriented services; A case study of one of Tehran hospitals. Health research journal,
4(4), 211-219. (In Persian). https://www.magiran.com/paper/2040965/

Asghari Zadeh, E. (2018). Identifying and prioritizing the dimensions of milad hospital service quality using the swara
approach.

Sarmad, z., Bazargan, A., hejazi, E. (2025). Research methods in behavioral sciences. Agah. (In Persian).
https://B2n.ir/ee4654

Betsch, C., Bohm, R., Airhihenbuwa, C. O., Butler, R., Chapman, G. B., Haase, N, ..., & Uskul, A. K. (2016). Improving
medical decision making and health promotion through culture-sensitive health communication: an agenda for science and
practice. Medical decision making, 36(7), 811-833. https://doi.org/10.1177/0272989X15600434



