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Abstract: This study aimed to examine the impact of service quality as an independent
variable, through its core dimensions (reliability, responsiveness, and empathy), on enhancing
customer loyalty as a dependent variable measured by behavioral and attitudinal indicators,
grounded in the expectancy disconfirmation theory (EDT). Utilizing a quantitative explanatory
design, the study targeted a population consisting of all insured individuals and policyholders
across various insurance lines in Amman, Jordan. A non-probability convenience sampling
technique was deployed among consumers, yielding a final usable sample size of 406
questionnaires. The simple linear regression analysis conducted via SPSS revealed a statistically
significant positive impact of overall service quality on customer loyalty at a significance level of
(alpha le 0.05). The structural model demonstrated high explanatory power with a coefficient of
determination (R*2 = 0.633), indicating that service quality accounts for 63.3% of the variance in
policyholders' loyalty outcomes in Jordan, with a strong standardized path coefficient (beta =
0.616). Consequently, the study delivers a crucial recommendation for insurance executives in
Jordan to re-engineer the professional behavior of frontliners and claims adjusters by
strengthening their soft skills, particularly the empathy dimension which reported the lowest
descriptive mean. Furthermore, firms must accelerate digital communication capabilities through
dedicated CRM platforms and adopt relationship-marketing strategies focused on Customer
Lifetime Value (CLV) to compress claim settlement cycles and secure long-term loyalty
performance.

Keywords: Service Quality; Reliability; Responsiveness; Empathy; Customer Loyalty;
Jordanian Insurance Companies
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