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Abstract:  
This study aims to try to find out the impact of insurance service quality standards on 

customer loyalty with satisfaction as a mediating variable, a case study of the National Fund for 
Agricultural Cooperation (CRMA) in Saida, the study included an estimated sample of 120 of the 
institution’s customers, where the data was processed using modeling with structural equations 
through Adopting the (Advanced PLS) methodology using the Smart PLS3 program. 

The field results showed that there is a positive impact of insurance service quality standards 
on customer loyalty with the presence of satisfaction as a mediating variable 
Keywords: quality standards, insurance service, customer loyalty, satisfaction. 
JEL Classification: C39, M31. 
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1.4 . (Average Variance Extracted):  
 AVE ) 0.50   (

 (Fornell, Larckers «1981»)  
 (Convergent Validity) :  

(categories of quality)  (AVE=0.438) 
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2.4 . (Composite reliability):  
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Average 
Variance 
Extracted 

(AVE) 

Composite 
reliability 

Cronbach 
Alpha  

) Tangible(  0.581  0.805  0.701  
) Dependency(  0.675  0.862  0.760  

) response(  0.691  0.870  0.779  

) Secure(  0.727  0.889  0.811  
) Empathy(  0.600  0.818  0.700  

 (categories of 
quality)  

0.438  0.909  0.890  

) satisfaction(  0.608  0.885  0.837  
) loyalty(  0.672  0.891  0.838  
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0.780                
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)response(  
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)Dependency(  

0.749 1.000 0.382 0.659 0.626 0.700 0.769 0.615 

)Empathy(  

0.711 0.382 1.000 0.609 0.722 0.571 0.785 0.764 

)response(  

0.912 0.659 0.609 1.000 0.836 0.706 0.908 0.786 

) Secure(  0.919 0.626 0.722 0.836 1.000 0.616 0.924 0.891 

)Tangible(  

0.756 0.700 0.571 0.706 0.616 1.000 0.786 0.586 

 
(categories of 

quality)  

0.963 0.769 0.785 0.908 0.924 0.786 1.000 0.896 

) loyalty(  0.898 0.615 0.764 0.786 0.891 0.586 0.896 1.000 
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2.6.4 : Effect of size f Squar .  
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 ) 06:(  )R Square(  

  R Square R2 adjusted 

 (categories of quality)  0.987 0.985 
) satisfaction(  0.927 0.925 

) loyalty(  0.820 0.813 
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  R Square  
(categories of quality) 80.3  %

)satisfaction) (loyalty (93,1 %
.  

) 07:(  )Effect of size f Square( 
  Effect of size f Square 

) satisfaction(  ) loyalty(  
 

(categories of 
quality)  

12.618  0.740  
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7.4 .) GOF:(  
) 09 :() GOF(  

 R Square AVE 

 
(categories of 

quality)  

0.987 0.438  

) satisfaction(  0.927 0.608  
) loyalty(  0.820 0.672  

 0.911 R2 0.573 AVE 
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 GOF 0.721 0.36 .  
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1.5 .Path-Coefficient :  
 ) 01( :  

  T P-values  

) Dependency( - <
 (categories of quality)  

0.231 4.628 0.000  

) Empathy(- < 
(categories of quality)  

0.253 5.445 0.000  

) response(- < 
(categories of quality)  

0.281 5.832 0.000  

) Secure(- < 
(categories of quality)  

0.304 6.649 0.000  

) Tangible(- < 
(categories of quality)  

0.095 2.663 0.008  

  (categories of 
quality) -)  <satisfaction(  

0.963 125.043 0.000  

 (categories of 
quality)  - < )loyalty(  

0.426 2.038 0.042  

) satisfaction(- <
)loyalty(  

0.488 2.363 0.018  
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