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Abstract

The turning away of customers is one of the main threats in the competitive
insurance industry, so the use of new technological approaches such as
artificial intelligence to communicate with customers and reduce their loss has
become a focal issue in this industry. In terms of the purpose of this study, it
is an applied-developmental study that seeks to provide a model for reducing
customer churn using artificial intelligence-based customer relationship
management in the insurance industry. From the point of view of the data
collection method, it is a cross-sectional survey research. To achieve the goal,
amixed exploratory research design (qualitative-quantitative) was used. In the
qualitative part, the theme analysis method was used, and in the quantitative
part, the partial least square method was used. The community of participants
of the qualitative part included the managers of Iran Insurance Company, 17
of whom were selected by purposive sampling method. In the quantitative
part, the statistical population consisting of managers and experts of Iranian
insurance and managers of Iranian insurance agencies in Gilan province, with
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the method of effect size and power analysis, 130 people were selected by
cluster-random sampling method. The data collection tool in the qualitative
part was semi-structured interview and in the quantitative part, researcher-
made questionnaire. Research findings showed that technical factors of
artificial intelligence, managerial factors of artificial intelligence and
relationship marketing affect the management of relationship with customers.
Customer relationship management improves customer experience by
influencing service personalization and customer orientation. This factor by
influencing customer loyalty, customer satisfaction and customer
participation leads to the reduction of customer churn. Therefore, it was found
that artificial intelligence is an infrastructure structure that, from a technical
and managerial point of view, can help to improve customer relationship
management in Iranian insurance agencies and reduce customer turnover and
loss.

Introduction:

The loss of customers is an alarming issue in the insurance service sector. In
competitive and saturated markets such as the insurance industry market,
customer turnover can always be expected and there are several reasons for it
This issue can be due to reasons such as dissatisfaction, higher costs, low
quality, lack of handling of complaints, lack of certain facilities and services,
or concerns about privacy and other such issues.On the other hand,
competitive prices, higher service quality, gifts, promotions, marketing
campaigns, accessibility and competitors' driving activities can lead to the loss
of customers. The economic value of customer retention in the insurance
industry has caused insurance companies to widely try to reduce the loss of
their customers. In the highly competitive insurance industry, operational
strategies must be set to minimize the rate of customer loss both in the short
term and in the long term, and this depends on the customer-oriented strategies
of these companies. On the other hand, customer attrition reduction programs
require large databases and big data analysis. The processing and analysis of
such data to improve the ability of companies to achieve their desired goals
requires the use of new technologies based on artificial intelligence (Al). In
this study, the focus is on the role of customer relationship management in
reducing customer attrition rates in the insurance industry. The number of
active companies in the insurance industry and the large number of agencies
have greatly intensified the competition in this industry. In such a situation,
customers have a lot of freedom in choosing, and this has increased the rate of
customer churn in the industry. In such a situation, it seems that customer
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relationship management can be effective in reducing the loss of customers.
In this regard, relying on the capabilities of artificial intelligence can be very
fruitful in understanding the needs, wishes and demands of insurance
customers and providing correct, timely and pioneering responses. However,
few studies in the country have dealt with customer relationship management
based on artificial intelligence in electronic businesses. Clearly, this study is
new in the insurance industry and a deep research gap is observed in this field.
In this research, first by studying books and scientific articles, while detailing
customer relationship management and related definitions and concepts, an
effort is made to conceptualize it in the context of artificial intelligence and
explain its role in reducing customer churn. Then, by conducting interviews
with experts and experts, the underlying themes will be identified and
categorized by thematic analysis, and at the end, by compiling and compiling
the questionnaire, the desired model will be validated and fitted. The present
study answers the key question of what is the pattern of reducing customer
churn using artificial intelligence-based customer relationship management?

Methodology: From a philosophical point of view, the current study is based
on the philosophy of pragmatism, which was carried out with an inductive-
analogical approach. It is also an applied-developmental study in terms of its
purpose. From the point of view of the time frame of data collection, it is in
the category of descriptive research. An exploratory mixed research design
was used to conduct the research.The community of participants of this
research included professors and elites related to customer relationship
management and artificial intelligence who had continuous activities in the
fields of technology-based marketing in Iran Insurance Company and were
selected in a targeted manner. From the 13th interview, no new theme was
identified, but to avoid false theoretical saturation, it continued until the 17th
interview. To ensure that theoretical saturation was achieved, the researchers
acted gradually in the process of interview analysis, and after each interview,
they did a complete thematic analysis process for each interview, and then the
next interview was on the agenda. Therefore, 17 qualified people have
participated in this study. The statistical population in the quantitative part
included managers and experts of Iranian insurance and managers of Iranian
insurance agencies in Gilan province. To calculate the sample size, Cohen's
power analysis rule (1992) and G*Power software were used. Using the rule
of power analysis, a minimum sample size of 130 people was estimated at a
confidence level of 95% with an effect size of 0.15 and a statistical power of
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80%. A cluster-random method was used for sampling in the quantitative part.
The main tools for collecting research data are semi-structured interviews and
researcher-made questionnaires. The interview included 6 primary questions
and was conducted in a semi-structured manner. The research questionnaire
includes 11 main constructs and 63 items with a five-point Likert scale. In the
qualitative part, the theme analysis method was used to identify the themes of
reducing customer churn using artificial intelligence-based customer
relationship management in MaxQDA 20 software. In the second part, the
validation of the model was done with the partial least squares method in
Smart PLS 3 software.

Results and Discussion: In the research findings section, 3 overarching
themes, 11 organizing themes and 63 basic themes were obtained through
axial coding.

Conclusion :The results showed that technical factors of artificial
intelligence, managerial factors of artificial intelligence and relationship
marketing affect the management of relationship with customers. Customer
relationship management improves customer experience by influencing
service personalization and customer orientation. This factor by influencing
customer loyalty, customer satisfaction and customer participation leads to the
reduction of customer churn. Therefore, Iran's insurance agencies can prevent
their customers from turning away and losing customers by using customer
relationship management based on artificial intelligence capabilities.

Keywords: customer churn, customer relationship management, artificial
intelligence, insurance industry of the country
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