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Abstract – The paper has studied the possibility of selection of the manner of measuring quality of the 
selected significant characteristics of services. The objective of the selection of the manner of 
measuring quality is to identify the significant characteristics of services that are not at the level of 
competitors. Their improvement will raise the level of satisfaction of customers and eventually also 
increase the market participation and quality of companies’ business operations.  
 
The first phase of the study has referred to the presentation of the manner of measuring quality of the 
selected significant characteristics of services. In the second phase, based on the application of the 
selected manner of measuring quality of the selected significant characteristics of services, the 
identification has been performed of those characteristics of services that are not at the level of 
competitors.   
 
The study has proved that by the application of the selected manner of measuring quality it is possible 
to identify significant characteristics of services, whose improvement can raise the level of the 
companies’ business operations. 
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1. INTRODUCTION  
 
 Nowadays more and more attention is paid to the problem of measuring quality of 
significant characteristics of services at the world market under the conditions of very strong 
competition and all the faster changes in the surroundings. The study has indicated that the 
services nowadays in the OECD countries represent more than 60% of the overall economic 
activity, and in the most developed countries even more than 70% [8]. That is why a special 
importance is nowadays attached to the problem of managing service quality, both from the 
practical and research point of view, because the service quality has become the most 
important strategic factor of the success of organizations. When an organization gets a bad 
reputation with regard to the quality, it takes it a lot of time to change the situation. If the 
organizations want to remove bad reputation, it is necessary for them to manage competitive 
advantages, particularly quality of significant characteristics of service quality, because by an 
adequate satisfaction of users requirements it is possible to express satisfaction – intense 
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enthusiasm of the service beneficiary and gain the reputation – attribute of an "extraordinary 
distributor". 
 
 Exactly within the framework of this study we shall consider the possibility of the 
manner of measuring, as well as its application in selecting the significant characteristics of 
services that are not at the level of competitors. Their improvement will increase the 
satisfaction of customers and consequently also the market representation and business 
quality. How to find out what are the requirements of customers with regard to the significant 
characteristics of services that should be raised to a higher level, is one of the most frequent 
questions posed to organizations of any kind. For that purpose, various methods and 
techniques are developed and modified in order to select a manner of measuring significant 
characteristics of service quality aiming at the improvement of those characteristics that are 
not at the level of competitors.  
 
 The subject of research is the business process of service organizations. In this case 
we shall observe the business process of Kosig Dunav Insurance that offers services in the 
field of insurance of property and persons. In the most general sense, the aim of the research 
is a selection of the manner of measuring quality of the selected significant characteristics of 
services in order to advance the characteristics that increase the satisfaction of customers. The 
purpose of an increased attention to the significant characteristics of service quality is to act 
by a feed-back on increasing the observed use value of the service. The observed use value 
implies the value that the customer sees when purchasing or using a service. Therefore the 
organizations aspire to increase their competencies, necessary in order to permanently 
increase the observed use value of services [4].  
 
 
2. MEASURING QUALITIES OF SELECTED SIGNIFICANT CHARACTERISTICS 
OF INSURANCE COMPANIES’ SERVICES 
 
2.1 Selection of the manner of measuring quality of significant characteristics of 
insurance companies’ services 
 
 Maximizing satisfaction of service users is a basic task of each company that bases its 
business both on a short-term and long-term efficiency and effectiveness. Namely, it has been 
proved that a bigger quality level also provides a bigger loyalty of service users [1]. That is 
why the companies that operate in a dynamic and competitive environment, characterized by 
the processes of liberalization and globalization of the market, are faced with the problem of 
measuring quality of significant characteristics of their products and services and satisfaction 
of service users. According to Todorovic [9], measuring is a process that is composed of 
certain number of operations for the purpose of determining the unknown value of some 
characteristics of products, services, processes, etc.  It can be quantitive and qualitative.  
 
 A special problem is measuring satisfaction of the service user in the service sector 
because of his/her specific outputs (e.g. impalpability, indivisibility of production from 
consumption, etc.), since service sector is more abstract and demanding than it is the case in 
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the production sector. That is why the developed tools of quality have a common goal, and 
that is creation of conditions both for management and measurement of the service quality 
[5]. Hentschel [7] also mentions that measuring satisfaction of customers by the service 
quality is one of the most critical elements in the mutual relationship of the company 
producing quality and the consumer perceiving quality.   
 
 Basic problem of users in using services of the insurance companies is that they, if not 
satisfied, cannot replace them with some other service, and very often they will not even 
complain. However, the user can take a simple decision to use in future services of the 
insurance companies the service of another company. Therefore, satisfaction of needs and 
wishes of more and more demanding users at the markets due to a more intensive competition 
is the imperative of each insurance company.  
 
 In order to prevent migration of users towards the competitors, the insurance 
companies should continuously conduct research with the purpose of measuring quality and 
degree of user satisfaction. Namely, attracting new users is a lot more difficult and expensive 
than directing efforts to preserve the present ones, so the insurance companies have to base 
their business on a high service quality. That is why the insurance companies should 
understand quality as an absolute and not a relative value. The focus of the insurance 
companies should be directed towards expectations of the current and/or potential service 
users, where it is also of an extreme importance for them to understand that their basic task is 
to give a maximal satisfaction to the service users. That has given rise to a need for changing 
the approach in forming the structure of services of the insurance companies in order to 
achieve an optimal mixture of mandatory, necessary and desirable elements, with a goal of 
providing service users with maximal satisfaction.  
 
 For the mentioned reasons more and more insurance companies decide to undertake 
various activities of measuring quality of their services. They do that chiefly by measuring 
satisfaction of beneficiaries, in which they can choose among various qualitative (e.g. panels 
of beneficiaries) and quantitative methods and techniques of market research (e.g. 
questioning satisfaction in a questionnaire). That is why it is necessary to conduct: 

• selection of the manner of data collection and   
• selection of target groups.  

 For solving the first problem there is a possibility of collecting data by questionnaires 
and interviews with the target focus groups. What manner will be selected depends on the 
activity of the organization. Since it is the case of insurance companies where clients rarely 
use the same kind of service from two or more companies, and it is difficult to get such 
clients, the problem will be solved by the questionnaire method.   

 In drafting a questionnaire it is also necessary to solve the manner of assessment. 
Namely, the assessment will be performed in several ways: descriptively, numerically, Likert 
scale, etc. Each of these solutions has its advantages and disadvantages, but numerical 
assessment seems to be a reasonable one. Namely, it has been indicated that the process of 
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measuring significant characteristics of services is simplest if the assessment is performed by 
numbers. 

 The problem of a measuring value is also pointed out by Arsovski [2]. He has 
proposed five conditions that should be taken into account in selecting the measuring value. 
Those are: 

1. Measuring quantity must be important for the process, 
2. Measuring quantity must be understandable, 
3. Measuring quantity must indicate true characteristics, 
4. Measuring quantity must support quantities and actions and 
5. Necessary data for getting measuring quantities must be easily obtained. 

 According to Arsovski [3] it is very important for each company to recognize and 
select key indicators of performances that provide specific information with regard to its 
basic activities, risks and potentials. In establishing the level of performances it is important 
that the goals should be challenging and attainable. 

When it comes to target groups, they can be divided into the following sectors:  

• Industry, 
• Trade, 
• Tourism,  
• Traffic, 
• Agriculture, 
• Services, 
• State and local governance, 
• Public sector, 
• Professional organizations and 
• Energy. 

2.2 Measuring quality of significant characteristics of services in „Dunav Insurance” 

 Measurement as the process of determining unknown value of the quality of 
significant characteristics of services can be performed by using different qualitative and 
quantitative methods. It is considered that the problem is best resolved by measuring 
satisfaction of service beneficiaries, since measuring is conducted exactly for the purpose of 
increasing satisfaction of the present and future service beneficiaries, as well as for increasing 
profitability. That is why it is necessary in this phase to collect data by target groups.  

 Since it is the case of the insurance companies where clients in a certain time period 
seldom use the same kind of service from two or more companies, as above mentioned, the 
problem of selecting the manner of data collection will be resolved by the questionnaire 
method and assessment will be performed descriptively. Namely, it is considered that the 
main method of studying satisfaction of service beneficiaries is the questionnaire. It must not 
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be considered exclusively as a series of questions that the examinee should answer, but as the 
basic instrument by which the researcher realizes the research objectives.   

 The basic postulate for designing an adequate questionnaire is to know the necessary 
information determined by the research objectives and research subject. The questionnaire is 
a two-way communication tool, from the researcher to the examinee and vice versa, from the 
examinee to the researcher. That is why it is necessary for the examinee during the 
communication by the questionnaire to: 

• Understand the questionnaire questions, 
• Know the answer to most of the questions,             
• Wish to answer the questions,  
• Give answers that the researcher can understand [10]. 

In designing the questionnaire one should stick to the following steps: 

• make a plan of what is going to be measured and studied, 
• formulate questions for collection of necessary information, 
• establish the schedule and manner of asking questions and questionnaire layout, 
• test the questionnaire by using a small sample for the purpose of revealing the 

potential, 
• failures and ambiguities and   
• correct problems and failures. 

 By sticking to the mentioned steps, in the mentioned order, it will be easier to create a 
questionnaire and by doing so also to avoid big failures and mistakes [10]. 

 Exactly by taking into account the mentioned facts, a Questionnaire has been 
structured, so that it is reasonable for use and understanding and does not require a lot of time 
for fulfilling. The questionnaires have been distributed to the target groups of „Dunav 
Insurance”.  

 When it comes to target groups, they are divided into four groups because of the 
specific activities of  „Dunav Insurance”  and selection of service beneficiaries. Those are: 

• the RS citizens, 
• industry, 
• service activities and 
• budget institutions. 

The questionnaire has been delivered to 78 different service beneficiaries, those being:   

• the RS citizens – 55 questionnaires, 
• industry – 41 questionnaires, 
• service activities – 50 questionnaires and 
• budget institutions – 28 questionnaires.  
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The number (percentage) of answers has been as follows: 

• the RS citizens – 35 answers (63.6 %), 
• industry – 25 answers (60.9 %), 
• service activities – 28 answers (56 %) and 
• budget institutions – 16 answers (57.1 %)[6]. 

 
 In the analysis, only the questionnaires of the insurance companies from group A have 
been taken into account. The reasons for this should be looked for in the fact that 40% of the 
insurance companies are placed in group A. Other insurance companies also are represented 
at the market by less than 5%. In doing so it is necessary to provide the biggest possible 
objectivity of the collected data (non-involvement of researchers).  
 
 The deeper analysis of the insurance companies from group A shows that three 
companies have a broader program of services („Nešković” Insurance, „Dunav” Insurance 
and „Jahorina” Insurance), and they accordingly make a good basis for assessment. Other 
four companies have a narrower program of services. That means that: 

 „BRČKO-GAS” Insurance, provides mainly services in the field of insurance of 
motor vehicles, 

 „DRINA” Insurance, provides mainly services in the field of insurance of motor 
vehicles, 

 „TRIGLAV” Insurance, provides mainly services in the field of insurance of motor 
vehicles, 

 „GRAWE” Insurance, provides mainly services in the field of life insurance[6].  

 Although the mentioned four companies have a narrower program of services, it is 
very important to consider them as one entirety, since it may happen that they have some 
significant characteristics to be compared with in order to, by providing it at a higher level 
than the competitor’s one, increase the representation of „Dunav Insurance” at the market of 
the Republika Srpska.   

The research is structured in a way to enable comparison and repeated experiment after a 
certain period of time.       

 Since the goal of the process of selecting the manner of measuring service 
characteristics is to reveal advantages and disadvantages of „Dunav Insurance” compared 
with the competitors, in this phase the assessments have been presented by the target groups 
and insurance companies, which have been a subject of assessment according to the 
significant service characteristics as subject of consideration. In doing so, in table 1. average 
assessments have been presented for all target groups marked with „A”, „B” and „C”. For the 
purpose of protecting data, the insurance companies hereinafter have been replaced by 
adequate signs known only to the author of this study[6]. 

 



                             ECONOMICS MANAGEMENT INFORMATION TECHNOLOGY  

 

17 Vol 4/No.2/2015 

 

Table 1.: Average assessments of service characteristics by insurance companies 
    

AVERAGE ASSESSMENT OF SERVICE 
CHARACTERISTICS 

 

Doc. sign: 
QM 38  
List: 
No. of lists: 

 

NAME OF 
CHARACTERISTICS 

SERVICE BY INSURANCE COMPANY 

Dunav 
Insurance  “A” “B” “C” 

Other 
insurance 
companies 

Quality - (equity) of paid 
damages 3.9 3.6 2.3 2.6 2.7 

Completeness - (entirety of 
service) 4.3 3.5 2.8 2.8 3.2 

Consistency -  (uniform approach 
to clients from the aspect of 
offer/payment of damages) 

4.0 3.3 2.4 2.4 3.0 

Quality of documentation - 
(correctness of filled policy) 4.1 4.3 2.9 3.0 3.4 

Professional capability of 
employees 4.5 3.4 3.3 2.9 3.8 

Reliability - (confidence client 
has in underwriter) 4.0 4.2 2.9 3.0 3.6 

Brand of the Company - (size, 
capital, tradition) 4.8 3.2 3.3 2.9 3.6 

AVERAGE ASSESSMENT 4.2 3.6 2.8 2.8 3.3 

 
 
4. CONCLUSION 

 The research performed within this study has had a goal to show that it is possible to 
perform selection of the manner of measuring quality of the selected significant characteristics 
of services in the insurance companies. The goal of application of the manner of selection of 
measuring quality of the selected significant characteristics of services is a systemic search for 
the more significant characteristics of services of „Dunav Insurance” that are not at the level of 
the competitor. Their improvement by applying quality tools enables increase of the observed 
use value of the service by the service beneficiary, and consequently it will increase the market 
representation and quality of the company business operations.   
The above mentioned facts enable the following conclusions: 

1. It is possible to perform selection of the manner of measuring quality of the selected 
significant characteristics of services, 

2. Application of the selected manner of measuring quality of the significant 
characteristics of services enables a correct direction of the process of improvement 
with the goal of raising the level of significant characteristics of service quality,  

3. Application of the selected manner of measuring quality of significant characteristics 
in a real system requires a team approach, and 

4. Significant characteristics of the quality of services and processes should be 
permanently reconsidered, because that is done also by the best ones in the class, and 
then the processes that they are achieved with should be improved with the goal of 
raising the observed value of services.  
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