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Nowadays, in order to continue their activities and
attract and retain customers, insurance companies should think more about customer
confusion and provide effective strategies to eliminate or reduce customer confusion.
For this purpose, this research aims to provide effective strategies in managing
customer confusion in life insurance.

This research is based on thematic analysis (coding and recognition of
the underlying categories of the interview text or writing). In terms of the objective,
it is considered fundamental based on the data collection method. The research
participants are experts in insurance and marketing industry. Non-probability,
judgmental, and snowball sampling methods were utilized and the number of sample
size according to the theoretical saturation of the data was 23 people. Semi-structured
interviews were conducted to collect data.

According to the results of the research, 3 central cores and 18 main
themes with the title of customer orientation (continuous follow-up of customers,
communication with customers, understanding customer needs and improving
customer service and well-being), marketing strategies (holding significant and
attractive events, word-of-mouth advertising, identity building), desirable in social
networks, innovative use of brochures, TV programs, effective advertisements)
providing a complete package of high quality services (monitoring the performance of
employees, transparency of performance, flexibility in insurance coverage, providing
loyalty programs in a new way, focusing on the value chain, visualizing insurance life,
use of information technology (intelligence)) were identified.

In this research, the strategies of overcoming customer confusion
management in life insurance services were considered. According to the findings
of the research, using systems to track and understand the needs of customers by
creating and maintaining long-term relationship have made customer orientation an
important factor. Also, the creation of marketing strategies based on the production
of stimulating content and the use of the capacity of virtual space along with the
development of programs to provide high-quality services to provide superior value
to the customer and according to the current conditions may assist managers and
entities in charge to overcome customer confusion. In order for the desired strategy
to be successful, it is necessary for managers and entities in charge to consider the
confusion of customers in all stages and processes of implementing strategies.

This is an open access article under the CC BY license (http://creativecommons.org/licenses/by/4.0/).
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Table 3. An example of the text of the conducted interviews
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Table 4. Part of the final codes related to the responses of the participants in relation to the strategies along with the frequency
of the codes
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Table 4. Part of the final codes related to the responses of the participants in relation to the strategies along with the frequency
of the codes
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Table 4. Part of the final codes related to the responses of the participants in relation to the strategies along with the frequency
of the codes
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Table 5. Sub-themes and the process of shaping the main themes
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