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Summary

This study examines the role of Information and Communication Technology (ICT)
in enhancing the insurance service quality at SAA Biskra Agency by analyzing the
impact of ICT dimensions (hardware & software, human resources, databases,
networks) on service quality indicators (tangibility, reliability, responsiveness,
assurance, empathy). A descriptive-analytical approach was employed: data were
collected via a questionnaire distributed to a random sample of 30 agency employees
and analyzed with SPSS. Results revealed statistically significant positive correlations
between ICT use and service quality, with the strongest effects on reliability and
tangibility, and the weakest on assurance. The study recommends increasing digital
infrastructure investments and training staff on modern technologies to achieve
comprehensive improvements in insurance service quality.

Keywords: Information and Communication Technology, Insurance Service

Quality, SAA Agency, SPSS, Quality of Insurance.
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