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The purpose of the research was to present a model for measuring and indexing the
loyalty of individual policyholders in the insurance industry with an interpretative
structural approach. Loyalty of individual policyholders in the insurance industry
plays an important role in the stability and growth of insurance companies. This
research is exploratory in terms of method and it is an applied research in terms of
purpose. The participants were 14 experts of insurance companies who were selected
using a purposeful judgmental sampling. MICMAC software was used in data
analyzing. Delphi technique and interpretive structural modeling were used to
investigate the loyalty of individual policyholders. 6 criteria were screened and
confirmed. These criteria include modern marketing management, supervisory and
control components, empowering employees and managers, incentives, customer
relationship management and gaining the trust of individual policyholders. Loyalty of
individual policyholders in the insurance industry can be enhanced by a combination
of excellent service delivery, trust building, being modern, attractive incentives, and
effective customer relationship management. Insurance companies that pay attention
to these factors can sustainably maintain the loyalty of their customers and benefit
from long-term competitive advantages. To increase the loyalty of individual
policyholders in the insurance industry, a set of practical suggestions can help
insurance companies build a stronger and more sustainable relationship with their
customers.
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