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Summary:

The insurance sector is a service sector that has witnessed significant
development, playing a vital role as a tool for mitigating risks that individuals
may encounter in their daily lives. This has compelled institutions operating in
this sector to develop their service delivery methods in accordance with
customer requirements on the one hand, and the specificities of their

operations on the other.

Therefore, insurance companies strive to market their services in a manner
consistent with the nature and specificities of insurance, which differ from other
services, particularly regarding state oversight and supervision. This oversight
limits the freedom of this activity, both in terms of prices, which are
predetermined in most insurance policies, and the range of services, which is
specified in the application for accreditation and cannot be modified without
consulting the relevant ministry. One of the reasons for the delay in marketing
in the insurance sector is the inherent characteristics of insurance services,
such as their intangibility, inability to be stored, and their dependence on the
provider. These characteristics have made the processes of their production
and the interactions that occur during them crucial for both the insurance
company and the customer. This led to the addition of three elements to the
four well-known elements of the insurance service marketing mix in the late
1980s : physical components, human resources, and service delivery
processes. These three elements have become fundamental components in

designing the marketing mix for insurance companies.

Vi



First: Study Objectives.

To analyze the current state of marketing activity at the National
Insurance Company (CAAT) and its effectiveness in attracting and
retaining customers.

To identify the nature of the obstacles facing the marketing of insurance
services within the company, whether organizational or related to the
nature of the service itself.

To highlight the role of the expanded marketing mix elements (product,
price, distribution, promotion, physical components, human resources,
and service delivery processes) in improving marketing performance.
Proposing ways to develop CAAT's marketing strategy to align with the
requirements of the Algerian market and customer needs.

Second: Study Methodology.

The study adopted a descriptive—analytical approach, describing and
analyzing the reality of insurance marketing within the National Insurance
Company (CAAT), and examining the relationship between the
characteristics of insurance services and the factors influencing their
marketing. Field data obtained through interviews with company
executives and managers was also utilized.

Third : Study Tool .

Personal interviews were the primary data collection tool. Interviews
were conducted with a group of executives and managers across various
departments of CAAT to obtain accurate and comprehensive data on the

marketing policies employed, the difficulties the company faces in

Vi
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promoting its services, and their opinions on ways to improve marketing
performance.

e Fourth: Study Results.

v" Marketing at CAAT still relies heavily on traditional methods, with a clear
absence of an integrated marketing strategy.

v" Government oversight and regulatory procedures limit the company's
freedom to set prices and diversify its insurance products.

v" Human capital is one of the company's greatest strengths, given its role
in building trust and communicating with customers.

v’ Insufficient attention to modern marketing and digital tools has reduced
the effectiveness of marketing efforts.

v" Adopting a modern, customer—centric marketing approach and leveraging
technology to improve service quality and increase competitiveness is

essential.

Keywords : Quality, Insurance, Insurance Services, Marketing Mix
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