
1

Voluntary Insurance in the Process
of Service Quality Improvement



2



3

Jarosław Wenancjusz Przybytniowski

Voluntary Insurance in the Process 
of Service Quality Improvement

Poznań 2023



4

Projekt okładki
Wydawnictwo Rys

Recenzja:

prof. dr hab. Stanisław Borkowski
Kielce University od Technology,

Department of Quality Management and Intellectual Property

prof. dr Konstiantyn Shaposhnykov PhD
Head of Department of Research and Certification of Scientific Personnel, 

Institute of education content modernization, Ukraine

dr Marian Noga, PhD of Economics
Professor od University WSB Merito Wrocław

Copyright by:
Jarosław Wenancjusz Przybytniowski

Copyright by:
Wydawnictwo Rys

First edition – corrected
Poznań 2023

ISBN 978-83-67287-74-6

Wydanie:

Wydawnictwo Rys
ul. Kolejowa 41

62-070 Dąbrówka
tel. 600 44 55 80

e-mail: tomasz.paluszynski@wydawnictworys.com
www.wydawnictworys.com



5

Contents

Introduction.....................................................................................................7

Chapter I
Economic insurance in the management of the insurance market in Poland.....13
1.1.	 Economic insurance in the changing environment...............................13
1.2.	 Factors of the competitive advantage of insurance companies.............20
	 1.2.1.	Competitiveness in the activity of an insurance company..........20
	 1.2.2. Factors of competitive advantage and the quality of the 
		  insurance service.........................................................................23
	 1.2.3. The quality of services and the competitiveness 
		  of economic insurance................................................................37
1.3.	 Quality in the process of improving the services of voluntary 
	 economic insurance...............................................................................45
	 1.3.1.	The concept and the essence of improving the quality 
		  of voluntary economic insurance services..................................45
	 1.3.2.	Functional and technical nature of voluntary business 
		  insurance services.......................................................................52

Chapter II
Perceived quality and expected quality in the process of economic 
damage insurance service quality improvement...........................................57
2.1. 	Research methods in the service quality assessment............................57
2.2.	 SERVQUAL method in assessing insurance service quality................62
	 2.2.1.	The beginnings of the quality gap method.................................62
	 2.2.2.	The concept of the 5-gap model by Parasuraman, 
		  Zeithaml and Berry ....................................................................64
	 2.2.3.	Service quality assessment according to the SERVQUAL 
		  method........................................................................................72
2.3.	 Author’s original service quality assessment method in 
	 individual voluntary economic damage insurance with indicators.......79
	 2.3.1.	The worst service quality (no excellent).....................................97
	 2.3.2.	The best service quality (excellent)..........................................101

Chapter III
Methodology of research............................................................................109
3.1.	 Overview of current research connected with economy damage 
	 insurance service quality.....................................................................109



6

3.2.	 Objectives of research method............................................................114
3.3.	 Examination procedure.......................................................................122
3.4.	 Research methods applied...................................................................129

Chapter IV
Empirical review of the research results concerning competitiveness 
in the voluntary economy insurance market in the process of service 
quality improvement based on the author’s own research..........................135
4.1.	 Study population analysis...................................................................135
4.2.	 Descriptive statistics of qualitative variables of the perceived 
	 and expected individual voluntary insurance service for 
	 Sections I and II..................................................................................138
	 4.2.1.	Descriptive statistics of variables in perceived section............138
	 4.2.2.	Descriptive statistics of variables in expected section..............145
	 4.2.3.	Position measures and the measure of volatility 
		  in the field of improving service quality of individual 
		  voluntary damage insurance.....................................................151
4.3.	 Assessment of the quality of services with the use of the 
	 proprietary method of testing the quality of the insurance service 
	 in Section I and II................................................................................154
Conclusions.................................................................................................167

Bibliography...............................................................................................177

Appendixes.................................................................................................197


