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2022 Insurance Consumer Behavior Study:
Insurance Claim Adjustment

The insurance claims experience has a crucial impact on consumer satisfaction
and trust. While consumers can realize the utility of insurance, inconvenience
or dissatisfaction experienced during the claims process can lower consumers’

trust in insurance products or insurance companies.

As insurers strengthen claims management criteria in private health insurance,
consumer complaints are increasing. Consequently, we should find ways to mit-

igate consumer dissatisfaction in the claims management process.

This study examined the consumer perception of the claim adjustment process
and conducted a randomized controlled trial experiment to discover whether
the information that claim adjusters provide to consumers during the adjust-

ment process can reduce consumer dissatisfaction.

The information elements used for different treatment groups were i) the neces-
sity of claim adjustment and reciprocity, ii) the qualifications of claim adjusters,
iii) the criteria for further investigations, and iv) the autonomy in choosing their

claim adjuster.

The experiment showed that i) information content affects consumers™ acceptance
of further investigations and ii) providing criteria for further investigations is the
most effective among the four interventions. Also, communication content provided
to consumers during claims adjustment can affect credibility and informativeness of

information, trust in the insurers, and intention of future behavior.
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