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Investigating the policyholder's motivation to lie in interaction
with insurance companies and its consequences

Iman Azizi*
Abas Najafi 2

Abstract

Customer behavior has a significant impact on the performance of organizations. Deviant behaviors of
customers reduce the quality of customer relationship with the brand. Insurance companies, whether
they know it or not, interact with lying policyholders every day. However, surprisingly little is known
about policyholder lying behavior and its role in service encounters. This research was conducted in
order to investigate the policyholder's motivation to lie in interaction with insurance companies and its
consequences. In this study, the research variables were evaluated by the standard questionnaire of
Snyder et al. (2022), whose reliability is equal to 0.853 with Cronbach's alpha test. The questionnaire
was distributed among 385 people from the statistical population, which is all the customers of
insurance companies in the city of Isfahan. The descriptive research method was correlation type. In
order to check the hypotheses of the research with Smart-PLS software, structural equation analysis
method and partial least square (PLS) path analysis method were used. The results showed that the
insurance policyholder's motivations for lying include (social motivation, interaction avoidance
motivation, material benefit motivation, effort reduction motivation, show off motivation and blame
avoidance motivation), on the consequences of lying for the insurance policyholder including
(financial, behavioral and motivational) has a significant effect. The results showed that the motivation
to avoid interaction has the greatest impact on the consequences of lying for the policyholder.
Keywords

policyholder's motivation to lie, consequences of lying, motivation to avoid interaction, insurance
companies
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