Appendix A
English Version of Scale Items

	 
	Perceived quality scale
	1. Strongly disagree
	2. Disagree
	3.Undecided
	4. Agree
	5. Strongly Agree

	1
	The company employees inform me exactly when healthcare services will be provided.
	1
	2
	3
	4
	5

	2
	The company employees deliver their services without any delays.
	1
	2
	3
	4
	5

	3
	The company employees are always willing to assist me.
	1
	2
	3
	4
	5

	4
	The behavior of the company employees instills trust in me.
	1
	2
	3
	4
	5

	5
	The company employees understand my special requests.
	1
	2
	3
	4
	5

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	
	
	
	
	
	
	

	 
	 Trust Scale 
	1. Strongly disagree
	2. Disagree
	3.Undecided
	4. Agree
	5. Strongly Agree

	1
	Based on my past experiences, I know that the company from which I purchased my policy is honest.
	1
	2
	3
	4
	5

	2
	Based on my past experiences, I know that my company cares about its policyholders.
	1
	2
	3
	4
	5

	3
	Based on my past experiences, I know that the company does not engage in opportunistic behavior.
	1
	2
	3
	4
	5

	4
	Based on my past experiences, I know that the company fulfills its commitments to policyholders.
	1
	2
	3
	4
	5

	5
	Based on my past experiences, I know that the company is trustworthy.
	1
	2
	3
	4
	5



	
	
	
	
	
	
	

	 
	 Customer Satisfaction Scale 
	1. Strongly disagree
	2. Disagree
	3.Undecided
	4. Agree
	5. Strongly Agree

	1
	I believe that my decision to purchase the insurance policy was a wise one.
	1
	2
	3
	4
	5

	2
	I feel good about my decision to obtain the insurance policy from the company.
	1
	2
	3
	4
	5

	3
	I am satisfied with the insurance policy I purchased from this company.
	1
	2
	3
	4
	5

	4
	I would recommend obtaining a health insurance policy from this company to others.
	1
	2
	3
	4
	5



