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Abstract

In the presented study, the study of the factors affecting the potential customer in the
selection of a medical insurance company is discussed, in order to enable the identification of
specific factors. The purpose of the study is to determine the main factors that effect potential
consumers in the process of selecting a medical insurance company, and the hypothesis
formulated at the beginning of the study is: consumers choose a medical insurance company
only considering the insurance cost and pay less attention to the volume of services, principles
of coverage plan and other important factors, such as insurance Company reputation.

As for the methodology, the quantitative research method was used during the research, the
data was collected through a structured questionnaire that was sent to the Sent to the recipients
online and filled and returned online as well, the questionnaire contains 22 questions, 18 of
which are completely closed and 4 questions allowed the research participant to express their
opinion in a specific field. , 385 respondents took part in the research. The target population
of this study consisted of individuals over the age of 18 who were potential users of health
insurance services, employed by health insurance companies, already benefited, or those who
had never had health insurance before. The information of 385 interviewed people was
processed, based on their answers, various visible tables and diagrams were created, through
which the obtained results became clearer.

Taking into account the results of the research, the majority of the 385 respondents were 26-
35 years old, female, graduated from higher education and employed in a private company.
The majority of participants in the study confirmed that they have information about health
insurance, they are using it and have a positive attitude. The result of the study rejected the
hypothesis of the study, which assumed that consumers choose a medical insurance company
only considering the insurance price and pay less attention to the volume of services, principles

of bill and other important factors, such as the reputation of the insurance company. The



research revealed that the cost is not the only factor on which consumers choose insurance
companies, and their interest in the selection process is much wider.

In conclusion, consumers consider many aspects while making a choice. which are: quality of
customer service, coverage conditions, provider network, financial stability and reputation of
insurance companies.

Finally, the study sheds light on the multifaceted nature of consumer decision-making in the
health insurance sector and reveals that consumers pay attention to multiple aspects in the
company selection process.

Key words: health insurance, population awareness of health insurance, insurance policy
premium, customer service quality, coverage conditions, provider network, reputation of

insurance companies, financial stability



