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
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              
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               



               

          

           

        

       


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

              
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
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
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
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





 






• 

• 

• 

• 

• 

o 

o 

o 

o 

• 



•       

    







• 

•   



• 

• 





                 

              





 

           













        



             



             

              

              

             




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
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





 

     

      

               

              

            


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
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                



                  



             



              







               

          


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    

           

           





 









             



               





               

             

                 







   







            

    

   











                





                













                



 











 

  









                   

                





              

  

               

             



              





              



 

           



               



              

             



               

             



                 



 

               

              









             







                 

    





              

     

     











   



     

      

  



             

              













 





 



 

              





    

          









             

                 





                  

 



             





           

            

           

          
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          

          

  



          

    



 





  



  

           



              

              



 





              

               









 







                  



                







 





 

 

 

 



    



              

            







            



                



           















 









 





 
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

               





              







               









              



                    

     







              

    

   



               







  

             

            



 







       





     





               





   





              

               





               









           



















                  







 

              

               







            



                  


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
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
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 
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
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                











        







            






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
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

             



                





 

             

























            

              

               



               



 

             



  









                  

               

             









                  

  

               

               



 









  

               

 

                 

             

             









                



 





       


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



     

               







            

        









 









 


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
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







 

            



             





  













 


            



           

           





              





































 




















              

           

           

      

  

           

             











































 





            

  

    

               

                  











               

       





                



















            

            



            
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





 







 



             





              

             

            

 









                

             





             



             





             



             









               

            





 

  







               



              

              



             

                   

         

                 

               



                

  

  







  

           

            









            

             









             



 

            





  
  
  
  
  
  


              

      

 



               

               















               



           



             

              





 





  
  
  
  
  
  
  



 



        







 



             

  







 




  
  
  
  






             
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               









    

           



              





              







 N %  
1. Telefoon 1625 63,9  
2. Website 589 23,3  
3. Email 231 9,1  
4. Applicatie op mobiele telefoon 43 1,7  
5. Fax 39 1,5  
6. Brief 17 0,7  

  

Totaal 2544 100,0 
 



             

              



                



              

 



             



                

                    

                 



 









     
      

 -1,11 0,12    
 -1,11 0,10 0,27 0,33 0,40 ,000* 

 -0,46 0,10 0,52 0,63 0,77 ,000* 

 -0,47 0,10 0,51 0,62 0,76 ,000* 

 -0,01 0,10 0,82 1,00 1,21 0,96 

 -0,10 0,10 0,75 0,90 1,11 0,35 

                 



  















               

                   

    





















               




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  



 





              





  

  









 



               

              

           

      



              



              

  





















                 







 Kanaalkeuze 

 Telefoon Website Totaal 

23 6 29 Zeer teleurgesteld 

4,6% 6,3% 4,8% 

44 11 55 Enigszins teleurgesteld 

8,7% 11,5% 9,2% 

236 49 285 Neutraal 

46,7% 51,0% 47,4% 

128 21 149 Enigszins verrast 

25,3% 21,9% 24,8% 

74 9 83 Zeer verrast 

14,7% 9,4% 13,8% 

 505 96 601 

 100,0% 100,0% 100,0% 





 









               



 

   



              





                  





                   



              









                  

                









                





                

    



            

 







 



   

 6,22 2,17 90 

 8,36 0,92 299 

 8,89 0,90 246 

 8,26 1,46 635 



 

             

       



               







    

MD SE P 

Neutraal -2,14 0,14 0,001** Teleurgesteld 

Verrast -2,67 0,14 0,001** 

Teleurgesteld 2,14 0,14 0,001** Neutraal 

Verrast -,532 0,10 0,001** 

Teleurgesteld 2,67 0,14 0,001** Verrast 

Neutraal ,53 ,01 0,001** 











            



            



                  





 



             

           

  



 





  



           

   

   













              







 

             





  




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         
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         

         

         

         
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 

              

          



           

              

  

           









            

               



            

             
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



             
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          

          


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
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

 







         

         

         

         

         

         

         

         

   

   


   

         
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             



     





                

  

              



   

      

              
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



              



             





 

           



 

              

   



              

             



             

    



         

              

     

 

      





 




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               



               











              

           













                 



                 



 



















 

        

 













       

              























                    







             



 

               















 

               











      












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  













               











 

 




 



              








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
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

                







                

                  

                 

     























                  







             





            





 





• 



• 



• 

           









 













        





            





















              











             











       













 







                 





              





           









   





             




           















            

          







             

















 

                











                





              









      





 







            











              

             















           







 

 





























  















               











               





            





               













 



    





              





           





              





         





 





              





       

               

               





   





   





            







 































• 

• 

• 

• 

• 

o 











• 

• 

• 

• 









• 

• 

• 



 







• 

o 

 

• 

o 















• 

• 











• 

• 

• 

• 



























 







Om de privacy te waarborgen van de respondenten is besloten om de interviews niet op te nemen in 

de bijlage. Mocht u inzicht willen in de interviews dan kunt u een verzoek neerleggen bij de 

onderzoekers van dit rapport. 

   

Man, 75 Man, 76 Vrouw, 41 Meneer, 65 

Reisverzekering Reisverzekering Inboedelverzekering Autoverzekering 

Hartaanval op vakantie Fiets gestolen op 
vakantie 

iPad gevallen Aanrijding met paaltje 

Ervaring met 
schademelden 

Ervaring met 
schademelden 

Geen ervaring met 
schademelden 

Ervaring met 
schademelden 

   

man 46 vrouw, 37 vrouw, 64 man 58 

Reisverzekering Woonhuis of 
inboedelverzekering 

Autoverzekering Inboedelverzekering 

diefstal op vakantie 
dochter 

lekkage in de douche aanrijding auto stormschade 

Ervaring met 
schademelden 

Geen ervaring met 
schademelden 

Geen ervaring met 
schademelden 

Ervaring met 
schademelden 

 

Man, 41 Man 36 

inboedelverzekering Woonhuisverzekering 

Ruitbreuk lekkage aanbouw 

Ervaring met 
schademelden 

Ervaring met 
schademelden 

 



 













   







   





















 

















              



                  







 














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







               

                














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















 




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

                 







 














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



















 

















 
 
 
 




 
 

 



 
 
 
 
 
 
 






 
 
 
 
 





 


































  
















                  





























 










     





















                 




























 

 
 

 
 
 
 









 








































 
 
 
 
 

 





 
 
 
 
 













 



































     







 





 





 

 

 

 





 

 

 

 

 

 





























 
 

 
 
 
 
 



 

                 







  



     



      



     

     



     

      



     

      



     

    



     





     

        



     

       



     

      

      

      

      

      

      

      

     



     

      

    



     

    



     





 
















 
 
 



               


 
 
 
 















 

 

 







 






                  





















































 
 















 






















 
 
 
 
 















• 



 





Rotated Component Matrixa 

Component 
 

1 2 3 4 5 6 7 
KEN2 Ik heb vertrouwen in mijn 
eigen kunnen om schade online te 
melden 

,892       

KEN1 Ik heb voldoende kennis om 
mijn schade online te melden 

,885       

KEN3 Ik bezit over de juiste 
vaardigheden om schade online te 
melden. 

,876       

ERVD2 Ervaring diensten - 
belastingaangifte  

       

ERVD3 Ervaring diensten - 
Internetbankieren 

       

INNO3 Het melden van schade via 
de website van Interpolis komt 
overeen met hoe ik dingen graag 
oplos. 

 ,894      

INNO2 Het melden van schade via 
de website van Interpolis past bij mijn 
behoeften. 

 ,881      

INNO1 Het melden van schade via 
de website van Interpolis past bij mijn 
levensstijl. 

 ,876      

ERVD4 Ervaring diensten - 
producten verkopen  

  ,827     

ERVD1 Ervaring diensten  - 
Producten kopen internet 

  ,775     

ERVINET2 Ervaring - Expertise   ,617     

ERVINET1 Ervaring - Ik gebruik 
internet... 

  ,579     

EMO1 De schade betekende voor mij 
persoonlijk: 

   ,886    

EMO2 De schade raakte mij 
emotioneel: 

   ,842    

FIN1 Het financiële belang van mijn 
schade was voor mij persoonlijk: 

   ,739    

TAAK3 Ik heb veel vragen over hoe 
ik verzekerd ben bij Interpolis. 

    ,814   

TAAK2 Ik had naar aanleiding van 
mijn schade veel vragen. 

    ,714   

TAAK4 Veel informatie over 
verzekeringen begrijp ik niet . 

    ,681   

TAAK1 k weet precies waarvoor ik 
wel en niet verzekerd ben. 

       

ELAB2 Ik denk eerst goed na, of ik 
mijn schade via de telefoon of via het 
Internet meld. 

     ,822  

ELAB1 Het hangt van het type 
schade af of ik deze via de telefoon 
of het internet meld. 

     ,814  

ELAB3 Ik los eerst mijn schade op, 
voordat ik mijn schade bij Interpolis 
meld. 

      ,942 



 



 

Component 
 

1 2 3 4 
WEB_INFO1 De website biedt mij 
voldoende informatie om mijn 
schade te melden 

,797    

WEB_GEBR3 Ik vind deze manier 
van schademelden snel. 

,788    

WEB_STRUC3 De opbouw van de 
vragenlijst helpt mij om mijn schade 
volledig op te geven. 

,731    

WEB_INFO2 De informatie tijdens 
het schademelden vind ik van 
toepassing op mijn situatie 

,714    

WEB_GEBR1 Ik vind deze manier 
van schademelden gemakkelijk 

,694    

WEB_STRUC4 Ik vind de volgorde 
van de vragenlijst logisch. 

,674    

WEB_BEGR1 Ik vond het 
taalgebruik van de vragen duidelijk 

,658    

WEB_GEBR2 Ik vind het lastig om 
via deze website mijn schade te 
melden. 

    

WEB_SA4 De website is altijd 
beschikbaar 

 ,829   

WEB_SA2 De website is snel.  ,683   

WEB_STRUC2 Ik word tijdens het 
melden van mijn schade heen en 
weer gestuurd tussen de paginas 

 ,634    

WEB_STRUC1 Ik word tijdens het 
melden van mijn schade heen en 
weer gestuurd tussen de vragen 

 ,627    

WEB_BEGR3 Ik kon niet alle 
vragen over mijn schade 
beantwoorden. 

  ,646  

WEB_INFO3 Na het melden van 
mijn schade waren veel vragen nog 
onbeantwoord 

  ,641  

WEB_BEGR2 Ik vond dat er veel 
moeilijke woorden werden gebruikt. 

  ,624  

WEB_SA3 De website loopt 
regelmatig vast. 

   ,838 

WEB_SA1 Het duurt lang voordat 
de volgende pagina wordt geladen. 

   ,755 







 Component 



 

1 2 3 
IPO_EMP1 Interpolis geeft mij persoonlijke 
aandacht. 

,849   

IPO_EMP2 Interpolis toont zich betrokken bij 
mijn schade. 

,842   

IPO_EMP4 Interpolis leeft zich goed in mijn 
situatie in. 

,842   

IPO_EMP3 Interpolis begrijpt mijn wensen. ,830   

IPO_RELIA2 Als ik schade heb, dan doet 
Interpolis haar best om dit op te lossen. 

,816   

IPO_EMP6 Interpolis begreep wat de schade 
voor mij betekende. 

,802   

IPO_RELIA4 Interpolis levert de beste 
schadeafhandeling. 

,789   

IPO_RELIA1 Interpolis komt haar beloften na. ,786   

RELIA6 Interpolis reageert voor mij binnen een 
acceptabele tijd op mijn schade. 

,777   

IPO_RELIA3 Interpolis reageert altijd binnen de 
afgesproken tijd. 

,757   

IPO_EMP5 Interpolis gaf mij het gevoel dat ik 
me nergens druk over hoefde te maken. 

,757   

IPO_RELIA5 Interpolis keert altijd uit. ,696   

TEL_BEGRM2 Ik vind de informatie die de 
medewerker mij geeft goed te begrijpen. 

 ,857  

TEL_BEGRM1 Ik vind het taalgebruik van de 
medewerker duidelijk. 

 ,845  

TEL_INFOM1 De medewerker heeft mij goed 
uitgelegd wat ik moet doen om mijn schade 
vergoed te krijgen. 

 ,828  

TEL_INFOM3 De informatie die de medewerker 
gaf over mijn schade is relevant. 

 ,818  

TEL_INFOM2 De medewerker was deskundig.  ,800  

TEL_BEGRM4 De vragen die de medewerker 
stelde kon ik niet allemaal beantwoorden.  

  ,802 

TEL_INFOM4 Veel vragen bleven 
onbeantwoord na het melden van mijn schade. 

  ,697 

TEL_BEGRM3 Ik vind dat de medewerker veel 
moeilijke woorden gebruikt. 

  ,560 





 









 








 






 



 





 









Descriptive Statistics 

 
Mean 

Std. 

Deviation Analysis N 

IPO_EMP1 Interpolis geeft mij persoonlijke aandacht. 3,86 1,035 635 

IPO_EMP2 Interpolis toont zich betrokken bij mijn 

schade. 

3,84 1,114 635 

IPO_EMP3 Interpolis begrijpt mijn wensen. 3,86 1,022 635 

IPO_EMP4 Interpolis leeft zich goed in mijn situatie in. 3,89 1,088 635 

IPO_EMP5 Interpolis gaf mij het gevoel dat ik me 

nergens druk over hoefde te maken. 

3,86 1,106 635 

IPO_EMP6 Interpolis begreep wat de schade voor mij 

betekende. 

3,96 1,072 635 





KMO and Bartlett's Test 

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. ,925 

Approx. 

Chi-Square 

3511,169 

df 15 

Bartlett's Test of Sphericity 

Sig. ,000 





Component Matrixa 

Component  
1 

IPO_EMP1 Interpolis geeft mij persoonlijke aandacht. ,878 

IPO_EMP2 Interpolis toont zich betrokken bij mijn 

schade. 

,905 

IPO_EMP3 Interpolis begrijpt mijn wensen. ,894 

IPO_EMP4 Interpolis leeft zich goed in mijn situatie in. ,917 

IPO_EMP5 Interpolis gaf mij het gevoel dat ik me 

nergens druk over hoefde te maken. 

,837 

IPO_EMP6 Interpolis begreep wat de schade voor mij 

betekende. 

,902 

Extraction Method: Principal Component Analysis. 

a. 1 components extracted. 



 





Item Statistics 

 
Mean 

Std. 

Deviation N 

IPO_RELIA1 Interpolis komt haar beloften na. 4,17 ,998 635 

IPO_RELIA2 Als ik schade heb, dan doet Interpolis haar 

best om dit op te lossen. 

4,11 1,019 635 

IPO_RELIA3 Interpolis reageert altijd binnen de 

afgesproken tijd. 

4,00 1,013 635 

IPO_RELIA4 Interpolis levert de beste 

schadeafhandeling. 

3,70 1,027 635 

IPO_RELIA5 Interpolis keert altijd uit. 3,36 1,203 635 

RELIA6 Interpolis reageert voor mij binnen een 

acceptabele tijd op mijn schade. 

4,22 1,020 635 





KMO and Bartlett's Test 

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. ,887 

Approx. 

Chi-Square 

2470,769 

df 15 

Bartlett's Test of Sphericity 

Sig. ,000 





Component Matrixa 

Component  
1 

IPO_RELIA1 Interpolis komt haar beloften na. ,863 

IPO_RELIA2 Als ik schade heb, dan doet Interpolis haar best om dit op 

te lossen. 

,877 

IPO_RELIA3 Interpolis reageert altijd binnen de afgesproken tijd. ,815 

IPO_RELIA4 Interpolis levert de beste schadeafhandeling. ,848 

IPO_RELIA5 Interpolis keert altijd uit. ,724 

RELIA6 Interpolis reageert voor mij binnen een acceptabele tijd op mijn 

schade. 

,847 

Extraction Method: Principal Component Analysis. 

a. 1 components extracted. 







 





Descriptive Statistics 

 
Mean 

Std. 

Deviation Analysis N 

TEL_BEGRM1 Ik vind het taalgebruik van de medewerker duidelijk. 4,42 ,924 505 

TEL_BEGRM2 Ik vind de informatie die de medewerker mij geeft goed 

te begrijpen. 

4,36 ,936 505 

TEL_BEGRM3 Ik vind dat de medewerker veel moeilijke woorden 

gebruikt. 

4,59 ,864 505 

TEL_BEGRM4 De vragen die de medewerker stelde kon ik niet 

allemaal beantwoorden.  

3,90 1,322 505 





KMO and Bartlett's Test 

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. ,583 

Approx. 

Chi-Square 

565,060 

df 6 

Bartlett's Test of Sphericity 

Sig. ,000 





Component Matrixa 

Component 
 

1 2 

TEL_BEGRM1 Ik vind het taalgebruik van de medewerker duidelijk. ,881  

TEL_BEGRM2 Ik vind de informatie die de medewerker mij geeft goed 

te begrijpen. 

,898  

TEL_BEGRM3 Ik vind dat de medewerker veel moeilijke woorden 

gebruikt. 

,608  

TEL_BEGRM4 De vragen die de medewerker stelde kon ik niet 

allemaal beantwoorden.  

 ,876 

Extraction Method: Principal Component Analysis. 

a. 2 components extracted. 





 





Descriptive Statistics 

 
Mean 

Std. 

Deviation Analysis N 

TEL_INFOM1 De medewerker heeft mij goed uitgelegd wat ik moet 

doen om mijn schade vergoed te krijgen. 

4,25 1,096 505 

TEL_INFOM2 De medewerker was deskundig. 4,18 1,006 505 

TEL_INFOM3 De informatie die de medewerker gaf over mijn schade is 

relevant. 

4,18 1,021 505 

TEL_INFOM4 Veel vragen bleven onbeantwoord na het melden van 

mijn schade. 

4,28 1,125 505 





KMO and Bartlett's Test 

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. ,786 

Approx. 

Chi-Square 

908,836 

df 6 

Bartlett's Test of Sphericity 

Sig. ,000 





Component Matrixa 

Component  
1 

TEL_INFOM1 De medewerker heeft mij goed uitgelegd wat ik moet 

doen om mijn schade vergoed te krijgen. 

,891 

TEL_INFOM2 De medewerker was deskundig. ,892 

TEL_INFOM3 De informatie die de medewerker gaf over mijn schade is 

relevant. 

,850 

TEL_INFOM4 Veel vragen bleven onbeantwoord na het melden van 

mijn schade. 

,609 

Extraction Method: Principal Component Analysis. 

a. 1 components extracted. 





 















 







 






 





 



 







 





































 








