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Abstract: 
Background: The main purpose of the study was to evaluate the effect of organizational culture on the 

organizational effectiveness of insurance companies with headquarters in Nairobi City County in Kenya. To 

achieve the main objective, the study focused on specific objectives that included the investigation of the effect of 

communication, expectation, behavioral style, policy and procedures on the effectiveness of insurance companies. 

Material and Methods: The study adopted a descriptive research design and collected data from all 63 insurance 

companies with headquarters in Nairobi City County, with two participants from each insurance to avoid 

skewness of the responses, resulting in 126 total observations. The study collected cross-sectional data using a 

questionnaire from the participants and analyzed it using Statistical Package for Social Sciences (SPSS) v26 

software. The data was analyzed using both descriptive (mean, standard deviation, and percentages) and 

inferential statistics (correlation and regression analysis). 

Results: The study findings indicated that all the independent variables had a significant and positive correlation 

with organizational effectiveness, except communication, which had a negative correlation. In addition, while the 

other variables showed a strong association with organizational effectiveness, the communication variable 

exhibited a small coefficient and beta value, indicating that its impact is relatively minor compared to other 

variables. 

Conclusion: The study concluded that insurance companies should enhance company effectiveness by ensuring 

that organizational culture, particularly communication, expectation, behavioral style, policy and procedures, 

are effective and well understood by all employees. 
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I. Introduction 
How successfully the insurance industry functions in an economy determines its capacity to provide 

stability and financial security to individuals and businesses. As an organization navigates an increasingly 

complex environment marked by shifting rules, digital transformation, and changing consumer needs, the internal 

dynamics influencing its operational success become more visible1. Organizational culture, which includes 

components like communication, behavioral patterns, expectations, and rules and procedures, is crucial among 

these internal dynamics2. To improve service delivery and operational performance, this study aims to explore 

how these cultural factors affect insurance organizations’ overall effectiveness. 

Organizational culture significantly affects how firms operate, influencing employee engagement, 

decision-making processes, and customer relations3. Effective communication, for instance, fosters transparency 

and collaboration among team members, directly affecting efficiency and responsiveness in client interactions4. 

Effective communication, for instance, fosters transparency and collaboration among team members, directly 

affecting efficiency and responsiveness in client interactions. How well employees collaborate and interact with 

consumers is determined by their behavioral styles within the company, which are influenced by leadership 

practices and employee standards5. Therefore, identifying areas where improvement can boost overall 

effectiveness in the insurance sector requires an awareness of these cultural characteristics. 

Furthermore, the expectations set within an organization have profound implications for employee 

motivation and performance. Clear expectations encourage a culture of accountability, while alignment between 

employee goals and organizational objectives can lead to higher performance outcomes6. Policies and procedures 

also serve as fundamental building blocks of organizational culture, providing structure and guidelines that reflect 
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the organization's values 7. Clear expectations encourage a culture of accountability, while alignment between 

employee goals and organizational objectives can lead to higher performance outcomes6. Policies and procedures 

also serve as fundamental building blocks of organizational culture, providing structure and guidelines that reflect 

the organization's values8. Analyzing how these elements interact can reveal insights into what constitutes 

effective practices in the insurance sector and how organizations can leverage their culture to improve service 

delivery and customer satisfaction. 

Insurance businesses operate in fiercely competitive marketplaces with sophisticated regulatory 

frameworks and demanding customers in developed economies, including the US, UK, and Germany 9,10,11. 

According12, organizational culture has a significant influence on how employees behave, communicate, and set 

expectations. It also affects how well these organizations innovate, adjust to shifting market conditions, and 

provide value to their clients. According6 to promote organizational effectiveness, insurance businesses frequently 

place a high priority on a culture of openness, responsibility, and customer-centricity. Clear performance targets, 

effective communication channels, and well-defined policies and procedures are essential components of these 

companies' organizational structures13. For insurance firms to be competitive, draw in top personnel, and keep 

devoted clients, they need a strong corporate culture that values teamwork, professionalism, and moral behavior14. 

Organizational culture is crucial in addressing these issues and enhancing organizational effectiveness 

in the African insurance industry15. The insurance industry is crucial for managing risks, fostering economic 

growth, and protecting individuals and companies from unforeseen circumstances in African nations, including 

South Africa, Nigeria, and Ghana16,17. Low insurance penetration rates, limited access to insurance products, and 

legislative constraints are some of the unique challenges faced by insurance companies in many African Nations18. 

To successfully negotiate the market's difficulties and offer value to clients, African insurance businesses 

frequently concentrate on fostering an inclusive, innovative, and resilient culture19. The organizational structure 

of African insurance companies must include communication procedures that overcome linguistic and cultural 

barriers, expectations that enable staff to drive innovation and growth, and policies that encourage moral behavior 

and compliance20. 

Kenya's insurance industry is a significant player in the nation's financial system since it provides a broad 

range of insurance products and services to both individuals and corporations. Organizational culture has a critical 

role in the operation of Kenyan insurance companies since it influences their ability to attract customers, manage 

risks, and grow over time10. To increase organizational performance, Kenyan insurance businesses place a great 

value on cultivating a culture of professionalism, ethics, and first-rate customer service21. The organizational 

structure of Kenyan insurance businesses must have strong regulations and processes, transparent communication 

techniques, and explicit performance objectives11. Insurance firms in Kenya must have a strong organizational 

culture that encourages collaboration, creativity, and flexibility to be competitive, adhere to legal requirements, 

and satisfy client demands22. The goal of the study on how organizational culture affects insurance businesses' 

organizational effectiveness in Kenya is to clarify the organizational cultural dynamics that affect organizational 

effectiveness in the country's insurance sector. 

 

II. Material And Methods 
Research design has been defined by several researchers, but no single concept is universally accepted. 

Research design is a deliberate set of steps and methods that a researcher will combine when carrying out research 

in a rational, successful, and efficient manner23. Since the goal of this study is to investigate the specifics of what, 

where, and how organizational culture affects organizational effectiveness, a descriptive research approach was 

used. Additionally, other researchers have successfully employed cross-sectional study design in relevant 

investigations24,25, proving that it is applicable to the current investigation. A cross-sectional study is defined by26 

as a research methodology that gathers data from several respondents at a particular moment in time. This 

methodological decision allowed for a comprehensive examination of the relationships between organizational 

culture and organizational effectiveness, yielding insights that would help with both academic research and real-

world organizational implementations. 

All 63 of Kenya's registered insurance businesses were the subject of this study, but the heads of 

operations and human resources received special attention because it was thought that they are familiar with the 

organizational culture that their companies follow. Therefore, the total target population, which consisted of 126 

participants, comprising of the heads of operations and human resources of the approved insurance companies 

with their main headquarters in Nairobi City County, Kenya.  Participants included two representatives from each 

of the 63 regulated insurance companies with their headquarters located in Nairobi City County, Kenya, and one 

representative from each of the 63 insurance companies with their main offices in Nairobi City County, the 

operations and human resources departments, for a total of 126 participants. 

The researcher utilized a structured questionnaire to gather information from the participants. A 5-point 

Likert scale was used in conjunction with both open-ended and closed-ended items in the questionnaire to elicit 

the most unbiased response from the participants.  For this study, a questionnaire worked best because it can 
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gather a lot of data in the shortest period. Additionally, considering the tight deadlines of the academic semester, 

a questionnaire would save a great deal of time and money while gathering data. This was made possible by the 

researcher dropping the questionnaire to the participants and picking it up when they had completed it. The design 

of the questionnaire enabled the gathering of information important to the goals of the study. 

The researcher obtained approval from participants and authorized bodies before collecting data from 

the respondents. This is both an ethical and moral requirement that permission must be sought beforehand. First, 

and foremost, an official letter of introducing the researcher was acquired from Kenyatta University Graduate 

School and the NACOSTI, which added to the confidence of the respondent that the researcher was conducting 

the study for academic purposes only. As required by research ethics, the researcher secured additional approval 

from the management of insurance companies licensed to operate in Kenya after receiving permission from 

NACOSTI. The research instruments were handed over to the head of operations and head of human resources to 

answer the questionnaire. The participants were given up to seven days to answer the questionnaire by filling in 

all the blank spaces and appropriately ticking the boxes on the statement on the preferred choices. The researcher 

engaged a research assistant who went around after seven days, collecting the filled questionnaires and handing 

them over to the researcher for further processing and analysis. 

The study employed scientific data analysis approaches, specifically the Statistical Package for Social 

Sciences (SPSS) v26 software, to present data in an analytical and comprehensible manner. Analytical methods, 

both descriptive and inferential, were used to analyse the gathered data. Frequencies, percentages, means, and 

standard deviations are examples of descriptive statistics. Inferential statistics, like multiple regression analysis 

and correlation analysis, will be used to determine the relationship between the variables being studied. For ease 

of comprehension, the results will be tallied and displayed using a variety of presentation formats, including 

tables, figures, and pie charts. The data will be analysed using the multiple regression model, which is described 

below, to determine how the study variables relate to one another. 

 

The formula is. 

𝑌 = 𝛽0 + 𝛽1𝑋1 + 𝛽2𝑋2 + 𝛽3𝑋3 + 𝛽4𝑋4 + 𝜀 

Where: 

Y represent organization effectiveness, β0 represent constant, X1 represent communication, X2 represent 

expectation, X3 represent behavioural style, X4 represent policy and procedure, ε represent error term and β1, β2, 

β3, β4 represent regression coefficients. 

 

III. Result 
Descriptive Statistic Analysis 

Communication 

The study tried to examine the effect of communication on the organizational effectiveness of insurance 

companies with headquarters in Nairobi City County. The descriptive results of the communication variable are 

presented in Table 1. 

 

Table 1: Descriptive results on Communication 
Communication F Mean Std. Dev 

My company is effective in face-to-face communication with stakeholders. 96 4.530 0.5345 

My organization uses email communication effectively to pass messages to stakeholders. 96 4.556 0.5325 

Social media communication is a major means of passing information to stakeholders in my company. 96 4.026 0.9601 

Mean score 96 4.370 0.6757 

Source: Survey Data (2025) 

 

The overall mean score for communication practices stands at 4.370, reinforcing the perception that 

communication within the industry is generally effective. The relatively low standard deviation of 0.6757 

indicates that this positive perception is consistent across respondents. Taken together, these results suggest that 

effective communication, particularly through face-to-face and email channels, is a key component of 

organizational culture in the insurance sector. While social media is recognized as a valuable tool, its adoption 

and effectiveness may still be evolving, contributing to some variability in responses. The study results support27 

finding that employee communication behaviours are positively and significantly correlated to internal 

communication, which in turn influences the performance of the organization. Further, the results also support28, 

who concluded that effective national communication has a significant influence on the effectiveness of 

government service delivery among African Countries. 

 

Expectations 

The study examined the effect of expectations as one of the key elements of organizational culture on 

organizational effectiveness among insurance companies. The results of the responses were presented in Table 2 
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Table 2: Descriptive results on Expectations 

Expectation F Mean Std. Dev 

Our organization expects employees to respond promptly to customer inquiries 96 4.274 0.7266 

My organization places strong emphasis on employees setting specific, measurable goals for 

their work. 
96 4.333 0.6017 

My organization expects all employees to communicate openly and respectfully with colleagues. 96 4.368 0.6242 

Mean score 96 4.325 0.6509 

Source: Survey Data (2025) 

 

This expectation underscores the customer-centric approach prevalent in the insurance industry, where 

timely communication can significantly affect client satisfaction and organizational reputation. The standard 

deviations across these expectations are relatively low (ranging from approximately 0.6017 to 0.7266), indicating 

a consistent perception among respondents that these expectations are integral to their organizational culture. The 

overall mean expectation score of 4.325 further emphasizes a strong and uniform culture that prioritizes 

responsiveness, goal-setting, and respectful communication. The results reflect28 finding that diversity 

expectations influence organizational effectiveness in a great way. 

 

Behavioural Style 

The study also investigated how behavioural style affects organizational effectiveness among the 

insurance companies with headquarters in Nairobi City County in Kenya. The descriptive results on behavioral 

style are represented in Table 3. 

 

Table 3: Descriptive results on behavioral style 

Behavioral style F Mean Std. Dev 

In my organization, responsible leadership is demonstrated through accountability, 
transparency, and ethical decision-making. 

96 4.214 0.7860 

My organization encourages and rewards innovative work, fostering a culture of creativity 

and continuous improvement. 
96 4.410 0.7210 

The characteristics valued in my organization include adaptability, resilience, and a growth 

mindset, contributing to overall effectiveness and success. 
96 4.291 0.6305 

Mean score 96 4.305 0.7125 

Source: Survey Data (2025) 

 

Overall, the combined mean score of 4.305 indicates a positive and progressive behavioural climate 

within the industry. The consistent recognition of responsible leadership, innovation, and adaptability underscores 

a shared commitment to organizational excellence and resilience. These behavioural styles collectively create an 

environment that encourages ethical conduct, creativity, and flexibility, traits that are vital for thriving in the 

competitive and dynamic landscape of the insurance industry. These findings are in tandem with29 who observed 

that there was a statistically significant relationship between TKDA’s organizational performance and innovative 

behaviour. Further, the results support the findings by30, who indicated that there existed a strong and positive 

correlation between employee involvement as one of the behavioural style elements and performance outcomes 

of public universities in Kenya. 

 

Policy and Procedures 

Table 4: Descriptive results on Policy and Procedures 

Policy and procedure F Mean Std. Dev 

My organization has clear and well-defined rules and regulations that govern the activities 
of our operations. 96 

4.624 0.5978 

Compliance with rules, regulations, and guidelines is consistently monitored and enforced 

throughout the organization. 96 4.667 0.4734 

Regular review and updating of policies and procedures ensures that they remain relevant 
and effective in guiding organizational activities. 96 4.316 0.6650 

Mean score 96 4.536 0.5787 

Source: Survey Data (2025) 

 

Overall, the mean score of 4.536 indicates that policies and procedures are a significant focus within 

these organizations, underpinning their operational integrity and strategic adaptability. The low variability across 

responses suggests a shared understanding and consistent application of well-defined rules, enforcement, and 

periodic updates. This commitment to clear policies and diligent oversight contributes to a cohesive organizational 

environment that values compliance, relevance, and ongoing refinement of operational frameworks. The results 

are consistent with the findings by31, who found that there is a significant correlation between the internal 
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organizational policies of banks and their performance. In addition, the results support the past empirical study 

by32 that public procurement policy is statistically significant in determining organizational performance. 

 

Organizational Effectiveness 

Table 5: Descriptive results on organizational effectiveness 
Organizational Effectiveness F Mean Std. Dev 

Our organization has experienced a consistent increase in its market share over the past year. 96 4.190 0.8120 

Our organization actively monitors and adapts to market trends. 96 3.820 0.5978 

Our organization has seen a steady increase in new customer acquisitions. 96 4.120 0.7980 

Our organization’s organizational culture promotes customer satisfaction. 96 4.010 0.7110 

Mean score 96 4.035 0.7297 

Source: Survey Data (2025) 

 

Overall, the combined mean score of 4.035 indicates a generally favourable view of organizational 

effectiveness, emphasizing growth, market responsiveness, and customer-centric practices. The moderate 

standard deviation reflects some diversity in perceptions, but overall, the data suggest that organizations are 

making strides in expanding their market share and enhancing customer satisfaction, which are critical markers 

of organizational success in a competitive environment.  The results are consistent with the findings by32 who 

indicated that organizational success and policy stability were positively and statistically significant and 

correlated. 

 

Inferential Analysis and Interpretation 

Correlation Analysis 

Table 6: Results of Spearman correlation matrix 

  Organizational 

Effectiveness 
Communication Expectation 

Behavioral 

style 

Policy 

and 
procedure 

Organizational 

Effectiveness 
Pearson Correlation 1     

 Sig. (2-tailed)      

Communication Pearson Correlation -0.0046 1    

 Sig. (2-tailed) 0.9605     

Expectation Pearson Correlation 0.2129* 0.4605* 1   

 Sig. (2-tailed) 0.0212 0    

Behavioral style Pearson Correlation 0.3078* -0.0044 0.0386 1  

 Sig. (2-tailed) 0.0007 0.9629 0.6792   

Policy and 

procedure 
Pearson Correlation 0.4341* 0.1482 0.2746* 0.3649* 1 

 Sig. (2-tailed) 0 0.1108 0.0027 0.0001  

 N 96 96 96 96 96 

* Correlation is significant at the 0.01 level for a 2-tailed 

Source: Survey Data (2025) 

 

Correlation analysis presented in Table 6 highlights three significant relationships. Firstly, expectations 

are positively correlated with organizational effectiveness, with a correlation coefficient of 0.2129 and a p-value 

of 0.0212, indicating significance at the 0.05 level. Secondly, behavioural style shows a significant positive 

correlation with organizational effectiveness, with a coefficient of 0.3078 and a p-value of 0.0007, significant at 

the 0.01 level. Lastly, policy and procedure are strongly positively correlated with organizational effectiveness, 

with a coefficient of 0.4341 and a p-value of 0.000, also significant at the 0.01 level. 

 

Regression Analysis 

Model Summary 

 

Table 7: Model summary 
Model Summary 

Model R R-Square Adj. R-Square Std. Error of the Estimate 

1 0.757 0.573 0.564 0.4332 

a. Predictors: (Constant), organizational culture, and organizational effectiveness 

Source: Survey Data (2025) 

 

The regression model examining the effect of organizational culture on organizational effectiveness in 

Kenyan insurance companies shows a strong relationship, as indicated by the R-value of 0.757. The R-squared 
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value of 0.573 suggests that approximately 57.3% of the variation in organizational effectiveness can be explained 

by the combined influence of organizational culture variables included in the model. The adjusted R-squared of 

0.564 accounts for the number of predictors and indicates that about 56.4% of the variance in organizational 

effectiveness is attributable to the predictors, suggesting a good fit of the model to the data. The standard error of 

the estimate, at 0.4332, reflects the average distance that the observed values fall from the regression line, 

indicating relatively precise predictions. Overall, this model underscores that organizational culture significantly 

influences organizational effectiveness in the insurance sector in Kenya, with over half of the variability in 

effectiveness explained by the factors included in the analysis. The results reflect the study findings by  32 who 

aver that organizational success is positively and statistically significantly correlated with organizational policies. 

 

ANOVA Results 

Table 8: Analysis of Variance (ANOVA) 

ANOVA 

Model 
Sum of 

Squares 
df Mean Square F Sig. 

1 

Regression 48.072 4 12.018 27.884 0.000 

Residual 42.212 91 0.464   
Total 90.284 95    

Source: Survey Data (2025) 

 

Table 8 presents an analysis of variance (ANOVA) for a regression model, exploring the relationship 

between organizational culture and organizational effectiveness.  The model explains a significant portion of the 

variance in organizational effectiveness.  The regression sum of squares (48.072) indicates that 4 predictor 

variables (as indicated by the 4 degrees of freedom) account for 48.072 units of variance.  The residual sum of 

squares (42.212) represents the remaining unexplained variance in organizational effectiveness.  The total sum of 

squares (90.284) is the overall variance in the observed organizational effectiveness scores.  Crucially, the F-

statistic (27.884) is highly significant (p < 0.000), suggesting that the model is statistically significant in 

explaining the variance in organizational effectiveness.  In other words, the independent variables (organizational 

culture aspects) have a meaningful impact on the dependent variable (organizational effectiveness). 

 

Coefficient of Determination 

Table 9. Coefficients of determination 

Regression Co-efficient 

  Unstandardized Co-efficient 
Standardized 
Coefficients 

t Sig. 

Model B Std. Error Beta 

1 

Constant 1.31 0.076  17.237 0.000 

Communication 0.08 0.332 0.013 0.241 0.044 

Expectation 0.197 0.046 0.192 4.283 0.000 

Behavioral style 0.583 0.081 0.662 7.198 0.000 
 

Policy and procedure 0.416 0.083 0.356 5.012 0.002 

Source: Survey Data (2025) 

a. Predictors: (Constant), communication, expectation, behavioural style, and policy and procedures 

b. Dependent Variable: Organizational Effectiveness 

 

The coefficients of determination from the regression analysis highlight the relative influence of various 

organizational culture factors on organizational effectiveness. The constant term indicates a baseline effectiveness 

level of 1.31, which is statistically significant. Among the predictors, behavioural style emerges as the most 

impactful, with a large unstandardized coefficient of 0.583 and a high standardized beta of 0.662, both highly 

significant. This suggests that improvements in behavioural style are strongly associated with increases in 

organizational effectiveness. Policy and procedures also play a significant role, with a coefficient of 0.416 and a 

beta of 0.356, indicating that clear policies and procedures contribute positively to effectiveness. Expectation has 

a moderate yet significant effect, with a coefficient of 0.197 and a beta of 0.192, implying that higher 

organizational expectations are linked to better effectiveness. Conversely, communication, while statistically 

significant, shows a very small coefficient and Beta value, indicating that its impact on organizational 

effectiveness is relatively minor compared to the other variables. Overall, these findings suggest that focusing on 

enhancing behavioural styles and establishing robust policies and procedures can substantially improve 

organizational effectiveness, with expectations also playing a meaningful role, whereas communication, although 

important, has a comparatively lesser effect. 
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IV. Discussion 
The main purpose of the study was to assess the effect of organizational culture on the effectiveness of 

insurance companies with headquarters in Nairobi City County. To achieve this main objective, the study focused 

on determining specific objectives by focusing on organizational culture constructs, namely, communication, 

expectation, behavioral styles, policies and procedures, and organizational effectiveness. The study adopted a 

descriptive research design with data collected using a questionnaire from the 126 participants, consisting of heads 

of operations and human resources.  The data was analyzed using SPSS v26 software, and the response rate was 

76% which was adequate for the research inferences. 

The findings indicate that communication within insurance organizations is perceived as highly 

effective, with face-to-face interactions and email identified as the most valued channels. These traditional 

communication methods are well-established and contribute positively to organizational culture and performance, 

and link effective communication to improved organizational outcomes. Social media, while recognized as an 

important tool, received a slightly lower mean score, coupled with greater variability in responses, suggesting 

inconsistent adoption and perceived effectiveness across organizations. Overall, the strong positive perception of 

communication practices, supported by a low standard deviation, underscores its role as a vital element 

influencing organizational effectiveness in the insurance sector. The results reinforce the idea that effective 

internal and stakeholder communication fosters better organizational performance, consistent with research 

emphasizing the importance of communication behaviors in enhancing organizational success and service 

delivery. 

The findings highlight that expectations as an element of organizational culture are highly prioritized 

within insurance companies, with respondents strongly endorsing key behavioral standards that contribute to 

organizational effectiveness. The highest-rated expectation is that employees communicate openly and 

respectfully with colleagues, emphasizing the importance of a respectful, transparent environment that fosters 

teamwork and a positive climate. Closely following is the expectation that employees set specific, measurable 

goals, reflecting a culture that values performance management, accountability, and clarity in individual 

contributions. Additionally, the high scores for prompt responses to customer inquiries underscore a customer-

centric approach, where timely communication enhances client satisfaction and organizational reputation. The 

relatively low variability in responses indicates a widespread and consistent recognition of these expectations as 

vital to organizational success. Overall, these high expectation scores demonstrate a strong, cohesive culture that 

emphasizes respectful communication, goal orientation, and responsiveness, which collectively underpin and 

drive organizational effectiveness in the insurance sector. 

The findings reveal that behavioral style is a vital element of organizational culture in the insurance 

industry, with a strong emphasis on responsible leadership characterized by accountability, transparency, and 

ethical decision-making, reflecting a widely shared commitment to ethical practices and responsible governance. 

Additionally, organizations highly value fostering innovation, encouraging and rewarding creative efforts, which 

underscores the importance placed on continuous improvement and adaptability to remain competitive. Traits 

such as resilience, adaptability, and a growth mindset are also recognized as key contributors to organizational 

success, with consistent acknowledgment across surveyed entities. Collectively, these behavioral traits, 

responsible leadership, innovation, and adaptability, form a progressive and resilient cultural climate that 

promotes ethical conduct, creativity, and agility, which are essential for thriving in the dynamic and competitive 

insurance sector. The high mean scores and low variability indicate a shared understanding and cultivation of 

these behaviors, aligning with prior research that links such behavioral styles to enhanced organizational 

effectiveness and performance outcomes. 

The findings indicate that policies and procedures are a core element of organizational culture in 

insurance companies, emphasizing clarity, compliance, and continuous improvement. Respondents widely agree 

that their organizations maintain clear, comprehensive rules that effectively guide daily operations, with high 

mean scores and low variability, reflecting a shared understanding. Compliance with these policies is highly 

prioritized, reinforcing a culture of accountability and integrity, which is crucial for maintaining operational 

standards and legal adherence. Furthermore, organizations actively review and update their policies to stay 

relevant and adapt to changing circumstances, fostering ongoing improvement in governance. Overall, the strong 

focus on well-defined policies, consistent enforcement, and regular updates creates a cohesive environment that 

promotes operational excellence, strategic flexibility, and organizational effectiveness. These results align with 

previous research linking clear policies and compliance to enhanced organizational performance across various 

sectors. 

 

V. Conclusion 
Traditional channels such as face-to-face interactions and email are highly valued and perceived as vital 

for fostering a positive organizational environment and driving performance improvements. While social media 

is recognized as an emerging communication tool, its inconsistent adoption suggests room for further integration. 
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The strong emphasis on respectful and open communication, goal setting, and prompt customer responses reflects 

a cohesive culture that values accountability, performance, and client satisfaction. The consistent recognition of 

these behavioral standards across respondents underscores their importance in fostering a positive, productive 

environment that drives organizational success. The emphasis on responsible leadership, characterized by 

accountability, transparency, and ethical decision-making, alongside a strong focus on fostering innovation, 

resilience, and adaptability, creates a progressive and resilient cultural environment. The widespread 

acknowledgment and high consistency in these behavioral traits underscore their importance in promoting ethical 

conduct, continuous improvement, and agility, key factors for sustaining competitive advantage. Finally, the 

emphasis on clear, comprehensive, and regularly updated policies fosters a culture of accountability, compliance, 

and continuous improvement, which are essential for maintaining operational standards and legal adherence. The 

high level of shared understanding and consistent enforcement across organizations promotes operational 

consistency and strategic flexibility, ultimately supporting organizational excellence. These results affirm that 

well-defined and effectively managed policies and procedures are instrumental in improving organizational 

performance and resilience in the competitive insurance sector. 
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