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Introduction

The concepts of ecological damage and ecological insurance are associated with 
the reflections on property insurance relating to environmental protection and the 
specifics of this type of insurance. 

Ecological insurance deals with the mitigation of the effects of various risks as-
sociated with environmental pollution, caused by the activity of the elements and 
forces of nature (e.g. fire, water, etc.), or the activity of humans (e.g. effects of equip-
ment failures, etc.). In both cases, the effect of risks is the threat to the environment 
ecosystem balance. On the other hand, ecological risks (Fiedor, 2007) are connect-
ed with activities which cause adverse changes in the natural environment and dif-
fer significantly in scope and degree of impact, ranging from sudden occurrences, 
such as accidents or failures to long-term phenomena, such as the destruction of 
construction infrastructure as a result of landslides, adverse impact on the health 
of the population. Due to the diversity of ecological risks, they can be divided into 
strictly ecological risks (environmental risks), i.e. the possibility of deterioration of 
the quality of the environment, disruption of natural balance or natural disaster, 
and the largely-understood risks including health, cultural, material and financial 
risks (Sordyl & Płonka, 2010).

For this risk type, it is often impossible to compensate for damage not only in 
relation to specific people, but also objects. Thus, in accordance with the current 
law there is a rule stating that “the polluter is the one who pays.” This means that 
the perpetrator is financially responsible for the damage caused to the environment 
(Adamowicz, 2004). Therefore, ecological damage can be treated as damage:

−− to the environment – destruction of natural assets that constitute the ele-
ments of the environment,

−− to a person – death, personal injury, and health impairment, 
−− to property – destruction or damage to tangible assets, consumer or pro-

duction property, and
−− loss of benefits.

Clients of property insurance companies, being aware of the threats sur-
rounding them and the possibility of environmental damage, often leading to high 
losses in life and property, seek protection against negative consequences of ac-
cidents. Insurance practice shows that not all risks can be predicted, let alone pre-
vented. Therefore, the client decides to secure themselves against a random event 
by concluding an insurance contract (Przybytniowski, 2013b). The insurance is in-
tended to provide the client with a sense of security in case an insurance accident 
happens, through the possibility of removing the effects of the damage based on the 
legal liquidation procedures.

The aim of the study is the assessment of the level of the quality of property 
insurance services within the scope of protection against ecological risks by clients 
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from the Podkarpackie, Świętokrzyskie and Małopolskie voivodeships. To measure 
the quality level of the insurance service, the SERVQUAL method was used to de-
termine the level of dissonance (gap) that arose between what the client expects and 
what is actually provided within the ecological insurance. This allows the property 
insurance company to recognize the directions of improvement of the services of-
fered and facilitates the pro-development decision-making by the management of 
the insurance company.

The formulated problem requires a holistic approach which accounts for the 
analysis of the offer of property insurance companies regarding the scope of pro-
tection against ecological risks and the ecological awareness of individual clients.

1. Environmental awareness

The issues related to environmental protection and, as a consequence, the related 
issue of ecological awareness of the society are analysed by researchers. Due to the 
current lack of a uniform and widely accepted definition of ecological awareness, one 
can find different terms describing it in the literature of the subject (Hadzigeorgiou & 
Skoumios, 2013; Kiełczewski, 1999; Krajewski, 2018; Sederevičiūtė-Pačiauskienė, 
Žilinskaitė-Vytienė, & Valantinaitė, 2017), i.e.:

−− ecological knowledge – knowledge and understanding of the ways of coope-
ration and coexistence of nature and man,

−− ecological sensitivity,
−− emotional attitude to nature,
−− pro-ecological attitude,
−− actions taken within the scope of environmental protection. 

Ecological awareness can be defined as a human attitude to nature. It results 
from knowledge not only about nature, but also about related sciences and the 
determination to keep it intact (in the original state). It manifests itself mainly 
through: respect for nature, counteracting environmental threats, as well as, and 
perhaps above all, complying with legal provisions related to environmental pro-
tection. According to Burger (2000), ecological awareness is associated with a de-
scriptive category with a complex structure. It belongs to a set of pieces of infor-
mation and beliefs related to the natural environment. It concerns the perception 
of the existing relationships between the state and nature of the environment, and 
the conditions and quality of human life. This is an ambiguous approach, directed 
at and assigned to the public, creating an area of ​​social awareness (Wódz & Wódz, 
1993). This area can be referred to the natural environment, and it manifests it-
self mainly through: thinking, experiencing, understanding and valuing the places 
where living organisms reside.
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Ecological awareness can be understood in a wider and narrower sense (Boh-
danowicz, 2006):

−− in a wider sense – it is (...) the entirety of the recognized ideas, values ​​and 
opinions about the natural environment and human (social) development, 
common for specific groups in a given historical period,

−− in a narrower sense – it is (...) the state of the knowledge and ideas of peo-
ple about the role of the environment in human life, its anthropogenic bur-
den, the degree of depletion, threats and protection, including the state of 
the knowledge on methods and instruments of control and use, as well as 
the protection of the environment.

In a broader sense, this concept is used as a whole of recognized values ​​and 
opinions about the environment, as the human development and place of life (so-
ciety), and in a narrower (more axiological) sense – the state of knowledge, ideas 
and views of people about the role of the environment in society and the knowledge 
about tools and methods of management, shaping and protection of the environ-
ment (Górka, Poskrobko, & Radecki, 1998).

Ecological awareness is treated as a multidimensional concept. Thus, in the lit-
erature of the subject, where one can encounter the reflections on ecological con-
sciousness, the attention is paid to its various types, which were formed on the basis 
of the relationship between the natural environment and man. These are among 
others:

−− The so-called biblical I – man is a being and nature is subordinate to him 
and created for him (Rdz 1, 26–27).

−− The so-called biblical II – human domination over nature changes in con-
stant cooperation with it through work (Rdz 3, 17–18).

−− Relating to conservation  – where the conservation attitude was formed 
through the spread of human activity in the natural environment (Broda & 
Pluskiewicz, 1993).

−− Zero-growth – which determines the ideological direction assuming anti-
-development in the field of urbanization, technology and scientific rese-
arch, where the goal is to avoid the disaster of the natural environment in 
connection with humans (www.slownik-online).

The above-analysed types of ecological awareness indicate clearly the man’s de-
sire to become independent of nature. It is impossible because nature and people 
are part of the environment.

As Papuziński (2006) writes, ecological awareness is not only knowledge, ideas 
or views about the environment. It is a paradigm containing values, ideas and opin-
ions related to the environment in which a particular person lives, works and acts 
identically as in the whole society. However, according to Kalinowska (2013), the 
concept is rather ambiguous, and is related to the three levels of mental states:

−− an intuitive conviction that the existence of an element is at risk in a situ-
ation where health and human needs are at risk (Krajewski, 2018); 
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−− an intuitive conviction that they can be associated with knowledge related 
to threat mechanisms;

−− emotional reactions to the observed reality.
In the scientific discourse ecological awareness is defined as a form of social 

awareness, which manifests itself in the thinking and experiences of individual peo-
ple, as well as socially functioning norms related to the understanding and valua-
tion of the environment (Zecha, 2010). Looking from the perspective of an indi-
vidual – this awareness is the result of the socialization process in which each of us 
participates throughout their conscious life. It is a subjective phenomenon, which 
consists in the mutual complementation of ecological knowledge and imagination. 
The development and shaping of ecological awareness in humans can be depicted 
in three stages as (Frątczak, 2001): 

−− Ordinary – based on verified opinions and information. 
−− Ideological – mainly encountered among activists of ecological movements 

and organizations (knowledge based primarily on existing views). 
−− Common – scientific, shaped as a result of acquired upbringing and kno-

wledge.
Everyone’s ecological awareness is shaped during a complex process as a re-

sult of the generally accepted and successively changing social norms, informal and 
formal ecological education (Poskrobko, 2007), information contained in the mass 
media and the activities of the country. This awareness is also dependant on the 
place of residence. In the inhabitants of heavily degraded areas, ecological aware-
ness is born under the influence of observation of the adverse effects on the natural 
environment. However, in the inhabitants of protected areas, this awareness devel-
ops mainly under the influence of their own positive observations, as well as a result 
of positive opinions expressed by residents and tourists of other regions (Bailey, 
Swinerd, Lewis, & Crowther, 2010).

In Poland, pioneering and, at the same time, comprehensive research devoted 
to the issue of ecological awareness was carried out in the Tarnobrzeg region in 
1983 (Fudali, 2002). It was found that people focus more on activities that directly 
threaten people, e.g. in the situation of contamination of drinking water in a specif-
ic place, rather than “distant” threats, e.g. threats related to the condition of forests 
as a result of the activity of pests or felling, which may result in climate changes. In 
addition, it was agreed that people treat the natural environment as value, but do 
not feel the need for any action for its sake (Kłos, 2015).
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2. Ecological risks, damage and insurance

In the literature one can find a narrower approach to environmental insurance, 
represented by Labatt and White (2002) and a wider approach represented by 
Maśniak (2003). In a narrower sense, ecological insurance is understood as “(...) 
a legal instrument whose pro-ecological nature regarding mining, nature, functions 
and purpose are closely related to the responsibility of entities for environmental 
damage” (Sordyl & Płonka, 2010). In a broader sense, ecological insurance covers 
both the civil liability of entities for ecological damages and the insurer’s liability 
for losses incurred related to their experience as part of property insurance of the 
injured person. In the case of the advanced types of environmental insurance, the 
insurance covers the civil liability of the perpetrator, material damage, and the lost 
benefits of the injured resulting from a specific “ecological” event, that is a source 
of losses, which is extremely important in a situation where it is not possible to at-
tribute fault to specific persons responsible for the damage.

The basic problem in the case of environmental damage is the concept of an in-
surance accident which makes a given event quality for the insurance coverage. This 
concept is understood as a “sudden” and “unpredicted” random event. Ecological 
damage is often characterized by the “lack of suddenness,” which excludes most of 
them from the insurance coverage (Łabno, 1995). Such consequences can often also 
be expected – hence the lack of “unpredictability.” This problem has been eliminated 
by the United States that introduced changes to insurance legislation. The unpredict-
able and sudden nature of the insurance event were abandoned there. Instead, the 
insurance coverage against damage to the environment was extended (Łabno, 1995) 
(Commercial Land Insurance Policy and Pollution Legal Liability Site Guard Policy in 
the United Kingdom, while in the United States Pollution Legal Liability was intro-
duced). Doś (2007) assumed that ecological insurance is closely related to the source 
of the risk, not the scope of insurance protection. By assuming the same, one can 
adopt a broad definition of environmental insurance and include in its scope prop-
erty insurance or lost benefits in addition to liability insurance (Doś, 2007).

3. �The scope of protection against ecological risks in selected 
insurance products in Poland

The analysis of voluntary insurance contracts which property insurance compa-
nies offer to their individual clients in Poland regarding the insurance against the 
consequences of environmental risks indicates that there are no such contracts on 
the Polish market. One contract which in its package contains risks, such as hurri-
cane, flood and fire was identified. This is the insurance from fire and other random 
events (Przybytniowski & Pacholarz, 2016). On the other hand, typical civil liability 
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insurance limits its scope only to protection of damage caused to third parties and 
additionally caused only by sudden and unexpected emission of pollution. They do 
not cover the costs of land reconstruction, restoring biological balance, or damage 
resulting from slow and long-term contamination. In addition, the responsibility 
for environmental disasters can also be unknowingly transferred, for example by 
taking over or buying a company that is struggling with these types of problems.

It should be emphasized that the ecological liability of business entities should 
be the function and purpose of ecological insurance. Therefore, insurers should as-
sume part of the responsibility by offering companies the adequate insurance cov-
erage. From the point of view of the clients of insurance companies, it is reasonable 
to expect protection from the two types of liability – civil and administrative.

The analysis of insurance products can be made using the criteria that are re-
lated to: scope of insurance protection (types of random events whose occurrence 
makes the insurance company liable), subject of insurance protection (type of pro-
tected resources or civil liability) and the nature of the event and its consequences 
(parameter characteristic for inheriting environmental risk by insurance compa-
nies) (Przybytniowski, 2013a).

When analysing the Polish market of ecological insurance services, the authors 
paid attention to the criterion referring primarily to the scope of risk, including 
selected products, insurance for: civil liability, households and apartments.

The scope of protection against ecological risk is offered by 25 insurance com-
panies (78.1% of the total on the Polish property insurance market). Only two in-
surance companies: AXA SA and Signal Iduna SA do not offer services related to 
housing protection. The basic scope of the insurance contract offered by insurers 
is the guarantee of compensation in the event of flooding due to precipitation and 
the adverse effects of nuclear energy or radioactive contamination, laser and maser 
radiation, as well as magnetic and electromagnetic fields (this scope is offered by 18 
(56.2%) insurance companies).

On the opposite pole there are contracts protecting households and apartments 
that have in-wall, in-ceiling or in-floor elements of installations affected by atmos-
pheric discharges or surges, as well as the protection against damage caused by 
waste storage (4 insurance companies). Bearing in mind the scope of the third-par-
ty liability insurance relating to electrical and electronic equipment, the guarantee 
of protection covers the effects of the activity of nuclear energy, laser and maser ra-
diation, ionizing radiation, magnetic or electromagnetic fields and contamination 
as well as temperature, gas and vapour (this scope is offered by 10, 31.3% of insur-
ance companies). However, six of these companies (18.8%) protect against damage 
caused indirectly or directly by emission, leakage, release and other form of release 
of dangerous substances into the air, soil and water.

Bearing in mind insurance against fire and other random events, 25 (78.1%) of 
insurers were analysed, of which only 13 (40.6%) offer products containing protec-
tion against environmental risks, including: activities related to nuclear energy or 
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radioactive destruction, and resulting from earthworks, hail, snow, rain due to poor 
technical condition.

Another type of insurance, which was subject to analysis, referred to environ-
mental damage as part of motor insurances: civil liability and autocasco insur-
ance, where insurers protect against damage related to the transport of dangerous 
goods. Over half of insurance companies conducting insurance activities in Poland 
provides protection against damage caused to the natural environment and by the 
activities of natural forces. Four insurance companies: Warta SA, Concordia Polska 
SA, Interrisk SA, TUW TUW offer products protecting against damages caused 
by nuclear energy and radioactive substances. Autocasco insurance, in relation 
to protection against ecological risks, is present in the offer of 21 (65.6%) insur-
ers. In its scope, this type of insurance protects against improper loading, transport 
and unloading of cargo and luggage, as well as against radioactive contamination 
(13 (40.6%) of insurers), nuclear energy (12 (37.5%) of insurers). Only 4 (12.5%) 
insurance companies protect against damage caused by laser or maser radiation as 
well as by magnetic or electromagnetic fields.

4. Research methodology

The research concerned the assessment of the level of the quality of property in-
surance services by individual clients from the Podkarpackie, Świętokrzyskie and 
Małopolskie voivodeships.

The SERVQUAL method was used to measure the level of the quality of the 
insurance service. This method is used as a universal way to study the perceived 
quality of various types of services. It identifies the difference between what the cli-
ent actually experiences and what they expect to receive during the service delivery 
process (Parasuraman, Zeithaml, & Berry, 1985). With the help of this method, 
insurance companies can anticipate the expectations of their current and potential 
customers and identify the assessment of the quality of the services offered to them 
in accordance with the following mathematical equation.

( )S P O= −∑
where: 
S – result of SERVQUAL,
P – perceived quality of service,
O – expected quality of service.

The presented model of the insurance service quality is focused on the subjective 
assessment of the quality by clients. The SERVQUAL method relates to five areas: in-
frastructure, quickness, completeness, reliability and empathy. Each of these areas is 
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assigned a list of 22 statements to assess the expectations of the individual client and 
the degree to which they think these expectations are met. The questionnaire con-
tains a question about the importance of each of the areas of the service quality for 
the service recipient. In addition, the questionnaire contained questions regarding:

−− the assessment of the quality of the service provided,
−− the knowledge of the risks associated with the insurance protection in the 

event of weather anomalies and insurance companies offering this type of 
protection,

−− decisions on mitigating the financial consequences of catastrophic events, 
Data were collected through interviewers in periods from August to October 

in years 2015, 2016 and 2017 among individual clients who have a property insur-
ance agreement concluded in three voivodeships: Świętokrzyskie, Małopolskie and 
Podkarpackie.

The property insurance companies meeting the following criteria were selected 
for the study:

−− available service level assessments for at least three years,
−− the same property insurance companies had branches (or representative of-

fices) in all three studied voivodeships.
The sample size consisted of a total of 450 respondents, of which: 191 (42.4%) 

respondents were from the Świętokrzyskie Voivodeship, 98 (21.8%) from the 
Małopolskie Voivodeship, and 161 (35.8%) from the Podkarpackie Voivodeship 
(Table 1).

This ensured quasi-representativeness of the results for the population of Po-
land 18+, taking into account: gender and place of residence. Additional factors 
were also taken into consideration during the selection process: 

−− indication of the insurance company with which one has concluded the pro-
perty insurance agreement against fire, other random events and civil liability,

−− satisfaction or dissatisfaction with the conclusion of the property insurance 
agreement against fire, other random events and civil liability,

−− satisfaction or dissatisfaction with the elimination of damage from the pro-
perty insurance agreement against fire, other random events and civil liability,

−− continuation or failure to continue the insurance contract in a property in-
surance company.

Table 1  Respondents from specific voivodeships 

Voivodeship 2015 2016 2017 Average

Number % Number % Number % %

Małopolskie 31 20.67 33 22.15 34 22.52 21.78

Podkarpackie 54 36.00 52 34.90 55 36.42 35.77

Świętokrzyskie 65 43.33 64 42.95 62 41.06 42.45
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5. Research results

Bearing in mind the subject matter and purpose of the research presented at the 
beginning, one of the basic questions asked to clients referred to the general assess-
ment of property insurance services provided by employees of insurance compa-
nies in the voivodeships examined.

The highest assessment scores were obtained in the Świętokrzyskie voivode-
ship, where the average of positive assessments from three years amounted to 
42.5%, of which the most active county was Sandomierz County, from where the 
majority of respondents came – almost 66.1%. The Podkarpackie Voivodeship (the 
average of three years – 35.8%) was the next one and here Tarnobrzeg County with 
nearly 73% was the active county. The reason for the activity of residents living in 
these areas were floods and hurricanes that hit these areas in the last ten years. The 
lowest percentage of active respondents willing to answer the questions in the ques-
tionnaire  – was recorded in the Małopolskie voivodeship  – the average of three 
years was 21.8%. Bearing in mind the locations, the highest percentage of people 
responding to survey questions came from rural areas near the city. People living 
in the countryside were the next. On the other hand, people living in cities were 
reluctant.

Respondents answered a question referring to the knowledge about ecological 
threats related to the occurrence of weather anomalies. The respondents most often 
mentioned the flood among the risks that appear in the insurance package against 
fire, other random events and third-party liability. This risk was indicated by over 
91.2% of respondents in 2017. This ratio increased in relation to 2015 by 1.5 per-
cent. Other risks mentioned by the respondents were water supply damage (67.1 
and increased by 2.5% in relation to 2015), which in a significant way, as indicated 
by respondents – affects the protection of the environment. The opposite pole lists: 
landslides (2.9%), overvoltages caused by atmospheric discharge (6.8%) and flood-
ings (7.2%).

The respondents were also to assess the insurance company whose services they 
were using (on a scale from 1 to 6, where 1 meant the least satisfied, and 6 – the 
most satisfied). They assessed the quality of customer service, especially in terms of: 
elimination of damage, professionalism of employees of insurance companies, and, 
consequently, the decision to continue or discontinue the insurance contract. The 
authors were looking for the answer to the question whether there is a correlation 
between the level of customer service quality and their decision to continue or dis-
continue the insurance agreement.

Every fourth respondent evaluating particular insurance companies regard-
ing ecological insurance, pointed to Ergo Hestia, assessing it positively (29.6%) 
when it comes to elimination of damage and professionalism of employees and 
declaring the willingness to continue the insurance coverage by this company. The 
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assessment in relation to the research which took place in 2015 changed in favour 
of this company by 2.6%. A lack of satisfaction was indicated by 9.4% and this indi-
cator remains practically unchanged compared to 2015.

The subsequent companies to receive a positive rating were Warta and Allianz 
with, at the same time, a low rate of negative ratings. However, on the opposite 
pole, considering the elimination of flood damage and more, clients pointed to: 
Link4 (2.1%), with a high negative assessment score indicator. It is worth noting 
that PZU, with 8.2%, was in the middle of the list of the analysed insurance com-
panies in terms of positive ratings, while a fairly high negative rating rate (31.5%) 
placed this insurance company the last on the list. This rating, as it resulted from the 
research, was mainly influenced by the process of the elimination of damages and 
the approach to clients by the employees of this company. As a result – the majority 
of respondents declared the change of the insurer. Other insurance companies that 
clients also listed include: Allianz, Compensa, Generali, UNIQA.

The next stage of the research was an attempt to determine the factors related 
to the quality of the service provided and continuation of insurance in the same 
insurance company. The most important factors turn out to be: professionalism 
of employees of the insurance company and assistance in elimination of damage 
(Tables 2, 3).

As the data in Table 2 show, there is a relationship between the professionalism 
of the employee and the continuation of the insurance contract. At the same time, 
which is puzzling, during the analysed period, the professionalism of employees of 
the insurance company systematically deteriorated (a decrease of nearly 5% com-
pared to 2015).

Table 2  Professionalism of an insurance company employee as a decisive factor about the 
continuation of the insurance contract

Specification

Professionalism  
of the broker

Professionalism  
of the broker

Professionalism  
of the broker

2015 2016 2017

Value df
Asymptotic 
significance 
(two-sided)

Value df
Asymptotic 
significance 
(two-sided)

Value df
Asymptotic 
significance 
(two-sided)

Pearson Chi- 
-Square 42.763 1 .00 42.656 1 .00 42.556 1 .00

Linear relation-
ship test 42.515 1 .00 42.501 1 .00 42.494 1 .00

N of significant 
observations 150 149 151



188 Jarosław W. Przybytniowski

The analysis of the data from Table 3 indicates that during the analysed period 
among respondents in general, there is a statistically significant relationship between 
assistance in the process of the elimination of damage and the choice of services of 
a specific insurance company. At the same time, it is noted that during the period 
analysed the assessment of assistance in the process of the elimination of damage as 
part of ecological insurance has systematically improved (an increase of 3.5% com-
pared to 2015).

Table 3  Insurance company employee and assistance with the elimination of damage as 
a decisive factor about the continuation of the insurance contract

Specification

Assistance in elimination 
of damage 

Assistance in elimination 
of damage

Assistance in elimination 
of damage

2015 2016 2017

Value df
Asymptotic 
significance 
(two-sided)

Value df
Asymptotic 
significance 
(two-sided)

Value df
Asymptotic 
significance 
(two-sided)

Pearson Chi- 
-Square 7.821 1 .005 7.846 1 .005 7.848 1 .005

Linear relation-
ship test 7.769 1 .005 7.787 1 .005 7.786 1 .005

N of significant 
observations 150 149 151

In order to confirm the relationship between factors related to the quality of 
environmental insurance services and the assessment of the professionalism of em-
ployees of insurance companies, the SERVQUAL method was used. The general 
SERVQUAL indicators calculated showed that each of the five assessed areas defin-
ing the quality of property insurance services in the examined period was assessed 
negatively by respondents (Tables 4, 5, 6).

Table 4  General SERVQUAL indicator non-weighted and weighted for the specifically ana-
lysed areas of the Małopolskie voivodeship (N = 98) in 2015, 2016 and 2017

Areas
2015 2016 2017

Sn (non-
-weighted)

Sw  
(weighted)

Sn (non-
-weighted)

Sw  
(weighted)

Sn (non-
-weighted)

Sw  
(weighted)

Infrastructure –0.29 –3.51 –0.29 –3.47 –0.31 –3.99

Quickness –0.72 –17.22 –0.68 –17.05 –0.68 –17.76

Reliability –0.71 –19.09 –0.70 –18.84 –0.69 –18.63
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Areas
2015 2016 2017

Sn (non-
-weighted)

Sw  
(weighted)

Sn (non-
-weighted)

Sw  
(weighted)

Sn (non-
-weighted)

Sw  
(weighted)

Certainty –0.58 –13.34 –0.58 –14.03 –0.58 –14.00

Empathy –0.35 –4.87 –0.29 –3.48 –0.25 –2.47

Total  
SERVQUAL 
= –0.529

Total  
SERVQUAL 
= –11.606

Total
SERVQUAL 
= –0.509

Total
SERVQUAL 
= –11.373

Total
SERVQUAL 
= –0.502

Total
SERVQUAL 
= –11.370

Table 5  General SERVQUAL indicator non-weighted and weighted for individual areas of 
the Podkarpackie voivodeship (N = 161) in 2015, 2016 and 2017

Areas 2015 2016 2017

Sn (non-
-weighted)

Sw  
(weighted)

Sn (non-
-weighted)

Sw  
(weighted)

Sn (non-
-weighted)

Sw  
(weighted)

Infrastructure –0.30 –3.59 –0.28 –3.47 –0.23 –2.28

Quickness –0.65 –15.67 –0.62 –17.05 –0.67 –15.43

Reliability –0.76 –18.07 –0.69 –18.84 –0.74 –20.62

Certainty –0.58 –13.44 –0.57 –14.03 –0.64 –15.98

Empathy –0.35 –4.93 –0.36 –3.48 –0.36 –4.97

Total  
SERVQUAL 
= –0.518

Total  
SERVQUAL 
= –11.318

Total
SERVQUAL 
= –0.505

Total
SERVQUAL 
= –11.048

Total
SERVQUAL 
= –0.526

Total
SERVQUAL 
= –11.856

Table 6  General SERVQUAL indicator non-weighted and weighted for individual areas of 
the Świętokrzyskie voivodeship (N = 191) in 2015, 2016 and 2017

Areas 2015 2016 2017

Sn (non-
-weighted)

Sw (wei- 
ghted)

Sn (non-
-weighted)

Sw (wei- 
ghted)

Sn (non-
-weighted)

Sw (wei- 
ghted)

Infrastructure –0.24 –2.61 –0.22 –2.40 –0.18 –1.80

Quickness –0.63 –13.77 –0.57 –12.62 –0.68 –18.17

Reliability –0.60 –16.08 –0.68 –19.66 –0.66 –18.87

Certainty –0.67 –16.84 –0.67 –17.69 –0.61 –15.33

Empathy –0.39 –5.84 –0.30 –3.63 –0.28 –2.70

Total  
SERVQUAL 
= –0.504

Total  
SERVQUAL 
= –11.022

Total
SERVQUAL 
= –0.489

Total
SERVQUAL 
= –11.162

Total
SERVQUAL 
= –0.477

Total
SERVQUAL 
= –11.374
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The value of all indicators is not huge and it is at ​​the threshold point of .00, 
which means the lack of the quality optimum. Hence the conclusion that the in-
surance premium, which insurance company clients pay for the environmental 
insurance service, as well as the process of the elimination of damage, does not 
fully satisfy them and thus does not meet their needs. Therefore, customers also 
incur higher costs for lower quality than expected. In all the surveyed voivodeships 
there is the “lack of quality.” However, the highest indicator of a lack of satisfaction 
was recorded in the Podkarpackie voivodeship (compared to 2015 it has fallen by 
1.5 percentage points). In contrast, in the other two analysed voivodeships there 
was an increase in satisfaction, and so: in the Małopolskie voivodeship compared to 
2015, there has been an increase of 5.2 percent, and in the Świętokrzyskie province 
of 5.4 percent.

By comparing non-weighted SERVQUAL indicators with the weighed ones, 
the weighted values ​​of the assessed indicators in all voivodeships increase. It can 
be concluded that general SERVQUAL indicators: non-weighted (Sn) and weight-
ed (Sw) confirm that the quality level of property insurance services in the sur-
veyed insurance companies in the Podkarpackie, Świętokrzyskie and Małopolskie 
voivodeships differs from the expectations of customers, and thus does not meet 
their needs. The values ​​of these indicators inform that the discrepancies in the qual-
ity of the desired environmental insurance service quality are not too high. Howev-
er, it is worrying that in the period analysed, i.e. in 2015, 2016 and 2017, it remained 
practically at the same level.

Conclusions

The conducted analyses relating to the availability and quality assessment of prop-
erty insurance services within the scope of protection against ecological risks let 
one come to the following conclusions:

1.	 Although there has been a new socio-economic system in Poland for over 
20 years, on the market there are still insufficient insurance programs pro-
tecting the property and life of customers of insurance companies, and 
there is a lack of sufficient mechanisms and procedures connected with the 
elimination of ecological damage.

2.	 One of the basic sources of financing the creation of risks for environmen-
tal damage related to environmental protection is the collateral in the form 
of a bank loan (mortgage) and purchase of insurance coverage (compre-
hensive insurance – from fire and other random events).

3.	 The results indicate (the analysis of three voivodeships of the south-eastern 
Poland) the reluctance of home-owners to conclude insurance contracts or 
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to continue them. It can be presumed that this situation is present all over 
Poland.

4.	 The SERVQUAL indicators in all the analysed voivodeships, consisting of 
the personnel-related areas and personal contact of employees of the in-
surance company with the client – took the first three places. These were 
consecutively: reliability, quickness and credibility of the insurance service. 
Empathy was the fourth. On the other hand, a group of statements refer-
ring to the material aspects of the provision of property insurance services 
was considered by clients to be the highest-assessed dimension of the qual-
ity of service.

5.	 The value of all indicators is not huge and is below the proposed critical 
point of .00, i.e. the lack of the quality optimum. This means that the in-
surance premium paid by the insurance company clients for the service of-
fered and the claims handling process do not fully satisfy them and thus do 
not meet their needs.

6.	 Insurance company clients incur higher costs for the lower quality than ex-
pected. Therefore, in all the examined voivodeships we are dealing with the 
“poor-quality” problem. The largest indicator of the lack of satisfaction was 
noted in the Podkarpackie voivodeship. However, in the other two ana-
lysed voivodeships there was an increase in satisfaction.

Further research will allow for more precisely assessing the following: first, the 
capacity of the Polish insurance market in terms of package contracts related to 
environmental protection, second, increasing the awareness of the risks posed by 
this type of risk for customers of insurance companies, and third, to what extent 
Poland is prepared to implement solutions that already exist, not only in the world 
but also in Europe.
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