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Introduction for applying item-response theory in
management researches (service quality of insurance
organizations)

Ghasem Keshavarz Gerami®, Mahmood Khajehpour?
Abstract

The main purpose of this research was to introduce the Item-response theory
and its application in management research, in which the quality of services
was selected as one of the possible variables. Accordance of the quality
importance in service industry and its important effects on customer
satisfaction, always there is a question that how could analyze the quality of
services? In this regard, the assessment of the quality of services provided
by the insurance company was carried out based on the Item-response
theory. In order to achieving this goal 300 customers of an insurance
company has selected by simple random method. For measuring service
quality a standard test has used. The alpha cronbach of this test is 0. 941 and
the validity coefficient of Item-response theory by the marginal method has
gain 0.962 which is high validity. Factor analysis with main axis method has
shown that first factor with special amount 10. 06 have ability to explain 43.
72 percent of total score of questionnaire and has distance with second
factor that its special amount is 1. 59, so the hypothesis of answer-question

theory has accepted.

In order to calculate in this study has used Graded response model of Item-
response theory in Multilog software. The result of psychometric properties
has shown that 22 of questions in measuring service quality has good
psychometric properties. Based on high facilities and abilities observed in
Item-response theory, it suggests that in management studies this theory

could be used for measuring properties.

Key words: Item-response theory, research in management, service quality

1 Ph.D Student, Measurement and Assessment, Faculty of Psychology and Educational
Sciences, Allameh Tabataba'i University
2 Ph.D student in Production and Operations Management, Faculty of Management and
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