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Abstract

Purpose: This paper aimed to investigate the impact of artificial intelligence (AI) adoption on the performance of claims
adjusters in Iranian insurance companies and to explain the mediating roles of Al trust and decision-making quality in
this relationship.

Methodology: This applied, descriptive-survey study draws its statistical population from claims adjusters employed at
Iran, Asia, Alborz, Dana, Pasargad, Parsian, Mellat, and Dey insurance companies, selected through proportionate
stratified sampling. Data were collected via a standardized 25-item questionnaire from 265 respondents across two time
points and analyzed using Partial Least Squares Structural Equation Modeling (PLS-SEM) with SmartPLS software.

Findings: Results indicated that AT adoption has a significant positive effect on Al trust, decision-making quality, and
claims adjuster performance. Furthermore, Al trust and decision-making quality partially mediate the relationship
between Al adoption and adjuster performance, with decision-making quality accounting for a larger share of this indirect
effect than Al trust.

Originality/Value: By integrating the Technology Acceptance Model, the Job Demands-Resoutrces model, and the
Task-Technology Fit model, this study offers an integrated theoretical framework for explaining the behavioural
consequences of individual-level AT adoption within Iran's insurance industry, and by identifying two distinct mediating
pathways-attitudinal and functional-provides novel theoretical and practical insights for industry managers.
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Table 1- Results of confirmatory factor analysis for the research items.
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Table 2- Results of three criteria: Cronbach's alpha, composite reliability, and convergent validity.
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Table 3- Fornell-Larcker matrix for assessing discriminant validity.
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Table 4- Stone—Geisser Q? values of the research variables.
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Figure 1- Structural model with standardized path coefficients and their corresponding t-values.
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