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Abstract

Insurance disputes and complaints between
employers and the Social Security Organization
(SSO) are among the persistent challenges of the
social security system, imposing considerable
administrative and judicial costs on the
Organization and its social partners. A substantial
share of these disputes stems from employers’ lack
of awareness of insurance laws, regulations,
circulars, and procedures, such that many violations
and disputes arise not from bad faith but from
unawareness and misinterpretation of legal
obligations. This study was designed to explain the
impact of employer training on reducing insurance
disputes and complaints. The research employed a
mixed-methods design (qualitative and
quantitative). In the qualitative phase, data were
collected through semi-structured interviews with
experts, employers, and dispute-
resolution authorities and analyzed using thematic
analysis. In the quantitative phase, a researcher-
developed questionnaire was distributed among a
sample of employers, and the data were analyzed
using appropriate statistical tests. The findings
indicate that employer training reduces insurance
disputes and complaints through four main
mechanisms: increasing awareness and accurate
understanding of legal obligations; reducing
unintentional errors in submitting insurance lists
employer

insurance

and paying premiums; improving
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interaction with the Organization and reducing
judicial referrals; and strengthening institutional
trust and voluntary compliance. The results also
suggest that disputes arising from misinterpretation
of regulations, complaints concerning insurance
and payroll lists, and disputes over the calculation
of premiums and penalties have the greatest
potential to be reduced through training. The main
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barriers to the effectiveness of training include
employer resistance, shortages of financial and
human resources, weak e-learning infrastructure,
and the absence of periodic effectiveness
evaluation. The study concludes that employer
training is not an extra cost but a strategic
investment for reducing disputes, enhancing
compliance, and improving the Organization’s
relationship with social partners. Accordingly, it is
recommended that a comprehensive and
continuous training package be developed, an e-
learning system be established, training be linked to
insurance incentives, and its effectiveness be
periodically evaluated.

Keyword: Employer Training, Insurance Disputes,

Insurance Complaints, Social Security
Organization, Employer Compliance, Insurance
Culture.
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