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Thesis title: ~ SATISFACTION OF THE INSURED WITH INSURANCE COMPANIES:
A CASE STUDY ON VOLUNTARY-TYPE PERSONAL AUTOMOBILE
INSURANCE WITHIN THE BANGKOK METROPOLITAN AREA
Researcher: Miss Charupee Chinapongpaisaln; Degree: Master of Business Administration; Thesis
advisors: (1) Chatchai Loyrigwuttikair, Associate Professor; and (2) Sujittra Hungspruke,

Associate Professor; Academic year: 2002

ABSTRACT

The objectives of this research were (1) to study the satisfaction level of the insured on
insurers’ services; (2) to compare the satisfaction of the insured based on their personal factors;
and (3) to compare the satisfaction of the insured based on their behavior in choosing voluntary
automobile insurance policy.

A questionnaire survey was conducted in the Bangkok Metropolitan area on 400
insured personal automobile owners who carried voluntary automobile insurance policies. Data were
statistically analyzed through averages, standard deviations, percentages, frequencies, and t- and
F-tests.

Results showed that (1) the insured were highly satisfied with insurers’ overall services
such as insurance brokers/agents, coverage conditions, staff's service quality, the insurers,
insurance premium rates, and the service quality on loss claims. However, the insured were
moderately satisfied with garage quality, financial policy, and public relations; (2) the insured with
different personal factors expressed significantly different satisfaction at the 0.01 and 0.05 level
with the insurers’ services; no significantly different satisfaction was observed among the insured
from different income brackets; and (3) the insured with different behaviors in choosing voluntary
automobile insurance policy showed significant difference at the 0.01 and 0.05 level in their
satisfaction on the insurers’ services; no significantly different satisfaction was observed in the
insured with different reasons to choose contact channel in order to purchase voluntary automobile

insurance policy.

Keywords: Satisfaction, Voluntary personal automobile insurance, Bangkok Metropolitan
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KANNSULADUNNTIAN - BUNAN 2545

nM7UsziunasneusnIAdNAsla

AP LT RTUIUNTHETTH enlsyiusesulnanss
71¢ % N %
15N lulseine
1 Feazdseiudie 386,763 15.39% 5,779,815 19.92%
2 npunnilseiuge 137,434 5.47% 2,253,679 7.77%
3 seiudune 118,514 4.72% 1,631,659  5.62%
4 Fulupasyiuse 143,796  5.72% 1,561,523  5.38%
5  Aunusdseiude 165,435 6.58% 1,633,903  5.29%
6  Nnalszniude 103,982 4.14% 1,107,350  3.82%
7 @31 deziude (lne) 81,281 3.23% 872,197 3.01%
8 AlwemlszAuse 118,094 4.70% 707,774 2.44%
9 wandasinsuseiuny 72,812 2.90% 657,771  2.27%
10 nadsgsadssiude 82,963  3.30% 650,626  2.24%
11 Aundndsyiude 42,861 1.71% 621,223  2.14%
12 dsziusdelneddmnd 40,106  1.60% 572,478 1.97%
13 Wnenianadsenunia 43,011 1.71% 551,397 1.90%
14 indudszniuny 52,054 2.07% 535911  1.85%
15 anAudlseiude 111,833 4.45% 517,979  1.79%
16 Waglneilseiune 39,065 1.55% 466,891 1.61%
17 susElsziude 25,138  1.00% 452,544 1.56%
18 wanduseiude 17,303  0.69% 440,418  1.52%
19 wanatseiuds 38,599 1.54% 419,904 1.45%
20  Avegnentlsziuie 26,268 1.05% 400,342 1.38%
21 asleviuny 34,309 1.37% 336,268 1.16%

22 nytlvawnfisdseiuiy 28,782 1.15% 326,619  1.13%
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ANSULABUNNSIAN - BUINAN 2545 (ARD)

nM7UsziunasneusnIAdNAsla

AP LT RTUIUNTHETTH enlsyiusesulnanss
71¢ % N %
23 sziudeATides 14,265 0.57% 307,087 1.06%
24  uWNnananiseiuniy 19,281  0.77% 277,550 0.96%
25 Inenasugiatssiude 19,281 0.77% 277,550  0.96%
26 nuaginAaLlseiude 12,930  0.51% 194,970  0.67%
27 natlseiudy 17,736 0.71% 244,788  0.84%
28 wiAlsyiuns 26,108  1.04% 232,190  0.80%
29 a1dmAplsziiue 20,042 0.80% 225,904 0.78%
30  Audiusviudie 17,016 0.68% 219,196  0.76%
31 esdnulssiuny 17,166  0.68% 204,411 0.70%
32 WWnszanilseiue 17,478  0.70% 196,594  0.68%
33 Aqda dsziusde 12,930  0.51% 194,970  0.67%
34 Inyadilssiude 10,934  0.44% 145,345  0.50%
35  dmsuwidsziuny 29,726 1.18% 141,692  0.49%
36 aatwf 1.4, Useiude 5861 0.23% 140,060  0.48%
37 avaapalsEnue 9,900 0.39% 114,931 0.40%
38 Aunineilsziuniy 7,367  0.29% 107,979  0.37%
39 naaymasziude 9,887 0.39% 105,183 0.36%
40 gile syiude 10,968  0.44% 103,680  0.36%
41 Taffadauadudannaiaud 2,934  0.12% 77,030 0.27%
42 aunslsznudie 5833 0.23% 70,276 0.24%
43 1% sz 5959  0.24% 65,814 0.23%
44 afgydseius 6,107  0.24% 54,429  0.19%

45 nawmunilssiusy 5980 0.24% 47,503 0.16%
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AUSULADUNNIIAN - FUANAN 2545 (Fd)

nM7UsziunasneusnIAdNAsla

AP LT RTUIUNTHETTH enlsyiusesulnanss
71¢ % N %
46 Taananiilsziuniy 1,933 0.08% 47,117  0.16%
47 szfuiugnng 4370 0.17% 46,669 0.16%
48 wysasTNUsziune 4,054  0.16% 45,726  0.16%
49  dnimuntesiune 5686 0.23% 43,842 0.15%
50 nawitidilssiunie 43,011 1.71% 551,397  1.90%
51 anlng wulu Usziude 52,054 2.07% 535911  1.85%
52 neasnydsziuse 9,887 0.39% 105,183  0.36%
53 AenuEmaudasud 111,833  4.45% 517,979  1.79%
54 WevuAssuLT e 2,634  0.10% 32,646 0.11%
55  Andulseiunie 1,910  0.08% 23,568 0.08%
56 dutileziudi 704 0.03% 18,082  0.06%
57 Twenatlseiude 1,327 0.05% 12,441 0.04%
58 ad@ednalseiude 523 0.02% 3,961 0.01%
59  audmdilszniude 41 0.00% 706 0.00%
60  wEAdUT Budafud 1 0.00% 41 0.00%
994 2,456,060 97.73% 28,132,672 96.95%
A1UNLITHNFNL TN A

61  UnuauWimafaudaiud 43,337  1.72% 577,001 1.99%
62 Hmge 4Ny 12,669  0.50% 296,423  1.02%
63  TadulAe waddaiud 964 0.04% 10,705  0.04%
994 56,970 2.27% 884,129  3.05%

3T 2,513,030 100.00% 29,016,801 100.00%
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