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Abstract

The objectives of the study were to study (1) personal factors of Bangkok
Life Assurance’s customers in Bangkok Metropolis; and (2) service quality
satisfaction level of customers of Bangkok Life Assurance in Bangkok Metropolis.

The research was a survey research. The 200 samples were twenty percent
of Bangkok Life Assurance’ s customers in Bangkok Metropolis between March-June
2014. A questionnaire was used as a tool to collect data. Statistics used for analyzing
data were percentage, median and standard deviation.

The results showed that (1) personal factors of most respondents were
female, aged between 41 — 50 years old, married, graduated from bachelor’s degree
with average monthly income of more than 30,001 Baht and worked for their
businesses. (2) The overall service quality satisfaction level was at a high level. The
respondents were satisfied with security for customers and they had confidence when
using the service. For understanding services, they were satisfied with providing
information services to customer requirements in a systematic way. For hospitality,
they were satisfied with attentive staff. For service capacity, they were satisfied with
communication, applicable service, reliability, accessibility of services, ability to meet
the needs of the clients, and conviction.

Keywords: Satisfaction, Service Quality, Bangkok Life Assurance
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