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Abstract

The purpose of this research is to study the service quality, brand image and switching costs
influencing customer satisfaction and customer loyalty of expatriates on health insurance services in
Thailand. The samples in this research consisted of four hundred people. The data were analyzed using
inferential statistics analysis was multiple regression analysis. The results were as follows: most
respondents were male, aged between 30-39 years old, single, had a bachelor’s degree, paying insurance
premium of 30,000 — 40,001 Baht per year, retired. The overall of service quality, brand image, switching
costs, customer satisfaction and customer loyalty were at a good level. The results of the hypothesis testing
were as follows (1) service quality, including responsiveness, assurance, and empathy influencing the
customer satisfaction, satisfaction with insurance staff, satisfaction with insurance, and satisfaction with
insurance company; (2) service quality, including reliability, responsiveness, assurance, and empathy
influencing the customer loyalty, repurchase, recommendation, say positive things; (3) brand image,
including functional, symbolic and experiential benefits influencing the customer satisfaction, satisfaction with
insurance staff, satisfaction with insurance, and satisfaction with insurance company; (4) brand image,
including functional, symbolic and experiential benefits influencing the customer loyalty, repurchase,
recommendation, say positive things ; (5) switching costs, including economic risk costs, learning costs
and setup costs influencing the customer satisfaction, satisfaction with insurance staff, satisfaction with
insurance, and satisfaction with insurance company; (6) switching costs, including economic risk costs,
evaluation costs, learning costs and setup costs influencing the customer loyalty, repurchase,
recommendation, say positive things; (7) customer satisfaction, including satisfaction with insurance and
satisfaction with insurance company influencing the customer loyalty, repurchase, recommendation, say

positive things. Significantly at the level of 0.01 and 0.05

Keywords: Service quality, Brand image, Switching costs, Customer satisfaction, Customer loyalty, Health

insurance, Expatriates
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