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POLTCY HOLDER TOWARD INSURANCE AGENT OF AMERICAN
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Prahpon Osodsampransook. (2550). Service Quality Total Satisfaction and The Behavior of
Insurance Policy Holders Toward The Insurance A Gent of American international
Assurance Co., Ltd : A Case Study of Numthong 235. Master’s Project, M.B.A.
(Marketing). Bangkok: Graduate School, Srinakarinwirot University. Project Advisor:

Mr. Rugpong Vongsaroj.

The objective of this study is to verify the impact of the service quality of the insurance
agent, American International Assurance Co., LtD, toward total satisfaction and behavior of
insurance policy holders. The samples of this research are the 352 insurance policy holders of
Numthong 235, AIA. The questionnaires were used for data gathering. All analysis was procedure
by SPSS for windows, version 13. The statistical methods used in data analysis were percentage,
mean, standard deviation, t-test, paired t-test, one-way analysis of variance, LSD and Pearson
Product Moment correlation coefficient.

The result shows that most of the policy holders are female aged 35-44 years old,
working as officer in private company with monthly income 10,001-50,000Bath. They are mostly
graduated at bachelor degree. They marital statuses are mostly single, and most of them carry one
policy.

The results reveals as follows:

1. Policy holders have good opinion toward their total satisfaction as well as their
satisfaction in term of reliability, responsiveness, assurance, empathy and tangible.

2. Policy holders with different age, carrier and monthly income have different total
satisfaction at statistically significant level of .01. Consumers with different number of holed
policy have different total satisfaction at statistically significant level of .05.

3. Policy holders’ opinion toward service quality in the aspect of reliability,
responsiveness, assurance, empathy, and tangible have the positive correlation with their total
satisfaction at statistically significant level of .01.

4. Policy holders’ opinion toward motivation for policy purchasing in the aspect of
AIA reputation and the equity of company remuneration have the positive correlation with their
total satisfaction at statistically significant level of .01. Policy holders’ opinion toward motivation

for policy purchasing in the aspect of the variety of policy, before sales service of insurance agent,



after sales service of insurance agent, paid benefit conditions, reasonable premium, the flexibility
in premium payment conditions and convenience in health checking facilitation altogether with
sub-contracted place have the positive correlation with their total satisfaction at statistically
significant level of .01.

5. Policy holders’ opinion toward total satisfaction has a positive correlation with their
loyalty toward insurance agent of AIA in the aspects of your agent is the highest appropriate
person in insurance consultation and the repurchasing will be only taken to the current agent have
the positive correlation with their loyalty at statistically significant level of .01.

6. Policy holders’ opinion toward loyalty has a positive correlation with their behavior

at statistically significant level of .01.
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