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Panuphong Insorn. (2005). Factors Affecting to Satisfaction on Purchasing Decision on
Policy Group Life Insurance of Zurich National Life Insurance Company
Limited.Master's Project, M.B.A. (Management). Bangkok: Graduate School,

Srinakharinwirot University. Project Advisor: Asst. Prof. Apiruth Tangkrachang.

This research aims to study the factors affecting satisfaction on purchasing
decision on policy group life insurance of Zurich National Life Insurance Company Limiled
by studying satisfaction in the 7 aspects of markeling mix including product, rate of group
premium, distributional channel, marketing promotional activity, personnel, process, and
public information as well as study the quality of service for 4 sides that are reliability, quick
respond, confidence, and accessibility classified by sex, age, marital status, educational
level, experience of work, working position, characteristics of business, and location of
facility.

The sample used in this research is the cuslomer who makes a decision to buy
group life insurance of Zurich National Life Insurance Company Limited for 320 personé
using questionnaire as tools to collect data; statistics used in analyzing data includes
percentile, means, standard deviation, t-test analysis, and one-way variance analysis. If the
dual difference is found, LSD method is used and the relationship analysis using simple
correlation of Pearson by using SPSS for Window Version 10.

It is found that most of the customer are female, age between 31 — 40 years old,
married, bachelor degree graduated, 10 - 20 years of working experience, posilion of
division head or equal, characteristics of business is as the limited company, the size of
business is large, and location is located in Bangkok/ perimeter; it is found from the study
that:

1. Most of the customers are satisfied in total image at the highest level, at
personnel side is at good level, and being satisfied in reduction of rate of group premium at
the highest level.

2. Most of the customers are satisfied at the service quality on confidence
in total image of certain level of satisfaction and being satisfied at the service quality on

financial stability at the highest level.



3. Most of the customers are satisfied in total image towards the Zurich
National Life Insurance Company Limited in the level of satisfaction “very much”.

4. Trend of using service in the future of customer of Zurich National Life
Insurance Company Limited is the moderate level.

5. The customers who make decision to buy group life insurance who have
different sexes affect the different satisfaclion in total image of the customers who make
decision to buy life insurance with the statistical significance of 0.01 level.

6. The customers who make decision lo buy group life insurance, of
different age affect different satisfaction in total image to buy group life insurance with the
statistical significance of 0.01 level.

7. The customers who make decision to buy group life insurance who have
different marital status affect the different satisfaction in total image of the customers who
make decision to buy life insurance with the slatistical significance of 0.01 level.

8. The customers who make decision to buy group life insurance who have
different educational level affect the different satisfaction in total image of the customers
who make decision to buy life insurance with the statistical significance of 0.05 level.

9. The customers who make decision to buy group life insurance who have
different working experience affect the different satisfaction in total image of the
customers who make decision to buy life insurance with the statistical significance of 0.05
level.

10. The customers who make decision to buy group life insurance who have
different working position affect the different satisfaction in total image of the customers
who make decision to buy life insurance with the statistical significance of 0.05 level.

11. The customers who make decision to buy group life insurance who have
different characteristics of business affect the different satisfaction in total image of the
customers who make decision to buy life insurance with the statistical significance of 0.01
level.

12. The customers who make decision to buy group life insurance who have
different business sizes affect the same satisfaction in total image of the customers who
make decision to buy life insurance with the statistical signiﬁcance.of 0.05 level.

13. The customers who make decision to buy group life insurance who have
different location of facility affect the same satisfaction in total image of the customers

who make decision to buy life insurance with the statistical significance of 0.05 level.



14. Satisfaction on product, rate of group premium, marketing promotional
activity, personnel, process, and public information relates to total satisfaction at .
moderate level and in the same direction with the statistical significance of 0.01 level.

15, Satisfaction on distributional channel relates to total satisfaction at low
level and in the same direction with the statistical significance of .01 level.

16. Satisfaction on 4 sides of quality of service including reliability, quick
respond, confidence, and accessibility o customer relates to total satisfaction with the
statistical significance of 0.01 level.

17. Tolal satisfaction relates to future trend to use service with lhe statistical

significance of 0.01 level.
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wdauuudaLnN SMMINYD AenaHasin
1.4 U@ ML 6 0.8479
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r-| c‘ = z;: ] =
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U fa

A g G & o
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1 A " -] l:l hd L - - »
wupaauowdguh 1 fusimuieanusnsosdsrnianaed auldun we
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v
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22 31 - 401
23 41 - 501
24 50 AWl
Toft 3 soumwduszdumyiathysdssinvinaniyog@ (Nominal Scale) lou
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53 21 Biuly
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-
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UG
T

5-1

—

o2 48
0.8 (‘ﬂ’]ﬂuuﬁuﬂ'ﬂuﬁl"lﬁﬂ)
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= - g . N . A P e v A [
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wale mnﬁq@ LTI IR 5
walaun UM MIIRAZUNY 4
walathunans LU NI IR AZULUY 3
laiwela NN IR Rz 2
Tiweleadnaunn OB R GET 1
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ﬂﬁﬂuuﬂﬂﬂ’ﬁ?Lﬂ'i’]:“fﬂzlluuﬂvl@liﬂﬂﬂﬁiﬂE]‘UI.L‘JJUHBUFI"]LI ATUNKINNTITUL

SUATNATY (Class Interval) (Aapn Niisdinen, 2544: 29) daid

AN T8t u = Adp
St
5

r o oA g
0.8 (INUNIUNVUAF)

- “ P ' w“ & a v &
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vinisluszavlinaleatnaun
' o = v o ot w
AZUUWARE  1.81 - 2.60 wunil gnmummmwa'la'luqmmwmﬂn
vinsluszavliwalaann
cl - aa [T ] -] [ 3
aruuwuialy  2.61-3.40 Wi gnm:um'mmwa‘lﬁfluqmmwmslv\
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Azuwmadn 341 -4.20 winofh andiflanudmelaluganiwnli
vimTluszaunalaunn
= F=] v A - “
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. - =
vinmiluszdunslanniias

o ] -
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' - o ° | -~
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(category Scale) lasDusrmuuvvuiandmdssuimiiaay  (Rating Scale Method) a1y
- =Y bt Y s P ere d o ] et
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AN 9B = Aa
WUt
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0.8 (MINMUUINYIVUSIFA)
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7N
.c‘ r-1 [ | - 3 . -
azuumialy 421 -500  wuwoile gndlianaiinelalenudauisn
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dmil 5 wwudaunizanuuwilnanislguinsluawian
wuusaumMuEIRd 5 JudronuAsanuwnliunslduinsluowiee Sanyme
Judronudawlle (Close-Ended  Question)  tiazilustnauvunisven)szinn  (category
Scale) lapflusdimuuuuinesd@imyszanmaansy  (Rating Scale Method) @1u5:aUNTT
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AZUUU 5 TR 93U

= I
unfae InMINITIRAZIML 5
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wat INIMAINNT IR AZILUR 2
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GHEED NN IARSIUY 1
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aMuNTTa i = LT
FmuTu
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5

o2 oA
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AZULWRAD  1.81—260 wapdd anfmiumr lilunsdagulatumam
Usziudiangulusmaaiumaniumion
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IugitdomuadamiaiaMuiinals Fumwmliufidgaiunlalduinisluoning
1. undlayan@und (Secondary Data) 'l@‘fmnn'ﬁﬁnmﬁuni"mn'ﬁ’agaﬁﬁg‘{
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1. IUNAAATUH

walatd
wela12
wala13
wala14
wala1s

Scale
Mean
if Item

Deleted

12.7333
12.3000
13.1333
12.1333
11.9667

Reliability Coefficients

N of Cases =

.8988

Alpha =

L b ; e »
2. muam'\muﬂs:nunqu

wala2i
wale22
walaz3
wale24
walazs

30.0

Scale
Mean
if Item

Deleted

13.5667
14.1667
14.2333
14.6333
13.6333

AT BV BILL LD LAY

Scale
Variance
if ltem
Deleted

17.0989
12.9759
12.4644
14.2575
14.8609

Nof tems = 5

Scale
Variance
if tem
Deleted

11.2885
9.2471
10.1161
8.6713
9.6885

Corrected
ltem-
Total

Correlation

.3969
.8867
.8845
.B278
8091

Corrected
Item-
Total

Correlation

.2846
5742
.6028
.5461
723

Alpha
if ltem

Deleted

0467
.8440
.8442
8606
.8669

Alpha
if Item
Deleted

.8040
7070
7033
.7239
6584
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Reliability Coefficients

N of Cases =

30.0

Alpha = 0.7645

3. ATUTRINIANTIRUIY

wole3i
walas2
wale33
wale34

Reliability Coefficients

N of Cases =

Scale
Mean
if Item

Deleted

8.8000
8.3667
9.1333
8.2000

30.0

Alpha = 8243

4, MUNTFILFEINMITINY

waladi
wole42
wolea3d
wolasd
wolads
wolase

Scale
Mean
if ltem

Deleted

17.2000
16.8333
16.2333
17.0333
17.9667
17.5667

Nof ltems = 5

Scale
Variance
if Item

Deleted

8.5793
5.7575
5.7057
6.8552

Corrected
Item-
Total

Correlation

3239

.8499
.7663
7081

N of ltems = 4

Scale
Variance
if Item

Deleted

17.4069
18.3506
23.9082
19.9644
20.5851
21.9782

Corrected
itern-
Total

Correlation

7399
7916
.3665
7093
.5968
5988

Alpha
if ltem

Deleted

9047

6774
.7198

7550

Alpha
if Item

Deleted

.8013
.7889
8651
.8080
8292
.8300
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Reliability Coefficients
N of Cases =  30.0 N of ltems = 6
Alpha = .8479

5. @T'mqﬂmm

Scale Scale Corrected

Mean Variance Item-

if Item if ltem Total

Deleted Deleted Correlation
wales1 19.4000 11.5586 6874
walas2 18.7000 12.9759 5769
wales3 19.2667 12.8920 5693
walasa 19.2000 12.7862 6017
walass 19.3333 11.8161 6798
walise 18.7667 13.2195 6371

Reliability Coefficients
N of Cases = 30.0 N of ltems = &
Alpha = .8438

6.MIUNIZTUIUNIT

Scale Scale Corrected

Mean Variance Item-

if tem if Item Total

Deleted Deleted Correlation
walas1 11.7667 23.2195 6610
Wale62 12.4333 21.7023 8376
Wole63 12.3667 20.0333 9102

wole64 12.3000 19.1138 8527

Alpha
if ltem

Deleted

.8052
.8269
.8285
8223
.8067
8178

Alpha
if tem

Deleted

.9498
9201
9053
.91980
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Wale65 12.2000 20.8552 9087 9071
Reliability Coefficients

N of Cases = 300 N of items = &

Alpha = 9359

7. MUMTUTZ T INAUT

Scale Scale " Corrected

Mean Variance item- Alpha

if ltem if ltem Total if ltem

Deleted Deleted Correlation Deleted
Wola71 10.7333 10.5471 6695 7820
wala72 10,7333 11.5816 6345 7916
wala73 10.6333 10.5161 8292 .7345
wale74 10.5333 10.6713 .7853 7471
walezs 9.1000 14.4379 2532 8840

Reliability Coefficients
N of Cases = 30.0 N of ltems = 5
Alpha = 8284

si'm'nmﬂaﬁuw RUHVFADUMINAWAIN mﬂﬁ'v‘%ms

A v
1. anulTaale

Scale Scale Corrected

Mean Variance ltem- Alpha

if Item if ltem Total if ltem

Deleted Deleted Correlation Deleted
S11 11.7000 10.7690 - 1749 .8644
512 12.4667 5.7057 7124 6097

S13 12.4667 6.3054 .8388 .5871
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Si4 12.3333 7.2644 5367 .6907
515 12.5000 5.4310 7030 6135

Reliability Coefficients
N of Cases = 30.0 N of ltems = 5

Alpha = 7446

2. MTADLAUDIDENITINNTD

Scale Scale Carrected

Mean Variance ltem- Alpha

if ltem if item Total if Item

Deleted Deleted Correlation Deleted
S21 11.9667 15.2747 -.0456 9395
S22 12.7333 8.4092 .8622 .7636
823 12.8000 9.8897 8789 7739
524 12.5333 9.4299 .8203 .7804
$25 12.9000 8.2310 .8323 7746

Reliability Coefficients
Nof Cases =  30.0 Nofltems= 5
Alpha = 8531

205



3. aruawle

Scale Scale Corrected
Mean Variance Itemn-
if Item if ltem Total
Deleted Deleted Correlation
S31 16.1667 5.1782 .6428
532 15.4667 6.2575 4000
533 16.1333 4.8471 .6935
S34 16.1333 4.0506 7411
S35 16.5000 5.2931 .5580

Reiiability Coefficients
N of Cases = 30.0 N of ltems = 5
Alpha = .8124

4. mwﬁ’ﬁﬁagnf‘h

Scale Scale Corrected
Mean Variance  ltem-
if ltem if Item Total
Deleted Deleted Correlation
S41 13.2000 9.6138 8134
842 13.4667 10.2575 7037
S43 13.3667 8.8609 .8406
544 13.2000 10.7172 7141
S45 13.3000 10.2862 .8309

Reliability Coefficients
N of Cases = 30.0 Nofltems = 5§
Alpha= 9114

206

Alpha
if ltem

Deleted

7642

.8264
7478
7317
7881

Alpha
if tem

Deleted

.B835
.9063
.8790
.0040
.8829
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ArAINE Ay aIuuUdauuw I RNNITITLI N3 lHauIAR

Scale
Mean
if Item

Deleted

W I 6.6333
unnlia2 7.8667
undliua 6.3000

Reliability Coefficients
N of Cases = 30.0
Alpha = .7398

Scale

Corrected

Variance Item-

if ltem

Deleted

1.6885
3.1540
2.2862

Total

Correlation

7762

.3536
.6212

Nofltems= 3

Alpha
if Item

Deleted

.3594
.B615
o872
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