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Ruthairut Somboonsub (2005) The Service Quality of Insurance Business of UP D
Broker Company Master 's Project, M B A (Marketing) Bangkok Graduate

School,Sninakharnnwirot University Project Advisor Assoc Prof Sinvan Senrat

The objective of this research 1s to study the service quality of insurance
business of UP D Broker Company The sample of this research are 400 customers
The questionnairs were used for data correction  All analysis was processed by SPSS
for Windows Version 11 5 The statistical methods used in data analysis were
percentage, mean, standard dewviation, t-test, pared t-test, one-way analysis of vanance,
pair difference analyzed by LSD and Pearson Product moment correlation coefficient

The result show that mostly, customers are male, aged between 21-30 years
old, have educational background in lower bachelor degree, single, work as private
business and has monthly income ievel at 15,001- 30,000 baht

The resuits of these findings can be revealed as follows

1 Customers' expectation toward total service qualty of insurance business of
UPD Broker Company 1s at high expected level For the aspects of assurance,
responsiveness, reliability, tangibles and empathy 1s at high expected leve! Customers'
perception toward total service quality of insurance business of UP D Broker Company
1Is at high perceived level For the aspects of assurance, reliability and empathy 1s at

high perceived leve! tangibles and responsiveness 1s at moderated perceived level

2 Customers' total satisfaction toward using service of insurance business of
U P D Broker Company i1s at satisfied level For the aspects of insurance, the service of
car license, the service place of car inspection and counter service s at satisfied level
and the service of car finance 1s at normal satisfied level Customers’ total behavior
toward using service of insurance business of UP D Broker Company 1s at high
frequency level For the aspects of insurance 1s at high frequency level and the service
place of car inspection, the service of car license and counter service are at seldom
frequency level and the service of car finance 1s less frequency level

3 Customers' total satisfacton toward insurance business of UP D Broker

Company Is satisfaction 1s at a very high level



4 Customers’ loyalty toward insurance business of U P D Broker Company s
very satisfied for the aspects of come back to service again 1s at serviced level and
introduce other people for service 1s at introduced level

5 From the analysis of customers’ behavior using service toward insurance
business of UP D Broker Company show the most customers use service more than
one time, use service In the pernod of 11 01-13 00, go to this company for use service
on Monday - Friday, go to this company by themselves, know this company by
themselves, go to this company 1 once a year and have the expenses for use service
1,000 baht

6 Hypothesis testing for customers’ demographic with perception of the service
quality of insurance business of U P D Broker Company show that

6 1 Customers with different gender had affected on different perception of
the service quality of nsurance busimess of UP D Broker Company for the aspects of
relialnlity at statistically significant level of 05 and for the aspects of assurance and
responsiveness at statistically significant level of 01

6 2 Customers with different aged had affected on difference perception of
the service qualty of insurance business of U P D Broker Company for the aspects of
rehability, assurance, empathy and responsiveness at statistically significant level of 01
and for the aspects of tangibles at statistically significant level of 05

63 Customers with different occupation had affected on different
perception of the service qualty of insurance business of UP D Broker Company for
the aspects of rehability, assurance, empathy, tangibles and responsiveness at
statistically significant level of 01

6 4 Customers with different educational background had affected on
different perception of the service qualty of insurance business of UP D Broker
Company for the aspects of assurance and responsiveness at statstically significant
level of 01

6 5 Customers with different monthly income had affected on different
perception of the service quahty of insurance business of U P D Broker Company for
the aspects of reliability, tangibles and empathy at statistically significant level of 01

and for the aspects of assurance and responsiveness at statistically significant level of
05



7 Customers’ expectation toward the service qualty of insurance business of
UPD Broker Company and customers’ perception toward the service qualty of
insurance business of U P D Broker Company for the aspects of reliabihty, assurance,
empathy, tangibles and responsiveness had difference at statistically significant level of
01

8 Satisfaction for the type of service toward insurance business of UPD
Broker Company for the aspects of insurance and the service place of car inspection
has positively related to behavior service for the type of service at low level at
statistically significant level of 01 and for the aspects of the service of car license,
counter service and the service of car finance has positively related to behavior service
for the type of service at somewhat low level at statistically significant level of 01

9 Perception toward the service quality of insurance business of UP D Broker
Company for the aspects of rehability, assurance, empathy and responsiveness has
positively related to behavior service for the type of service at very low level at
statistically significant level of 05 but for the aspects of tangibles has not related to
behawvior service for the type of service at statistically significant level of 05

10 Total satisfaction has positively related to loyaity toward insurance business
of UP D Broker Company for the aspects of come back to service again at very low
statistically significant level of 01 and for the aspects to introduce other people for
service al somewhat low level at statisticaliy significant level of 01

11 Loyalty for the aspects of come back to service again and introduce other
people for service has positively refated to behavior of service toward insurance
business of UP D Broker Company for the aspects of frequency for service at very low
level at statistically significant level of 01 and loyalty for the aspects of come back to
service again and Introduce other people for service has negatively related to behavior
of service toward insurance business of UP D Broker Company for the aspects of the

expenses for service at very low statistically significant level of 05
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=
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pauiulule 'lmjm:ﬁQ’u‘ﬂnﬂé’ﬂ'ﬁ%’lﬁ)ﬁ%:"ﬁ"a'\ah‘luﬂ'a"lﬁm'f'm"'samn"fuG] Awmiiauiunis
é’ﬂﬁu'lﬁmaaqﬂﬂa"lﬂﬂ’o;ﬁuﬁaunwéx’w%u'lﬂ'l'l@'l‘éoﬁtﬂmﬁau'l,@T Auilnafiviuiu dafu
aAumniaufiesda wiomsainanuduasiuiutawiues JUuuuNnwiIduiSes
mm‘li"na'lmzwhoqﬂna'lfuﬁﬂaé’u%uagﬁummﬂ%mﬁm (Zucher  1986) uas
ﬂ’J’laJmm‘m’uaomﬁﬁuﬁﬂfuﬂ (Andaleep , and Anwar 1996)

11 Brand Reputation tUuaMUNTBLFLIUDIATIFUAIUUNITINAY

3 Lt lﬁ.
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ARupaIdDRiiLgaIil Fuduud wasEIuInaiale wialuEsdny euFusAL
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FoiFuanananamunsaRau i unns el Ussmdiut dafnsnenaul
andwauaIgmaMLazMsITIunialduinas (Creed , and Miles 1996) wuinanail
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12 Brand Competence §8 ATINRINITORIDSIWIIUKIANTUA 1110
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