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ABSTRACT

This study has three objectives: 1) to study the general characteristics of buyers of
insurance policies covering serious illnesses, 2) to study factors influencing their decisions to
purchase these policies, and 3) to study the satisfaction of services in buying such policies among
buyers.

Data used for this study are primary data, obtained from a sample of 300 buyers who
have bought insurance policies covering serious illness from Chiang Mai branches of three
insurance firms, i.e. Thai Assurance Company Limited, AIA Assurance Company Limited , and
Muang Thai Assurance Company Limited. The data are then analyzed using Chi-Square and
Multiple Regression techniques.

On the general characteristics of buyers, the results of the study show that for the
majority of buyers, coverage amounts of insurance are in the range of 100,000 -300,000 Baht, are
females, are in the age range of 21-30 years old, with relative high education level holding
bachelor’s degrees, are married, are self employed with own private business, have average
monthly income higher than 10,000 Baht ,and are insured with premiums of less than 10,000

Baht.



On the study of factors influencing buyers’ decisions to buy insurance policies covering
serious illnesses, using Chi-Square tests and multiple regression analysis. The results are found to
be consistent with each other. The factors which are found to be statistically significant are
personal factors such as age and marital status, factors relating to price, and risk factors relating to
the probability of being inflicted with serious illness.

On the study of buyers’ satisfaction in buying insurance policies covering serious illness,
the results of the study reveal that buyers are satisfied with factors relating to price of insurance,
insurance agents, and service process, respectively in order of importance. For factors relating to
places of services, buyers are most satisfied with clean and modern looking office. For factors
relating to personnel of firms, buyers expressed that they are most satisfied with quick process of
redemption. For factors relating to price of insurance, buyers expressed relatively less satisfaction
with premium rates, especially when they are compared with likely rates of return. For factors
relating to service process, buyers are most satisfied with 24 hour service. For marketing
promotion factors, buyers expressed satisfaction with special discount given to former buyers of

policies covering serious illness.



