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ABSTRACT

This independent study aimed to study customer satisfaction towards service
quality of ING Insurance Company Limited, Chiang Mai province. In order to collect data, the
questionnaires were distributed to the sampling group of 320 ING Insurance Co., Ltd.
Customers. Then, those given data were analyzed by descriptive statistic which consisted of
frequency, percentage, and mean.

According to the research findings, the majority was married female in the ages
between 30 — 40 years old with Bachelor’s degree. They mostly worked as officers/employees
for private companies and earned 10,000 — 20,000 baht for salary. Most of them had insurance,
covering the periods of 1 — 5 years and bought from a single insurance company. They had the
saving insurance plan with common type of insurance. They mostly paid for an annual
insurance fee at the amount of 10,000 — 19,999 baht. The purpose of buying insurance was to
save money.

Based upon the findings on customer satisfaction towards service quality of ING
Insurance Company Limited, Chiang Mai province, the respondents rated their satisfaction at
high level for all factors namely reliability, responsiveness, competence, access, courtesy,

community, creditability, security, understanding/knowing customers, and tangibles.



