yorseamsauamuudase anuitanelavesgniaenmnIMMsuTMsVeIuTEN
n3d Inewtixlsznude e luduneiiouoqli

v

Rl uNaNNITUNT andgiiui
Sayan VI3 FINAUMT DN

¢a v v a Jan a A o a
mm‘mmﬁnmm'iﬂumumnaﬁﬁz TNFATATINITYAIINYTA TYYATUAN

UNAALD

Y ¥ a QU s A = = P
NITAUAINLUUDFITSU N?@]ﬂﬂﬁgﬁ\iﬂLW@ﬁﬂHTﬂ?T?JWQW@i%ﬂJ@QQﬂﬂW@@ﬂ‘mﬂTW

Q

2 o w

a a o a [ o A = ] 1 v 1 d' 9
MIVIMIVOIUTHN n3d Inemiivlsznude e luduneoudolui nqualedianldlu
= 09: dyd Y A Y Aa a o a v W o =} = ]
msfAnInsiinegnmnuldusmsvesuisnngenemitslszniude luduneiiousoaln
° P J A A 3 9 a 7Y
$1u 383 318 Taglsuuvaeuauiunieals lumsinususWTBYa MINAIITHTBYA
I¥adaFanssaun 1aun a1wa Sesas uazaunge
= 1 9 1 [~ =
VNMIANINUN gaeuuuuaeuoy  diulvg Wu e 01g 25-35 1)

a

IS Y = = s 9 o v a a Y
ﬁﬂ1uﬂ1WlﬂuIﬁﬂ izﬂﬂﬂﬁﬂﬂ‘]ﬁﬂiiyﬂtﬂﬁi DIYWUITIFNIT /NUNNUTTITINND ﬁflllﬂﬁ’ﬂ

o

{ o 4 v Aa [ [ a o
@ou 20,001-25,000 1IN 52E2RaINMNIUFITNUsEAudMmAse duuSEMI 1-53) Suu
4 v Aa [ d' o A Aa o 4 [ [ A [ [ 4
NFUBITTNUTLOUIUIANINIIN 2 VTEN Usznnveansusssnilsenune fo Useiunesoaua
1 9
@szom 1, Uszan 3, wsu) nuilsznudmaseninlszdude wnndn 500,000 vmaul
1 dy I @ (=t [ 4 o Y] L YIR-Y] Aa o
wazAudelseiune ao1lsau 10,000-20,000 VM IagilszasavesmsinlsznudenuusEm
A g o Jda A 9 ' o
MeANATBINTNITY F91lgnasng 519me tagasaUAs
HAMIANEINUIIAROULLUADUDINTAINAIAK TIRDAUNINAITUTNITVOI
a o a v W o w [ ~ = 9 A o Y Y 9
UsENnge Ineviylsziuse e luszauainiigane auanudorulingds1d wazdm
A o [ A A I a @ [ A k)
anuiiosede luasrsoanugnimuazanmiuiing anumanIsluszauuInae U
anuensolumsliusms  swanuii@ede  awanuasalumsneuauoInm

Y Yo A Y a 1 A Y < a 9
ADINTTUOIHIVVINIT ATUNTAANDT DT mumwmﬂugﬂﬁﬁmmmimms UAZ AU

Y = Y 9 ¥ Yo v o w
NITIDNGNAT ﬂ”luﬂ’JﬁJL‘Uﬂﬁ]LLfizgﬂﬂﬁﬂﬂ”l ANy

U



dmsuanuiiane laeaunmmsusmsvesusinngs Inewitiylseiune

% 1T

o =3 k4 [ =) o v o dy k4 S o [ S A

A1NA WTJ'J”I?Jﬂ’J"I?JWQW@li]T]‘ﬂﬂWuGlui%ﬂ‘Ull"lﬂ LIPIAIAVAIY ﬂTUﬂ’J"IﬁJﬂJf’J‘ﬁEnﬁlelﬁJﬁﬁﬁﬁﬂ
I A Y A A v A o yy v Y

ﬂ’JﬁJQﬂTWLm%ﬂ?"ﬁJLﬂuﬁJﬁi ATUANUUUTODD mummwauu"h’nﬂﬁ]"lﬂ ATUAIUY

Yavans auanudlaazsngndt uazduanuansalumsaeuausinudsin1sves

U

[

9 a v Y a Y, a 1 A Y Y = Yy v
ASUVTMT aanuansa lumsliuins uazaumsaaaedeals Aumsidegna1 A
I a

AN UIBITUURINITVINT

Tunng WoRIaA R aAsANNUANANYBIANUAIANIITUANNINE T
VINAUNNUTMINUNAURAIANUIANAN 10 Duduusn Tdun  winaudldusmsannsa
v K 9 a o o v a o Y Y A A a9y A o
iindeyanenumailsziuimaneldgndes lutivTeunvaez lulidedanara wiinam

< a 1 Y ) v Aa [ a o a o
mu“l,i]“lumﬂﬁ’mmiﬂauuawmmimﬂszﬂmmﬂﬂﬂﬂuumm mﬂﬁ’mmimmwumm

]
o A

a o o <3| o ) v a o v A @
o1y Tadmwuziihndlulse Teni lumsinlsedudunease, msudunanilsziudueses s

Y Y ' o

a o A A I 9 a =} Y a a va
EJﬂ!,ﬁﬂﬂii]‘ﬁ'iillhlﬂﬂﬂ@@ﬁlmﬁiuu%ﬂﬂﬂL‘]J‘L!Glu U9 VI?JLL“LJ’J’VINGlHﬂﬁGlWUﬁﬂﬁﬂ;]“]JGWIHJ

U

npszdoudetisnuves  dninnuauznssumsiinutezdudsuginalsziune (nla)
o vq ¥ a A o 9 ~ A o 3 o e o a v Y
wiinaudliusmsiiinyzanuineazideaneidumanusasiauiedsziuiueie 1
] = o Jg Y a A o a 9 a
pg198 Winaudlduimsinnez lumsusmsamdu lvumaunu AAOAIUMITIAQY

v o <3| ] o a aa
Usziudeldilueded winaudldusmsinmsuaaseennsomnsemgnmiseusos A

a o

v o oA o = o o vq 9 99 9 = Y o
Pralvlumsdrszandelsenudmaseiuminaudldoims wminaudliuimslddme

v
=

Y 091 = = o Jq ¥ A = v o JAaA Qa/ 9 1 I a
ﬂ'Jle!"I!ﬁENVIf‘IﬂTWUlWLi']g Wu’ﬂ\ﬂuQiﬁﬁﬁﬂ]iﬂﬂuyﬂﬁﬂwu‘ﬁﬂﬂ Ltazﬂmmmmuimﬂuum



Independent Study Title Customer Satisfaction Towards Service Quality of Krungthai

Panich Insurance Company Limited in Mueang Chiang Mai

District
Author Miss Warin Sitthisunan
Degree Master of Business Administration

Independent Study Advisor Associate Professor Sirikiat Ratchusanti

ABSTRACT

This independent study aimed at studying customer satisfaction towards service
quality of Krungthai Panich Insurance Company Limited in Mueang Chiang Mai District.
Research samples were 383 customers of the company and the questionnaires were used to
collect data. The data were analyzed using the descriptive statistics consisting of frequency,
percentage and mean.

The results of the study showed that most respondents were single, 25 — 35 years
old, male, government or state enterprise employees, with Bachelor’s degree and with monthly
income between 20,001 - 25,000 Baht. The majority had casualty insurance with two companies
and had been with Krungthai Panich Insurance Company Limited for approximately 1-5 years. In
general, they mostly had the automobile insurance (Type 1, Type 3, and compulsory automobile
insurance according to the law). The sum assured of the casualty insurance was over 500,000 baht
and the annual payment was 10,000 — 20,000 baht. The main objective to have the insurance with
the company was to insure their properties, buildings, bodies, and families.

From the study, the highest expectation that the respondents had towards service
quality of Krungthai Panich Insurance Company Limited was trustworthy, empathy, politeness
and friendliness. In the meanwhile, they ranked their expectation at high level on ability in
providing services, reliability, ability in responding to customers’ need, communication skill,

concreteness of services, accession to customers, and knowing customers, respectively.



Regarding satisfaction towards service quality of Krungthai Panich Insurance
Company Limited, the study showed that the satisfaction in all aspects was ranked at high level,
empathy politeness and friendliness, reliability, trustworthy, security, knowing customers, ability
in responding to customer’s need, ability in providing services, communication skill, accession to
customer, and concreteness of services, respectively.

From the overall view of the study, the average values of differences between
expectation and satisfaction were ranked from the highest to the lowest differences as follows:
the accuracy of officers in recording the data, the willingness of officers to serve customers before
and after sales, good services from officers such as giving useful and correct information about
the insurance, how to claim for the insurance, and how to invalidate the insurance, compilation of
regulations from the Office of Insurance Commission (OIC), the expertise on insurance fare, the
expertise on indemnity and claim, politeness, the trustfulness of customers to pay insurance fare
via officers, the pleasant tone and conversation that the officers had, and the good human relation

and friendliness.



