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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. 
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 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. 


