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ABSTRACT

The purpose of this research is to study the qualifications of the targeted group
who entered the insurance in protection of their personal cars, the levels of their
satisfaction as well as the relations between their satisfaction and the decision to take up the
insurance. The targeted group refers to people who own personal cars and are the insured of
any type of car insurance policy currently available. Data collected therefrom , has been
proceeding , analyzed by methods of frequency , percentage, average and standard
deviation and the use of Chi — Square to verify the hypothesis. The findings were as
follows :

The insured in the studied group are almost equal in number between the two sexes.
The age is in the range of 26 to 35 years old. Their occupations are mostly employees in
private enterprises and most are the graduates of bachelor degrees. Salary levels range
between Baht 10,001 — 30,000. Most of the insured choose the 1st class insurance policy.

In general , the insured have high expectation towards the good quality services
from the car insurance companies. The first priority expectation is given to quality of the
after-sales services and to the safety than satisfactions in other aspects. The expectation
in lesser degree goes to the trustworthiness of the companies, convenience of service on call,

and the benefits to be received as well as the worth of the value invested.



Insofar as the quality of services is concerned , the insured understand the quality of
services moderately, while they understand the trustworthiness of companies rather
comprehensively. To the lesser , the insured pay attention to the sense of safety and the
company employees , capability in provision of services.

The level of satisfaction towards the services received in all aspects is labeled
“unsatisfied”. However, the insured are rather satisfied with the trustworthiness of the
companies and the flow of information provided by the companies to their clients more than
others aspects. The aspects that received lesser satisfaction are the capability of the
company’s employees and their understanding to the need of the clients. The aspect that
received the lowest satisfaction is the convenience of the services on call and the benefits
to be awarded and the worth of the value invested.

The satisfaction of the insured towards the quality of services is at “unsatisfied”
level. The satisfaction of the insured carries no relations with the types of the insurance

policy with the statistical significance of .05.
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