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ABSTRACT

This research aims to examine levels of customers’ opinions on the management of insurance
companies, their service use behavior, and their satisfaction levels towards the insurance companies;
compare levels of the customers’ opinions on the management and their satisfaction levels towards the
insurance companies, categorized by the customers’ personal' factors; compare the customers’
satisfaction levels towards the insurance companies, categorized by their service use behavior; study the
relationship between the customers’ personal factors and their service use behavidr as well as the
relationship between the cﬁstomers’ opinions on the management and their satisfaction levels towards the
insurance companies. The sample group consisted of 400 customers of insurance companies in Ceﬂual
Thailand. Data was collected using 'questionnaires. It was statistically analyzed w1th percentages,
frequencies, t-test, F-test, LSD, chi-square analysis and correlation. Findings indicated that:

1. The customers’ opinions on the management in terms of motivation and control were
at the highest level while those on planning, and organization were at a high level.

2. Viriyah Insurance was chosen by most of the customers for car insurance (first,
second, and third classes) with a premium amounting between Baht 5,001-10,000. The custom
period was between 3-5 years.

3. The customers’ satisfaction towards prices, distribution channels, and marketing
promotion were at the highest level, where as their satisfaction levels towards products were high.

4, The difference in the customers’ gender, occupations, and incomes resulted in the
difference in their opinions on the management of insurance companies.

5. The difference in the customers’ gender and incomes resulted in the difference in
their satisfaction levels towards the insurance companies.

6. The difference in the customers’ choices of the insurance companies and premiums
resulted in the difference in their satisfaction levels towards the insurance companies.

7. The difference in the customers’ ages, status, education backgrounds, occupations,
and incomes resulted in the difference in their service use behavior.

| 8. Levels of the customers’ opinions on the management were related to their

satisfaction levels towards the insurance companies at low-very low levels.
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