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Abstract

Study of Factors Affecting Customer Satisfaction on Service Quality of Safety
Insurance Public Company Limited has these following objectives 1) to find the relationship
between the factor of service quality affect Customer Satisfaction on Service Quality of
Safety Insurance Public Company Limited 2) to study the relationship between the cognitive
innovation of the assured with Customer Satisfaction on Service Quality of Safety Insurance
Public Company Limited. This study is Quantitative Research from survey by One-Shot
Case Study using Questionnaires as data collection tool for 400 samples from Yamane
theory analyze data by using statistic program (SPSS version 16) with the statistic of
Frequencies, Percentage, Mean, Standard Deviation, F-test by One-Way ANOVA and

Simple Linier Regression

The result of this study found that

Most of assured from the information of demography were 20 — 29 years old
single female of bachelor's degree graduated and being employee of private company with
average income of 15,001-25,000 Baht per month and knew that Safety Insurance Public
Company Limited using GPS technology in their service

Most of the assured persons' behavior usually do typel1 car insurance for
sedan. The buying reason is to need more safety than car insurance act. They know the
insurance information and its benefits from assurance representative. The insurance will do
pass through the representatives because it is safe and have creditability

The opinion towards Service Quality of Safety Insurance Public Company
Limited found the average of overall was at high level which is from 1 to 5 respectively
assurance, responsiveness, reliability, empathy and tangible

The cognitive innovation of assured found the sampling has a high level of

innovative knowledge in all factors; 8 factors included from high to low as following;



processing person from start to end, analyzing their own feelings and reaction, discussing
unusual ideas, trying to figure out the meaning of unusual statement, question in the
traditional believe, also be the person that think fast and has wide vision and finding out the
meaning of words they don’t know.

The only satisfaction factor with positive relationship is empathy (At 0.05
significant levels). The factor of cognitive innovation has no relationship between Customer
Satisfaction of Safety Insurance Public Company Limited (At 0.05 significant levels) mean
the increase of cognitive innovation of the assured does not affect Customer Satisfaction of

Safety Insurance Public Company Limited



