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The Study of Employee Service Quality Factors Affecting Automotive

Insurance Customer Loyalty in Bangkok and its Vicinity
Piyapa Promban®’ Thanyathip Pichitkarnkar’ and Chuleewan Chotiwong®

Abstract

This research’s purposes were: 1) to study customers’ personal factors, employee service quality
factors, and customer loyalty factors and 2) to study effects of employee service quality factors on
customer loyalty at automotive insurance companies in Bangkok and its vicinity. The concept of
SERVQUAL. was applied to the research. The sample was 400 customers at automotive insurance
companies in Bangkok and its vicinity. The research instrument used to questionnaire. Descriptive
statistical analysis included mean, percentage, frequency and standard deviation. Inference statistical
analysis was T- test ANOVA and multiple regression analysis. The research results were as follows: 1)
customers’ occupations and the duration of insurance coverage affected customer loyalty at automotive
insurance companies. 2) The employee service quality factors affecting customer loyalty in term of
behavior included tangibles, reliability, and empathy. In term of attitude, it included tangibles,
responsiveness, and empathy. These results had statistically significant evidence at a significance level of
.05.
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