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ABSTRACT

The purposes of this research were 1) to study the opinion of life insurance customers
towards service quality and repurchasing intention of life insurance customers of a life
insurance company in Khon Kaen province and 2) to study the influence of service quality
affecting repurchasing intention. The sample group used in this research consisted of life
insurance customers of a life insurance company in Khon Kaen province, with the total number
of 204 people. The instrument used for data collection was a, 5 - level rating scale
questionnaire. Data were analyze using percentage, mean, standard deviation and Multiple
Regression Analysis.

The research results were found that the majority of the respondents was female, with
single status, age between 28-37 years old and bachelor's degree. The occupation was private
company employee and average income was 10,001 - 20,000 baht. The service quality had
an overall average of 4.69. The aspect with the highest average was understanding and
knowing customers with average value of 4.76, in aspect of tangibles of service, the average
value was 4.75, in aspect of responsiveness to service providers, the average value was 4.69,
in aspect of assurance to service recipients, the average was 4.67 and in aspect of reliability
the average value was 4.60. The service quality on the aspects of understanding and knowing
customers, tangibles, responsiveness to service providers, assurance, reliability was found that
there was a statistically significant relationship with the independent variable group at 0.05

and could predict customers’ repurchasing intention at 29.30 percent.
Keywords: Service Quality, Repurchasing Intention, Life Insurance
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