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A study of service quality which affecting to customer loyalty of ABC Group Insurance
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ABSTRACT

The objectives of this research are to: 1) to bring the result of this research to resolve
customer disloyalty; 2) to bring the result of this research to improve our service quality for
customer satisfaction 3) to find the strategies for fostering more customer loyalty. The
research was conducted by gathering information from 170 clients, 10 cases of qualitative

data collection through interviews, and 160 cases of quantitative data collection through
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questionnaires. Component analysis made use of qualitative data. Quantitative information
was analyzed using linear regression equations and frequency distribution, percentage,
mean, and standard deviation. According to the findings of a qualitative survey, five of the
current customers who have been loyal to companies for three to five years. Premium
increases do not always result in service cancellation, other factors such as the quality of
the service that they received are also for consideration. The service quality in all 5 areas is
at a good - excellent level. Five of the customers who disloyalty have already cancelled
their insurance policy from the company. They were former customers of the service for a
period of 1-2 years. The justification for canceling the service is the increased premium,
which is not competitive to other insurance companies. Another reason is the delay of
service. A quantitative examination of 160 customer surveys' findings revealed that ABC Co.,
Ltd.'s customers were generally satisfied with the quality of its services, which led to their

loyalty to the company.
Keywords : loyalty, quality of service, satisfaction
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