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ABSTRACT

Title : Consumer’'s Behavior and Factor towards Life Insurance in

Bangkok Metropolitan Area

Student : Mr. Paisal Chaiteerasak

Level of Study : Master of Business Administration

Major : Business Administration

Advisor : Assistant Professor Sirijanya Kuawiriyapan

In 1997, the government liberalized the insurance business to induce all
insurance company to provide suitable products which satisfied the current need of
consumer. The insurance business was categorized into Life and Non-Life Insurance.
Especially, the Life Insurance was the business that its growth related to the growth of
nationwide economic. It was a simple index to measure the living standard. However,
the economic recession reduced consumer-buying power and in turns effected the
growth of life insurance business. As a result, the objective of this study had been
arranged to search for consumer behavior, factors and problems towarded the life
insurance. The 300 questionnaires were collected from the existing life policyholders in
Bangkok,

The results of this study revealed that the most consumers started to buy life
insurance during 1996-1999 and thought only one policy was enough due to the
provision of company welfare. The most popular plan was Endowment which premium
was less than 10,000 Baht per year. Consumers themselves decided to buy life
insurance for their family protection in case of death and usually bought the policy via
the agent. The results indicated that the company stability and the benefit coverage
were important when selecting life insurance. The advertising via television was the best
media to receive life insurance information. The increase of the cost of living standard
was the economic factor that effected the consumer decision to buy life insurance. The

most important reason that the consumers bought life insurance were how convenient



they could contact the company after buying the policies and how quick of the response
could be. After sale service from agent was most consumer's preference for both claim
settlement and premium payment. The personal factors which effected the consumer
decision were salary, education and age.

Regarding the result of this study, the life insurance companies should
emphasize on the quality of agent. The agency force was an important distribution
channel and service provider between company and policyholder. Beside agents'
service, company should provide the efficient and effective services on claim
settlement, one-stop-service, channels of payment and other services. The legal
limitation and price competition could not be exercised obviously in insurance business,

but the service could be.
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1. fanmuaanIzIesuiazyAAa (Individual Determinant) vivatladasuananan
(Psychological Factor) Usznausiag
1.1 ANABINITUAZIIN9R1A (Needs and Motivation)
1.2 YARNAWLAZIUIANAAGIUFR (Personality and Self Concept)
1.3 n135uf (Perception)
1.4 m?ﬁ‘ﬂui (Learning)
1.5 iduAR (Attitudes)
2. Fausnneuan (External Variable) visadautlsaamandan g udennsmnsssy
(Sociocultural Environment) Usznausiag
2.1 NGuEN4EN (Reference Group)
2.2 AFALAGY (Family)
2.3 ‘%um\iﬁ’xﬁﬂu (Social Class)
2.4 JmUS59M (Culture)
2.5 TmUsTINEe8 (Subculture)
3. nerLnunsAndulase (Buying Decision Process) Usznausae
3.1 mafuiileywn  (Problem Recognition)  wianisiufaanusiesnts (Need
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3.4 neindulate (Purchase Decision)
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LL’é‘age’LQ (Motivation)

1
s v

uneqala wunede wasRenszsu (Drive) meluusiazynns  Genseiuliyana
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1
o) o =i

AALAUAY (Schiffman and Kanuk, 1994: 663) ﬁnwm:uwﬂahﬁﬂmﬁuﬁE”lmwmscmmu
1. AuAaIn1sviTeaNantly (Needs) munedia mmu.mnsiwﬁ%’ui’szudqmmw
'qumJmﬁmemwﬁqaﬁuéqﬁ%w%waLﬁmwaﬁfazn?zﬁquanﬁu (Engel, Blackwell and
Miniard, 1993: G7) dailsznaude
1.1 ANABINIIAUINIE (Physiological Needs)  iflumanusasnisanelu
$19mt (innate Needs) I Aaradasnisn enmd e s ﬁﬂg‘mﬁfﬂ nasineiay uay
ATNBIBINITN N A %qﬁ@dmﬂumquﬁ’mnﬁﬁug}u (Primary Needs or Motives)
1.2 Audeensfidupanunlisoun (Acquired Needs) Waamanufaantsdm
ArAnen  (Psychographic Needs) ni’lummﬁmms‘?’fuﬂﬂa‘lﬁﬁﬂu;r”mnmimmumrsifa
Susssuitedauanden dszneuden Anudesnsiienistntes anun1Agila Aendn
BUNAUATNNTGHUE %qﬁﬂdqtﬂuﬂQﬁuﬁ@qnﬂ?nﬁﬂqﬁ (Secondary Needs) (Junaangann
Anlauazaonuduius Uy
2. qnsfavanng (Goals) (fhunaannwginssunsqdla TnevialunwgRnssuaaypnaas
Namyananglannzating %w:ﬁmﬂ’fmﬁquwmﬂ 2 dszmishie
2.1 qmjomnemdnydenalyl (Generic Goals) waneilia amsjamanglugiinges
NEmﬁm‘vﬁé‘qu,ﬁia::uﬂﬂaLﬁﬂntﬁ@mauaummmﬁmms (Schiffman and Kanuk, 1994: 661)
2.2 ’ﬂmJ:QmJ’]ﬂL@W’]:Lﬁl‘r’mﬁu{iﬁ‘ﬂauﬁ'} (Brand Specific Goals) uansjanang
MumsAudlndudnis éq;:iu?*‘fnﬂLﬁ@mﬁamaumummmﬁmm? (Schiffman ‘and Kanuk,
1994: 665)
n’m‘&"ancgmgjwmmmLusiﬂzuﬂﬂa‘%u@giﬁuﬂﬁmummimuﬁq (Personal
Experience) ANBUTNINNILNN (Physical Capacity) ussinguuazAHen luimuasy
(Cultural Norms and Values) Aanuanunsadndeassjimangluaaadesmannsniwias
& (Goal Accessibility) '3m{wmamqqzqwﬁmqﬁ’mﬁqﬂuLLa:s;qmuﬂamqquﬁﬂqnw
gusanesonfile
3. usegaladuuanuazftuay (Positive and Negative Motivation)  nnsqalania

manaarannbiinanisainannfionelauazaiunds viemndnnig  duyraai
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3.1 ?ﬁlans:s’jué’mmn (Positive Drive) umﬂﬁq%wﬁwamﬁqmw’juﬁﬁcmsiﬁﬂm
Rantlvidegniunisallagoiunisainii (Schiffman and Kanuk, 1994: 664) ﬁﬁfl‘lﬂé
qaanNnEfIuLan (Positive Goal) ﬂ"mﬂw«amg'wmmﬁfaﬁﬂﬁtﬁmﬂmu?’jﬁn*?iﬁ \inAN
fiaansuaziiawginssusedelnfanils ?ﬁlan?zﬁ’juf':ﬂszn@uﬁqtlmwﬁﬂLﬂu (Needs) A2y
FBaN1e (Wants) wazAdu1ls1saun (Desire)

3.2 ?qnszﬁuﬁ’mau (Negative Drive) wu1gida Ew%waﬁqn?zﬁuﬁﬁﬁlﬁuﬁnuﬁ
andsladiinidesnunsallaganunisafuite (Schiffman and Kanuk, 1994: 663) i
lgamjamunaduay (Negative Goal)  vifavaniateansjimany (Avoidance)  radsla
Fanih B'qn?zﬁ’juﬁﬂ?znﬂuﬁm ANNNAY (Fear) viramanldaey (Aversion)

4, §G§ﬂlﬂﬁﬁutuﬂuﬂttaz’a’1?utﬁ' (Rational Motives Versus Emotional Motives)

4.1 Asqeladumga (Rational Motives) Wudeqalateqnanelasdonast
\iswgna (Economic) vraldwanmang (Rationality) 14 21A7 1M s ADINN
nsiszudin (Schiffman and Kanuk, 1994: 665) m?ﬁmau'tfa‘%@‘umuﬂﬂamfquuﬁ

v
ar Y a
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UszTunigagn (Greatest Utility) wiamanuitanalagegn (Greatest Satisfaction) f1i3lnald
| . R < ] P o o
AINEMENGE (Rationality) idanqajananelaenoinnridnglssasAsan iy Aunw 1u1a
¥
21A7 UMN 4a
4.2 §egalasuensunl (Emotional Motives) wanefia nnsidanqaRauuntRIy
wininuriniandausavienafiiadausia (Personal Criteria or Subjective Criteria)
(Schiffman and Kanuk, 1994: 660) 11 ANFINITIANITYARR ATINNTALNTTTA AINNER
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woiinssuluedn dszaunsalihudianvienisGouf nsfndula  Aeilsngdntlald
wnrasnyaravilietaaziiurnsesntsfnAminediusiireyanady
v 1 A‘ 1% ] o’ dl o o 1
ANsIRINSTEnINR I ladumarauazesnallitsingdaay  Razfuilsyiudn

¥ a

4' =l v 14 e o ' A
Nm‘lﬁnm'm'l.ﬂmwu\m:ummmmm?mums‘ummuﬂnmmﬂﬂu ]

LTl



15
nalnranszuiunisqsla

1 L 4

anusiaanshldiunenszsuaztilugnginssunisteuazninidlng  Tnauansea
Ustlamamazin 2 wuuke wadsslemianudnime GafluansuiRve@niosiis
wena UsznauaguauiResdaiumimunii iy dsdlanigegs aunamd saign
sad  wazkadsslaniinudnlauanlszaunisal  Gailunismeuduasaudiaanisdausa
adszvitladuansunl anin anunela wav waninurn i uanalszTamiingg
13 a v 0 =& =8 el 7 o [ d 1 e" =2
puanlasiasmiitemnnidnsesyana waznislddydnwal  Taeajsiianufianalaly
HanAgiNINnIINT e NG

.24

o o & .
ANAUAUAMNARINTT (Hierarchy of Needs)

o <

=) o = o or :’1 k24 z
unasanen  Abraham Maslow liinmuenqufjdisudupsnsiaanisiugiuaes
1 % o’ dl o 9 o ° o o o ¥ ] (4
neelly 5 5oy BednmusAumNdAyaInsEAusT (Anudeenisansianig) luds
FLAUGY (ANNGRINITANAFINEN) TaLiauadn YAARAZUAIMIAUAINITIEA LR Y
PP v Yo -} £ o A’ ( 1%
Wearusiainislifunimauauesudafuasamanudiesnislussiugeausaly  daanu

124 o o o W e y kg !s" =3 o IS ° o
paansluszdundelididfunisnevaues  Awalalumnafiesnisiufiavdaciieg  dndu
r' ¥ L %
TUANNABINTANNG ] 2789 Maslow tsznaudas
1. ANABINIT124§19NE  (Physiological Needs)  szflAufaan1ssrdiuusnd
v 2’ j G| 1% lﬂ' Lo ] 1% g
Wluaustesnisduivugu iuanusiasnisiie lWdinetsen Ustnaudon 1n atwas
21074 Tingfen At 1ATRMN N19TNHEN UAZAIANFBINITNIANA
. a X o4 v 4
2. pNsaINIsANLaeniY (Safety Needs) Mnluiiianugasnisludud 1 14
funsmauduaauda luduilyaaasiaanisanulaenfousziuas Gufluusansziu (Driving
Force) Wifianganssn Aanusieanisanalaeasemienie iy asuilsuidey peuiung
Y Y o v = ey
ATNANATES ANNANIAEAY ANTNABINISNSHgININAA
3. ANNARINNIAUAIAN  (Social Needs) (luranufiasmsduaanuin  (Love)
ANERNTIAsiatY (Affection) N1staNFL (Acceptance) LARARBINITAINALEULALAT I
duiuiduasioyansdy  unnszfudruanuinanaseunis  esanndanszdududon
J 1 4
Hhideddy  dlavnndndusiglinmiding Ragaladhanislawaninadndanisyesiy

ANNJH



16

4. ANNFBINAINNTENESY (Esteem Needs) viFamausiaantsdudly (Egoistic
£ d‘ a [ n’l’
Needs) iluarnusiasnisiiinannaeluuazneuan sl
4.1 Anwsiaansdualififiaarnnnaly (Inwardly-Directed Ego Needs) 151
ANNNABINTBNLAAT AR INaNTTHRNT IS BnIsentay eAdNAISs AnaTy
Basz uazAuanalagous
4.2 pnsieenissnwaliniinainaauen  (Outwardly-directed Ego Needs)

Usznausae  AaaNsiasnisiianisantas (Prestige) n1siidal@eN (Reputation) @0y
(Status) N1sensiaduiae (Recognition) mnqﬂm%u

5. ANNGBINITAINAITadIUAa  (Self-actualization Needs)  visamauianaela
dawsia  (Self  Fulfilment)  flumnalmsounsesypraiiaznesuasdnannwdiuyang
dsznausaeyndeiyaralinaiudrnnsaassesninii

Tnsagtluda  Arduduraspnnsiasnsaziauuassiunufasn1s Iy EeTal
Anunm anusiasnislussiugaaullanidunsnsesungnssusesysd  ndsainan
1% [ 0. 3 Yo ¥
siaansluszauAInInlaFunIsnaLsLeLds

- [ :’/ 3 % o = 1 d o’ 1

NEaIAUTUIeY Maslow dlifdnnisnannaninsaiinsedeaisiunguitiwane
IHanizianzas dasimuasmunindaiuehsedfnigsiumiedniug Waenadesiy
uNUNITAAIALATITIMNEMNN1TAATA (Kotler, 1997: 184) HilssTaaisanisinaaiuidnla
tuneqelarasfiiing wanhhliszanMdlumsinnunnagnimianisnann  1iesann
dudnilnagnsnaussnafeniseeayaaaliluusasssiu vy Tathu awms @ed
4 : Y, o o o N Y4y
TATNITNADLAUDIAMINABINIINIFNNILUAZAF NG Wamusaan1sdunnila sy

v -3 = ¥ :’/ ' <4 v 1 o
NITABUAUDILRI qﬂﬂaﬂ@zmmmfmmmmwum‘ﬂﬂ ABAMNABINITATUAINLADAAE

Wi nsndseiuTan



al
1NN 3
anwusna bluasnisdsenudin

s, [ s
dszananuiluanuasgsiadssnudin
a o oo AI dz :I/ o -3
grnadsziudinludseinalnaFuitwduafurnluadanssuinanifanss
14 v [ al ] o |4 i a6
yasauinadragiafniah 5 wiingedauindund  leadamusyaniswidasdaindsena
o’ o a = 9 9 ¥ ¥
sanqudueTydunazlusadiuned aenssususamnaananisdrunessnn
' 1 e = o :l/ a o a (8 - : ° o 4' o =

swinsdsundsiaiy uarluramipeaiuiues Uit sadiadienn aade  dadlusiaunud

=l t oo o 1 o ¥ 14 2 o dl' é’
FusauvinBdmdseiusisngasunay stmadinge  IhsefeslinnizymirGaciu
yandny  ierewsrusus i amlsznaugsiadssiudinlullssmalnasamdalugee
@ |:’1 a b4 o o ala Q.IAI ] ﬂllalv
HuwsidunnisusznaufanisdnunisdsziudedanidGaunsnatouaziiuidnluussan

¥

Winneuazdrsanistug ngaadlne

W wa. 2471 Idfinsarmezaaiyafinuauianiséiang dunsznunsuiian
=8 o’ 4' o d‘l v o 1 a o [ [ af
waulseaizvesdnsszTu Twsesrmiyafmd Idnawusdnidimlsziudaazeeds

14 1 t 4 1

pfiufansdusiasldfueymyimanigune esigunadidnadiaviiteulawazean
nguineiAuienunuianelseiudeld  deanlull wa. 2472 Fqunaldsznasng
nsznsnlaianzdmivfaeeynyinlsznaugsialssiuddnuazlseiunade Tne
Usznaldifiedui 31 nenpaan w.a. 2472 sinliSdmusemidinsiesadlunnuniuguidhy
v v ¥
AFausnsiauAtuusuLn

wivndszniAngnszmsaaiananaude  1iEnUsziudinsedssmailifuaygyan

¥
langnsiasmunguungliafivianslseidinlulszmalng - Squouiedy 5 15

14
o =

(yn@", 2537: 22) Al Ae

1. WFsminga dawmefu ToW weadaiud 1fm  (Great Eastern Life Assurance
Company Limited)

2. Uihunyanaiived lafl ueadadud 41 (Manufacturers Life Assurance
Company)

3. Ui lmin dumeslsmes Ama  (China Underwriters Limited)



18
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