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Title SERVICE QUALITY,BRAND IMAGE AND SWITCHING COSTS INFLUENCING
CUSTOMER SATISFACTION AND CUSTOMER LOYALTY OF EXPATRIATES
ON HEALTH INSURANCE SERVICES IN THAILAND
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The purpose of this research is to study the service quality, brand image and switching costs
influencing customer loyalty and satisfaction and customer loyalty among expatriates regarding health
insurance services in Thailand. The samples in this research consisted of 400 people. The data were
analyzed using inferential statistical analysis and multiple regression analysis. The results were as follows:
most respondents were male, aged between 30-39, single, retired, had a Bachelor's degree, and paying
insurance premiums of 30,000 — 40,001 Baht per year. The overall factors of service quality, brand image,
switching costs, customer satisfaction and customer loyalty were at a good level. The results of the
hypothesis testing were as follows: (1) service quality, including responsiveness, assurance, and empathy,
influencing customer satisfaction, satisfaction with insurance staff, insurance, and insurance company; (2)
service quality, including reliability, responsiveness, assurance, and empathy, influencing customer loyalty,
repurchase, recommendations, saying positive things; (3) brand image, including functional, symbolic and
experiential benefits influencing customer satisfaction, satisfaction with insurance staff, insurance and
insurance company; (4) brand image, including functional, symbolic and experiential benefits influencing the
customer loyalty, repurchase, recommendations, and saying positive things: (5) switching costs, including
economic risk, learning and setup costs, influencing customer satisfaction, satisfaction with insurance staff,
insurance, and insurance company; (6) switching costs, including economic risk, evaluation, learning and
setup costs, influencing customer loyalty, repurchase, recommendations and saying positive things; (7)
customer satisfaction, including satisfaction with insurance and satisfaction with insurance company
influencing customer loyalty, repurchase, recommendations and saying positive things. These factors were

found to be at a statistically significant level of 0.01-0.05.

Keyword : Service quality Brand image Switching costs Expatriates Customer satisfaction and loyalty health

insurance
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Questionnaire

Service Quality, Brand Image and Switching costs influencing Customer

Satisfaction and Customer Loyalty of Expatriates

on Health Insurance Services in Thailand
Instruction:

The purpose of this questionnaire is to collect primary data for conducting
a study on the topic, Service Quality, Brand Image and Switching costs influencing
Customer Satisfaction and Customer Loyalty of Expatriates on Health Insurance
Services in Thailand for the thesis of the MBA Program at Srinakharinwirot University. |
kindly request you to provide me reliable information. The data collected is confidential
and will only be used for analysis of the study and not for other purpose. Thank you in
advance for your cooperation
This questionnaire is composed of 7 sections
Section 1: Health Insurance Company
Section 2: Service Quality
Section 3: Brand Image
Section 4: Switching Costs
Section 5: Customer Satisfaction
Section 6: Customer Loyalty

Section 7: Personal Information



Section 1: Health Insurance Company in Thailand
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Instruction: Please ¥ a box for the health insurance company in Thailand where you insure

(can v’ more than 1)

D 1) Pacific Cross Health Insurance PCL

[] 3) Thai Health Insurance PCL
[] 5) AXA Insurance PCL

[ 7) Cigna Insurance PCL

] 9) April/LMG Insurance PCL.

Section 2: Service Quality

[] 2) LMG Insurance PCL
[] 4) Bangkok Insurance PCL

D 6) Muang Thai Insurance PCL
[] 8) Aetna Health Insurance
(Thailand) PCL

[] 10) Other

Instruction: Please ‘/a box for each statement to show how much you agree or

disagree with it.

Service Quality

Rank of statement

Strongly agree
Agree

Unsure

Disagree
Strongly disagree

Tangibility

(@)}
N
w
N
-

1. Healthcare insurance company has many branches

throughout Thailand

2. Healthcare insurance company has the accessible

location

3. Healthcare insurance company uses modern
technology such as mobile application for filing the claim

documents etc.

4. The employees of a healthcare insurance company are

well dressed and neat in appearance




Section 2: Service Quality (continue)
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Service Quality

Rank of statement

Strongly agree

Agree
Unsure
Disagree

Strongly disagree

Reliabilities

N
w
N

5. Healthcare insurance company provides indemnity

without delay.

6. Healthcare insurance company has financially stable

7. The employees of a healthcare insurance company

maintain good service levels.

8.Healthcare insurance company clearly states the

insurance terms and conditions in the policy

Responsiveness

9. The employees of a healthcare insurance company

can solve the customer’s problems quickly.

10. The employees of a healthcare insurance company

tell customers exactly when services will be performed

11. The employees of a healthcare insurance company

are willing to enthusiastic serve the customers.

12. The management of a healthcare insurance company
is accessible, listens to and provides prompt and honest

responses to customer inquiries

Assurance

13. The employees of a healthcare insurance company

can answer the customers ‘questions correctly.

14. The employees of a healthcare insurance company

have comprehensive knowledge of service information




Section 2: Service Quality (continue)
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Rank of statement

)
9]
Service Quality g >
o £
© ° ©
3 ol 21 3
c 8 S =) c
S 5 2| 8 o
-+ (@] c .— -—
n < ) [m)] N
Assurance 4 3 2
15. The employees of a healthcare insurance company
are consistently courteous with customers.
16. The employees of a healthcare insurance company
make customers feel safe in their transactions
Empathy 4 3 2

17. The employees of a healthcare insurance company

provide services with care every time.

18. The employees of a healthcare insurance company

follow up and inform the progress of healthcare claims.

19. The employees of a healthcare insurance company

understand customers’ individual needs.

20. The employees of a healthcare insurance company

have ethics in dealing with customers.




Section 3: Brand Image
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Instruction: Please ¥ a box for each statement to show how much you agree or

disagree with it.

Brand Image

Rank of statement

Strongly agree

Agree
Unsure
Disagree

Strongly disagree

Functional Benefits

D
w
N

1. Healthcare insurance company brand performs as it

promises.

2. Healthcare insurance company brand can be

dependable for use

3. Healthcare insurance company brand is easily

accessible

Symbolic Benefits

4. Healthcare insurance company brand prevents you

from looking cheap

5. Healthcare insurance company brand enhances the

perceptions that you have a desirable lifestyle

6. Healthcare insurance company brand helps you to

better fit into your social group

7. Healthcare insurance company brand would make a

good impression on other people

Experiential Benefits

8. Healthcare insurance company brand makes you feel

good.

9. Healthcare insurance company brand makes you

frequently use.




Section 3: Brand Image (continue)
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Rank of statement

)

o

Brand Image ® )
et ©

o L2

© ° ©

> ® o) >

o o 2 5 <]

= o > & c

£ 5| 2| 2 2

n < ) a n

Experiential Benefits 4 3 2

10. Healthcare insurance company brand gives you

pleasure.
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Instruction: Please ¥ a box for each statement to show how much you agree or

disagree with it.

Switching Costs

Rank of statement

Strongly agree

Agree
Unsure
Disagree

Strongly disagree

Economic-risk Costs

N
w
N

1. Switching to a new healthcare insurance company will

probably involve additional charges

2. Switching to a new healthcare insurance company

might end up with a bad deal financially.

3. Switching to a new healthcare insurance company will

probably result in some unexpected hassle.

4. Switching to a new healthcare insurance company

might not work as expected

Evaluation Costs

5. Switching to a new healthcare insurance company

takes much time to get the information

6. Switching to a new healthcare insurance company

takes much effort to get the information

7. Comparing the benefits of a healthcare insurance
company with other healthcare insurance companies

takes too much time/effort, even when having information.

8. It is tough to compare the coverages and costs of new

healthcare insurance companies




Section 4: Switching Costs (continue)
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Rank of statement

)
9]
o o )
Switching Costs o ©
o R
®© ° ©
5 ol & 3
c 8 5 (o) c
s| & 2| g| ¢©
- (@] c [ -
n < ) o N
Learning Costs 4 3 2
9. Learning to efficiently use the features offered by a
new healthcare insurance company would take time.
10. Even after switching, it would take an effort to learn to
adapt to keep up with the service of new healthcare
insurance company.
11. Getting used to how another healthcare insurance
company works would be difficulty.
Setup Costs 4 3 2
12. It takes time to go through the steps of switching to a
new healthcare insurance company
13. Switching to a new healthcare insurance company
involves an unpleasant sales process.
14. The process of starting up with a new healthcare
insurance company is quick
15. There are a lot of processes involved in switching to a
new healthcare insurance company.
Benefit Loss Costs 4 3 2
16. Switching to a new healthcare insurance company
enables you to lose benefits (i.e., No claim bonus
discount) if having no claim in the previous year.
17. Switching to a new healthcare insurance company
enables to loss of being a long-term customer
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Rank of statement
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Benefit Loss Costs 4 3 2

18. Switching to a new healthcare insurance company
would involve some up-front costs i.e., physician
examination costs to insure with a new healthcare

insurance company.

Section 5: Customer Satisfaction

Instruction: Please ‘/a box for each statement to show how much you agree or

disagree with it.

Rank of statement

[0}
0}
Customer Satisfaction 5 ?
) ©
@® o ©
> © o) >
o o = 5 [)]
c o > S c
£ > £ 2 2
n < - @] n
Satisfaction with the insurance staff 4 3 2
1 Healthcare insurance staff has good knowledge in the
insurance
2. Healthcare insurance staff services meet your expectations.
3. Healthcare insurance staff has a good relationship with you.
Satisfaction with the functional services 4 3 2

4. Healthcare insurance services consistently meet your

expectation
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Rank of statement
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Satisfaction with the functional services 4 3 2
5. Healthcare insurance services provide appropriate
solutions to problems
6. Satisfied with the performance of the health insurance
services
Satisfaction with the healthcare insurance company 4 3 2

7. Healthcare insurance company can openly discuss

solutions when problems arise

8. Healthcare insurance company allows you to express

your opinions freely.

9. Healthcare insurance company provides explicit

instruction in use of service

10. Healthcare insurance company uses technology to

become unique among competitors
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Instruction: Please ¥ a box for each statement to show how much you agree or

disagree with it.

Customer Loyalty

Rank of statement

Strongly agree

Agree
Unsure
Disagree

Strongly disagree

Repurchase

N
w
N

1. You intend to buy other insurances from your current
healthcare insurance company, such as personal

accident insurance, travel insurance, etc.

2. You shall continue to use the insurance in the future

even with no advertisement

3 You intend to keep purchasing products/ services from

your current healthcare insurance company

4. When you need healthcare insurance services, you

buy only from your current healthcare insurance company

Recommend

5. You would recommend your healthcare insurance

company to your friends

6. You would recommend your healthcare insurance

company to the family.

7. You would recommend your current insurer as the best

healthcare insurance service company

8. You would recommend your healthcare insurance

company to someone who seeks advice
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Rank of statement
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Say Positive Things 4 3 2

9. You would post positive message about your current
healthcare insurance company on the internet message

board

10. You would tell other people with positive information

about your current healthcare insurance company
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Section 7: Personal Information

Instruction: Please [ |a box for an alternative you think is right.

1. Gender
O Male L Female

2. Age
Q 20-29 years L 30-39 years
O 40-49 years O s50-59 years
O 60-69 years O >70 years

3. Marital Status
a Single L Married M Divorced/Widowed/Separated
4. Annual Insurance Premium in Thai Baht
U Lessthanor equal THB 30,000
O THB 30,001 - 40,000
O THB 40,001 - 50,000
O TtHB 50,001 - 60,000
O tHB 60,001 - 70,000
[ Greater than THB 70,0001
5. Highest Level of Education
L Middle School
[ High School
L Diploma
L Bachelor
L Master and above
6. Occupation
Q) Bureaucrat’ Government Official () salaried
Q Self-employment L Retired
L other oo
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