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ABSTRACT
This research aimed to study the service quality that influences the satisfaction of service

users who come to use Muang Thai Life Assurance customer service by using the principles and
model of SERVQUAL to evaluate and improve service quality. The SERVQUAL model consists
of 5 main components: Reliability, Assurance, Responsiveness, Empathy, and Tangibles, which
are used to measure the expectations and perceptions of service users towards service quality. The
sample group used in the research was 400 customers who used the service in Bangkok, most of
whom were male, aged 25-35 years, with a bachelor's degree or equivalent. A questionnaire was
used to collect data. Descriptive statistics were used to analyze the data, including numbers,
percentages, means, and standard deviations, and inferential statistics used to test the hypothesis,

including multiple regression analysis.

The results of the research found that quality service affects the satisfaction of service
users of Muang Thai Life Assurance customer service centers in Bangkok, as measured by the
statistics used, including means and standard deviations. From the questionnaire, it was found that
the level of service quality of the users of Muang Thai Life Assurance customer service centers in
the Bangkok area was at a high level (M = 3.88, S.D = 0.74). The aspect of tangibility of service
had the highest average value (M =4.01, S.D = 0.84), followed by building confidence for users
(M =3.90, S.D = 0.74), responding to service needs (M = 3.87, S.D = 0.71), and knowing and

understanding customers (M = 3.87, S.D = 0.73), respectively.

Key words: Service Quality
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