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Abstract

The objectives of research were: 1) to study the factors influencing to the customers’
trust in life insurance in Thailand, and 2) find out the strategies to create the customers’ trust
in life insurance in Thailand.

This study was the mixed research. It was used to analyze the path modeling from the
life insurance buyers in 10 life insurance companies that there were insurance premium get
most in 2012. The data were collected in each of the companies totaling 40 series in 400 overall
samples with in-depth interview from the top executives of life insurance companies totaling
10 persons. The research instrument was a questionnaire which was verified in content accuracy
from the experts (IOC) and tested in reliability of finding out the coefficient of Cronbach’s Alpha.
The study results were found that:

The way to create the customers’ trust in life insurance business in Thailand from total
effect was found to be the relationship priority setting with the customers ($=0.38), the satisfaction
(B=0.29), the acceptance of life insurance agent (B=0.25), the acceptance of life insurance
company (B=0.15), and the services after sales (=0.13) to be statistically significant respectively.
It can be concluded that the way to create the customers’ trust in life insurance business must
focus on transparency, clarity, votive practice, claim payment according to the condition, agent
development to make a good relation, uprightness to the customers, using the strategy to satisfy

them frequently for trust, and responsibility for them and the individuals justly.

Keywords : Insurance Businesses; trust; customer satisfaction
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