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Service Marketing Mix Affecting Generation X and Y Customers Towards Selecting
Voluntary Private Car Insurance in Mueang Chiang Mai District
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Abstract

This independent study aimed to examine service marketing mix affecting Generation X and
Generation Y customers towards selecting voluntary private car insurance in Mueang Chiang Mai district.
Questionnaires were used as the tool to collect data from 400 consumers who purchased the voluntary
private car insurance within the period of 12 months and who were interested in purchasing it in Mueang
Chiang Mai district, according to the convenience sampling method. Reliability of the tool was tested
through the Cronbach's Coefficient Alpha, of which the value of reliability was equal to 0.968. Then, all
data obtained were analyzed by the descriptive statistics i.e. frequency, percentage, and means. Summary
of the studied results were presented as follows.

The findings revealed that most respondents were single female with education background in
Bachelor’s degree. They worked as private company employee and earned average monthly income at
10,000-20,000 Baht. Person influencing their decision towards purchasing voluntary private car insurance
was the respondents themselves. Results of the study on service marketing mix affecting Generation X and
Generation Y customers towards selecting voluntary private car insurance in Mueang Chiang Mai district
presented that the service marketing mix factors affecting their selection at the highest level were factors
namely process, people, and product, respectively; while the service marketing mix factors that were rated
at high level included price, physical evidence and presentation, place, and promotion, respectively.

Hereafter were respectively shown the top elements of service marketing mix factors that affected
Generation Y consumers towards selecting voluntary private car insurance in Mueang Chiang Mai at the
highest level. In product factor, it was the coverage of insurance as needed. In price factor, it was the
reasonable insurance fee comparing to its coverage. In place factor, it was the availability of online
distribution channel / distribution channel through social media (such as Facebook, Line, or Instragram). In
promotion factor, it was the discount for returned customers. In people factor, it was the staff who could
resolve the customer’s problem promptly: when he/she had an accident, for example. In process factor, it
was the availability of Mobile Application that allowed the customer to handle with the claim process; and
that facilitated the customers in many ways, including updating them the service processes. In physical
evidence and presentation, it was to have reliable office site.

Hereafter were respectively shown the top elements of service marketing mix factors that affected
Generation X consumers towards selecting voluntary private car insurance in Mueang Chiang Mai at the

highest level. In product factor, it was the coverage of insurance as needed. In price factor, it was the variety
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of payment options to be done through representatives (such as cash, credit card payment, money transfer,
and payment at counter service). In place factor, it was the convenient location of the office’s branch
and/or representative’s office: to have an office in the shopping mall, to have an office located on the
main road, for example. In promotion factor, it was the discount for returned customers. In people factor,
it was the manner of staff who provided services. In process factor, it was to offer a fast and on-time repair

service. In physical evidence and presentation, it was to have reliable office site.
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