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Abstract

The objective of this research 1) to study the level of customer service restoration,
2) to study the level of customer's intention to repurchase a motor insurance, and 3) to
study the influence of satisfaction in service restoration on customer's intention to
repurchase a motor insurance. The were 440 People who have previously purchased car

insurance and have experienced complaints with TOM Insurance Broker Co., Ltd. An online
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questionnaire was used to collect the data from the participants. A convenient sampling
technique was adopted in this study. Percentages, means, and standard deviations were
used to analyzed the data. A hypothesis test was performed by a multiple regression
analysis with the enter method. The statistical significance level was set at the 0.05 level.
The study indicated that Most customers are female, aged 31 - 40 years, are single, have a
bachelor's degree, have an average monthly income of 20,001 - 40,000 baht, and have a
career as a private employee. The study indicated that service Recovery is at a high level.
Customer's Intention to Repurchase a Motor Insuranceis at a high level. The results of the
study found that satisfaction with service recovery includes speed of problem solving, and
adequate compensation impacted is affects the customer's intention to repurchase a motor

insurance from TQM Insurance Broker Company Limited.

Keywords: Service Recovery; Repurchase Intention; Motor Insurance
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