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Abstract
This research aims to study the customer service via Telemarketing channel of

insurance brokers, and to maintain their existing customer base. The sample size used in this
study is 40 people which are the group of customers who have been insured for 5 years or
more, major clients with a premium of 50,000 Baht or more, and customers with more than
one car and the management of the insurance company. By using hierarchical analysis as a
tool for determining the importance of factors that affect the lives of car insurance customers
through Telemarketing agents of insurance brokers. An interviewing questionnaire was used as
a tool to collect data. The research found that most of the samples were male with Bachelor's
degree following by males with Master's degree, working as private company employees.
Succeeding by business owners / entrepreneurs with insurance period from 4 to 6 years
followed by the ones with insurance period of 7 to 10 years. Customers pay attention to or
prioritize pricing the most, succeeding by product marketing promotion process, distribution
channels, personnel and physical environment, respectively. Factors affecting the retention of
car insurance customers through Telemarketing channel of insurance agents in all levels can
be ranked in descending order; the most important things are when incident takes place is
clear terms of coverage, premium rates that are reasonable when compared to coverage
conditions, and convenient & speedy claim when incident occurs. The next most important
things are the premium discounts of each broker, discount for old customers, caring and
responsible salespeople throughout the sales process, and post-incident service. Factors with

the lowest score are laws and regulations.

Keywords: Telemarketing, Customer Retention Rate, Insurance, Analytic Hierarchy Process.
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