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ABSTRACT

Research study on Expectations and perceptions of customer service quality in using the
services of AIA Group Limited in Bangkok. The objective is to study the expectations and perceptions
of customer service quality in using the services of AIA Group Limited in Bangkok, namely the
concreteness of the service. Reliability, trust in service, Responding to the needs of service users in
terms of ensuring service and attention to service Classified by demographic factors such as sex, age,
status, occupation and average monthly income. The sample population of this study was the
population in Bangkok, both males and females, totaled 400 people.

The research found that the study on Expectations and perceptions of customer service quality
in using the services of AIA Group Limited in Bangkok, found that most of the samples were male,
with a total number of 243 people representing 60.8% Most of the samples were aged 20-39 years, of
which 302 people representing 75.5%. Most of the samples were single, with 292 people, representing
73.0 %. Most of the sample groups were students/students, of which 141 people representing 35.3 %.
less Most have less income per month15,000 baht, of which 176 people representing 44.0%

The research found that the level of contentment about the expectations of customers in using

the services of AIA Group Limited in Bangkok. Overall, it's at a high level. When considering each

aspect, it was found that the aspect that was at a high level was the concern in service. in terms of



ensuring service. The concrete aspect of the service Reliability, trust in service Responding to the needs
of service users, respectively

The research found that the level of contentment about the perception of customer service
quality in using the services of AIA Group Limited in Bangkok. Overall, it's at a high level. When
considering each aspect, it was found that the aspect that was at a high level was the reliability and trust
in the service. in terms of ensuring the Responding to the needs of service users in terms of the
concreteness of the service, respectively
Keyword: Expectation, Perceptions of customer service quality
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