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ABSTRACT

This research aims to study the behavior of working-age individuals in Bangkok that influences
their loyalty in purchasing life insurance through insurance agents. This study is motivated by the global
demographic shift towards an aging society, a challenge Thailand faces regarding financial planning for
retirement. The life insurance business plays a crucial role in addressing this need. The study focuses on
demographic factors and consumer behavior theory (6W1H) to understand their influence on customer
loyalty in purchasing life insurance through agents among the target population. The findings will serve as
a guideline for developing operational strategies for life insurance businesses, providing valuable insights
to adapt business practices to meet the needs of working-age individuals and prepare for an aging society,
thereby enhancing industry competitiveness. This study was conducted by the researcher, who is a financial
advisor and insurance agent at AIA, responsible for disseminating life insurance knowledge and providing
services to the general public.

This quantitative study collected data from 400 working-age individuals in Bangkok using

accidental sampling. The research instrument was a questionnaire. Data analysis employed descriptive



statistics, including percentage, mean, and standard deviation, as well as inferential statistics, including One-
Way ANOVA and Chi-Square Test.

The study of demographic factors revealed that the majority of the sample were female (66.3%),
aged 35-44 years (42.5%), employed as company employees (63.7%), and had a bachelor's degree as their
highest education level (72.8%). Single individuals accounted for 55.8%. The analysis found that most
demographic factors did not significantly differ at the 0.05 level in their impact on loyalty towards
purchasing life insurance through agents, except for income. Samples with an income of 15,000 — 30,000
Baht (34.0%) showed a significant difference in loyalty towards purchasing life insurance through agents.

Regarding the consumer behavior theory (6W1H) findings, most respondents (Who) had purchased
multiple life insurance policies (69.3%). What customers expected from purchasing life insurance (What)
was preparation for medical expenses or critical illnesses (31.3%). The time or event that stimulated the
purchase decision (When) was having experienced a severe illness or witnessing a close relative suffer from
one (24.8%). The main reason for choosing to purchase through an agent (Why) was trust in the agent due
to relationships or recommendations from acquaintances (30.8%). The individuals who influenced the
purchase decision (Whom) were family or close relatives (48.5%). The purchase decision process (How)
involved choosing an agent who was trustworthy and provided good service (29.5%). These factors
significantly correlated with loyalty in purchasing life insurance through agents at the 0.05 level, except for
the channel of knowing or contacting an agent (Where), which was mostly through friend recommendations

(64.0%) and did not correlate with loyalty in purchasing life insurance through agents.

Keywords: Demographic Factors, Consumer Behavior Theory (6W1H), Life Insurance Purchase Loyalty
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