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Abstract

This study aims to examine the influence of the digital marketing mix and service quality
on customer satisfaction and loyalty in the voluntary personal car insurance sector in Phuket
Province. A quantitative research approach was employed, using the concepts of digital

marketing mix, service quality, customer satisfaction, and customer loyalty as the research
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framework. The sample consisted of 400 consumers who had previously purchased voluntary
car insurance in Phuket, selected through purposive sampling. Data were collected using a
questionnaire and analyzed with descriptive statistics and multiple regression analysis.

The findings reveal that:

1. The digital marketing mix and service quality have a statistically significant influence
on customer satisfaction.

2. Both factors significantly influence customer loyalty in terms of repeat purchases.

3. Both factors also have a significant influence on customer loyalty in terms of word-
of-mouth referrals.

The study provides practical implications for automobile insurance businesses and
agents by highlighting key digital marketing and service quality elements that affect customer
satisfaction and loyalty. These findings can serve as valuable guidelines for enhancing service
quality and improving customer retention strategies.

Keywords: Digital Marketing Mix, Customer Satisfaction, Repeat Purchase, Word-of-Mouth,

Voluntary Auto Insurance
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Model E1un5809n

Unstandardized Standardized t Sig. Collinearity

Coefficients Coefficients Statistics

B Std. Error Beta Tolerance VIF
(Constant) 0.206 0.211 0.976 0.329
Fumudeie 0.096 0.069 0.079 1.405 0.161 0.404 2.473
Fumusila 0.147 0.084 0.132 1.656 0.049* 0.227 4.040
FuAefisudasle 0277 0.085 0.249 3262 | 0.001* 0.221 4516
suanuldla 0.170 0.088 0.139 1.940 0.045* 0.249 4.016
AUNTAUBINDY 0.318 0.085 0.264 3.729 | 0.000%* 0.257 3.895
ane
R R? Adjusted SE (est.) F Sig.

R2

0.702 0.493 0.486 0.474 76.556 0.000

ArwdiiusveanmamnIsUInsiidreauinfvesgnidunsded wandlilumssd 4
ot Wefinsanlunmen wuheunmmsuinsiauduiusiornuinfvesgnédunisdos
ag it Atyn1eadia (p-value = 0.00 ) Ing AMAMNITUINNTANNNTIOSUIEANUANAYDIINAIATY
nstedildZesas 48.6 (Adjusted R? = 0.486) waziilefiansandrduiinumumu (Tolerance) uaz
Adviinramenefvesmulsusu (VIF) wuin Bildgmennuduiudidadunyaasuns Wesin
A1 VIF #1191 10 wagen Tolerance gann 0.1 Tuynesduseneay wonniidefiansunluusias
osAUsENaU Wuin lnesunisaussmeugndn sudsiisudedd fumnuldlauasduniusiladl
mmé’mﬂ’uﬁ‘@amﬂf‘i’ummﬁ’ﬂﬁmaaqﬂé’ﬁé’mﬂﬁﬁ?}jm};wasmﬁﬁfaﬁwﬁ’aumwaﬁa (p-value < 0.05) g
FrudiunisauesnougndiisnswarenuiniveagnAidiunisdenn qudfian (Beta = 0.264)
0989178 Audafidudesld (Beta = 0.249) sumnuldla (Beta = 0.139) uazduausiula
(Beta = 0.132) mud iy dstu MnuamsAnyisweuiuauugiul 4 uarasUldiauamnisuinig
fanuduiusdonusinivesgnidiunisiodiessitfudAamnada Tasdlofinnsunluudas
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Model fun1suanma

Unstandardized Standardized t Sig. Collinearity

Coefficients Coefficients Statistics

B Std. Error Beta Tolerance VIF
(Constant) 0.842 0.168 5.002 0.000
AUNAR AU 0.087 0.060 0.083 1.462 0.145 0.333 3.005
AUTIAT 0.212 0.057 0.216 3.697 | 0.000% 0.319 3.131
AIUNTIRINLNE 0.069 0.065 0.071 1.056 0.292 0.241 4.146
PIUANLEZUNITNAA 0.429 0.059 0.448 7.228 | 0.000% 0.283 3.538
AUAIUUAAR 0.101 0.055 0.141 2934 | 0.047* 0.355 2.820
auanududium 0.221 0.056 0.228 3.957 | 0.000% 0.327 3.056
R R? Adjusted R? SE (est.) F Sig.
0.757 0.573 0.567 0.378 88.007 | 0.000

mnuduiusvesdiulszaumsnannfasiaiiiiennusnAvesgnidunisuense wandlily
M5197 5 lefiansanlunimsan wuidulsraunsnanadviadamduiusdonisuandessied
Hod1Agn19aia (p-value = 0.00 ) Iny d@rulszaunisnainfIviadIuITaes UL N1sUsnNaslasagay
56.7 (Adjusted R? = 0.567) waziilofiansanadaiimnumuniu (Tolerance) wasAdadianuuensi
Y93ANNUTUTIU (VIF) wudn ifidyvanuduiusiadunvansunss 1lesindn VIF sindn 10
uaze Tolerance g1 0.1 luynesdusznay uenniiilefinsuluusazesdusznay nu Tng
aupududiuda dudaasunisnain d1usian wazdiudiuyana denuduiusidsuaniunis
vansieateldud1AyN19ada (p-value < 0.05) lag AudaasunIsnaIn 18nsnasrenisuensiogs
fian (Beta = 0.448) sRIRwNABFUANLTUAIUA (Beta = 0.228) usIAN (Beta = 0.216) Uaz
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Model fun1sUaNAa
Unstandardized Standardized t Sig. Collinearity
Coefficients Coefficients Statistics
B Std. Error Beta Tolerance VIF
(Constant) 1.082 0.190 5.695 0.000
Fumudeie 0.202 0.062 0.191 3.269 | 0.001** 0.404 2.473
Fumusila 0.085 0.075 0.088 1.131 0.259 0.227 4.400
FuAefisudasle 0.202 0.076 0.208 2641 | 0.009% 0.221 4516
suanuldla 0.221 0.079 0.209 2799 | 0.005** 0.249 4.016
AUNTAUBINDY 0.472 0.077 0.451 6.149 | 0.000%* 0.257 3.895
ane
R R? Adjusted SE (est.) F Sig.
R2
0.676 0.457 0.451 0.426 66.298 | 0.000
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