BKRY 00006 .o A

‘ TARUMT ﬂ GIA DINH
g A UNIVERSITY
International Conference on Destination Management (ICDM 2026)

The 2" National Research Conference of the Southern Universities Graduate Studies Network
12-14 June 2026, Phuket Thailand

({lammls)

Guidelines for improving the insurance claims process to reduce
delays: Under Tipaya Insurance Public Company Limited.

Alisa Sangsinchai and Kotchaporn Chuenchan

Faculty of Management Science, Phuket Rajabhat University

Corresponding author: E-mail address: s6714672140@pkru.ac.th

Received: 23-05-2026, Revised: 15-05-2026, Accepted: 25-05-2026

Abstract

This research aims to 1) study the current operations and causes of delays in the auto insurance
claim process of Dhipaya Insurance Public Company Limited, 2) analyze wastes and bottlenecks
within the operational procedures, and 3) propose process improvement guidelines to minimize
delays. This qualitative research utilized semi-structured in-depth interviews to collect data from
a purposively sampled group of 5-8 key informants. The sample group consisted of executives,
supervisors, operational staff, and representatives from network garages.

The study found that the primary causes of delay in the claim assessment process stem from
waiting wastes, particularly during the price estimation and repair approval stages. Additional
delays are caused by over-processing in the submission and evaluation of damage photographs,
as well as by discrepancies in standard spare-part pricing negotiations between the garages and
the company. The proposed improvement guidelines include the integration of a centralized
pricing database to reduce negotiation time, the elimination of redundant data entry steps across
multiple systems, and the preparation for applying automated technology in initial damage
assessments. These guidelines will enhance operational efficiency, reduce errors, and ensure the
service duration aligns sustainably with the company's Service Level Agreement (SLA).
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