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ABSTRACT

At the present, when insurance business is highly competitive in the market,
customer service becomes essential and crucial part in the business inevitably. To improve
quality work performance of staff concerned, this independent study was conducted for two

primary objectives.

1. Study of work performance of staff in life insurance’s business.

2. Study of work satisfaction of staff in life insurance’s business in each branch.

‘The population of the study were 98 permanent employees from AIG Group
Business of 3 service branches &t Chiangmai, Konkaen and Hadyai. The study was focused on 3
areas : study of standard time in Claim and U&l (Underwriting and Issuing) section, work
procedures in Claim section and work satisfaction of the employees in every section of the three
branches. Three methods conducted to get all the data were time recording, interviewing and

questionnaire distributing.

According to the study of standard time, we found that, in Claim section, Konkaen
branch spent the shortest time in approving cases at 5.32 minutesfcase followed by Hadyai and
Chiangmai branches at 7.26 and 7.28 minutesfcasé respectively. As for U&I section, Chiangmai
branch processed ASUB, approved non-med case the fastest at 4.18 minutes and 3.15
minutes/case respectively. Konkaen branch spent the shortest for approving med both clean and
complicated cases at 4.23 and 13.5 minutes/case respectively and ADLR at 1.53 minutes/case.

Compared with the recorded standard time, the actual working hours were normally



outnumbered those of the standard time recorded because, during the actual working hours, the
staff were usually interrupted by other activities that were not of their main functions. The result

of work procedures study showed that all service branches’ work procedures were similar,

From the study of job satisfaction, satisfaction of the job and job position of staff at
Konkaen and Hadyai branches ranked high while thase of Chiangmai branch graded medium. In
the topic of working with good mental health, statistics showed high ‘Ievel at all three branches.
Regarding satisfaction of supervisors, work atmosphere, colleagues, salary & pension, stability
and progress of the profession, staff in each branch had satisfaction in medium level. As for
fringe benefits received from the company, Konkaen branch had satisfaction at medium level
while Chiangmai and Hadyai branches showed at high level. To increase work efficiency of the
staff, it was advised that staff training be conducted to create teamwork and job benchmark be

set up to enhance effective work progress as a whole.



