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Abstract 

 The purpose of this research is to examine the effects of strategic customer service innovation 

on performance of branch offices of Thai Life Insurance company limited (public) in Thailand.                  

The questionnaires are used for collecting the data from 308 branch managers of Thai Life Insurance 

company limited (public) in Thailand. The data analyzing methods include mean, standard deviation, 

multiple correlation analysis, and multiple regression analysis. Strategic customer service innovation is 

regarded as independent variable that affects performance. The findings reveal that strategic customer 

service innovation in aspect of customer value is found that to positively relate and effect on overall 

performance. Therefore, the branch office managers should focus on strategic customer service innovation 

in planning, improving, and developing in their operation. Moreover, concentrating on the various forms of 

strategic customer service innovation is also important to develop business and leads into sustainable 

success of the organization in the long run. 

 

Keywords :  Strategic Customer Service Innovation, Performance  of Branch Offices,  

     Thai Life Insurance Public Company Limited  
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4&� TPO SRS CSB CVB VIFs 

X  4.33 4.58 4.60 4.65  

S.D. 0.38 0.45 0.37 0.36  

TPO - 0.345* 0.426* 0.494*  

SRS  - 0.584* 0.625* 1.792 

CSB   - 0.663* 1.948 

CVB    - 2.105 
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�0�"���	�0 �
,����&
��;���-�����,0��(CSB) 0.177 0.137 1.293 0.200 
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F = 9.536 p = 0.000  Adj R2 = 0.234 
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