This survey is divided into 9 sections: 

· Respond to each question with whatever knowledge you have. There is no right or wrong answers. Be honest and realistic in your assessment. 

· For Section 1 to  8, state your agreement based on the following scales;



      1              2             3            4              5            6              7

Strongly Disagree |________|_______|_______|_______|_______|_______| Strongly Agree

Based on the company that you have purchased your car insurance policy from, please rate the questions below: 
	Section 1: Perceived quality

	The company employees (agent) tell me exactly when services will be performed
	1
	2
	3
	4
	5
	6
	7

	The company employees (agent) give me prompt service
	1
	2
	3
	4
	5
	6
	7

	The company employees (agent) are always willing to help me
	1
	2
	3
	4
	5
	6
	7

	The behavior of the company employees (agent) gives me confidence
	1
	2
	3
	4
	5
	6
	7

	The company employees (agent) understand my specific needs
	1
	2
	3
	4
	5
	6
	7

	

	Section 2: Perceived value

	The $ premium cost for the company’s insurance is low, compared to other car insurance companies 
	1
	2
	3
	4
	5
	6
	7

	The flexibility of the company’s insurance is sufficient to meet my needs
	1
	2
	3
	4
	5
	6
	7

	The company’s insurance policy provides additional financial benefits and assistance 
	1
	2
	3
	4
	5
	6
	7

	I can readily understand the exclusions in the insurance policy document 
	1
	2
	3
	4
	5
	6
	7

	I regard the policy premium as acceptable 
	1
	2
	3
	4
	5
	6
	7

	I consider this company car insurance to be a good buy 
	1
	2
	3
	4
	5
	6
	7

	

	Section 3: Perceived equity

	I have been treated right by the company (treated justly and honestly)
	1
	2
	3
	4
	5
	6
	7

	I have been treated fairly by the company
	1
	2
	3
	4
	5
	6
	7

	
	
	
	
	
	
	
	

	Section 5: Purchase intention
	
	
	
	
	
	
	

	I will continue to buy and use this product
	
	
	
	
	
	
	

	I will recommend others to buy and use this product
	1
	2
	3
	4
	5
	6
	7

	I will only buy and use a similar product when this product is not available anymore
	1
	2
	3
	4
	5
	6
	7

	Even if its price were to increase, I will still buy and use this product. 
	1
	2
	3
	4
	5
	6
	7

	I would positively recommend the company’s car insurance to other people
	1
	2
	3
	4
	5
	6
	7

	


	Section 6: Satisfaction

	I am very satisfied with the service provided by this company.
	1
	2
	3
	4
	5
	6
	7

	This company does a good job of satisfying my needs.
	1
	2
	3
	4
	5
	6
	7

	The service provided by this company is very satisfactory.
	1
	2
	3
	4
	5
	6
	7

	I believe that using this company is usually a very satisfying experience.
	1
	2
	3
	4
	5
	6
	7

	I made the right decision when I decided to use this company.
	1
	2
	3
	4
	5
	6
	7


	Section 7: Switching

	I will incur high cost if I were to switch to another company
	1
	2
	3
	4
	5
	6
	7

	I will incur inconveniences if I were to switch to another company
	1
	2
	3
	4
	5
	6
	7

	I will incur a lot of wasted time if I were to switch to another company
	1
	2
	3
	4
	5
	6
	7

	I will incur monetary losses if I were to switch to another company
	1
	2
	3
	4
	5
	6
	7


	Section 8: Brand Preference

	This company meets my car requirements better than other companies
	1
	2
	3
	4
	5
	6
	7

	I am interested in trying car insurance from another company
	1
	2
	3
	4
	5
	6
	7

	I intend, in the near future, to replace this company’s insurance with another company
	1
	2
	3
	4
	5
	6
	7


Section 9: 
1. Gender: (Please mark “X”)

	
	1
	Male

	
	2.
	Female


2. Education level: (Please mark “X”)

	
	1.
	Certificate / Diploma

	
	2.
	Bachelor degree

	
	3.
	Masters degree

	
	4.
	PhD.

	
	5.
	Others (please specify):
	__________________________________


3. Age (Please mark “X”)

	
	1.
	Under 25

	
	2.
	25-29

	
	3.
	30-35

	
	4.
	36-39

	
	5.
	40-45

	
	6.
	46-50

	
	7.
	50 and above


4. Current employment category (Please mark “X”)

	
	1.
	Unemployed / student.

	
	2.
	Support Staff / Non-executive staff / Administrative

	
	3.
	Professional staff / Supervisor / Leader / Engineer

	
	4.
	Middle Management

	
	5.
	Top Management

	
	6.
	Others


5. Income (Please mark “X”)

	
	1.
	Less than RM2,000

	
	2.
	RM2,000-RM2,999

	
	3.
	RM3,000-RM3,999

	
	4.
	RM4,000-RM4,999

	
	5.
	RM5,000-RM5,999

	
	6.
	RM6,000 or more

	
	7.
	Not working


6. Ethnicity (Please mark “X”)

	
	1.
	Malay

	
	2.
	Chinese

	
	3.
	Indian

	
	4.
	Others __________


Thank you very much

Topic 6: Perceived value, quality and equity: relationships with customer satisfaction in a service industry.

Service Quality, Value, Satisfaction, Loyalty
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