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ABSTRACT

This independent study aimed at exploring customer satisfaction towards marketing mix
factors of Toyota Leasing (Thailand) Company Limited, Chiang Mai Province. Data collection
was compiled from the distribution of questionnaires to 360 customers of Toyota Leasing
(Thailand) Company Limited, Chiang Mai Province. The given data were then analyzed by
descriptive statistics composing of frequency, percentage, and mean.

Based upon the findings, most respondents were single male, aged between 31-40 years
old. Their highest educational level was Bachelor’s Degree. They were business owners. Their
monthly income was 20,001 - 30,000 baht. Their car loan credit was 500,001 — 700,000 baht.
Their payment periods were 72 periods. The respondents used to receive the automobile loan
services with Thanachart Bank Public Company Limited, Chiang Mai Province. They knew
about Toyota Leasing (Thailand) Company Limited, Chiang Mai Province from their
acquaintances. The main reason they used service of Toyota Leasing (Thailand) Company
Limited, Chiang Mai Province was the flexible contract and procedure.

According to the study, the respondents had medium satisfaction of all marketing mix,
which can be sequenced as follows: Product, Process, Physical Evidence, Promotion, People,
Place, and Price, respectively. The sub-factors that the respondents had highest satisfaction of for
each marketing mix were as followed. In term of Product, it was the adequate loan credit

comparing to other financial institutions. In term of Process, it was the simple procedure and



flexible contract. In term of Physical Evidence, it was the proper lighting in the building and
service area. In term of Promotion, it was the distribution of premium gifts during special events
such as New Year and exhibition fairs. In term of People, it was the punctuality of service staffs.
In term of Place, it was the accessibility of location in community area. In term of Price, it was
the proper discounts for customers who paid off their loans prematurely, for example, 40%

discounts on interest payment for the customer who paid off the loan within 24 periods.



