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ABSTRACT

This independent study aimed at investigating customer satisfaction towards
training service quality of Bangkok Quality Services Company Limited. Questionnaires were
used as the tool to collect data from its 102 organizational customers, in which companies and
shops were included. The data obtained were analyzed by the descriptive statistics, composing of
frequency, percentage, means, and cross tabulations, as well as, the inferential statistics including
the Independent sample t-test.

The study results revealed that most questionnaire respondents were female aged
26-35 years old, working in a pose of engineer and officer and having working period for more
than 10 years or equal. The frequency in asking for the service from the studied company was
once in a year. The correspondence made to the company was mostly done via telephone and
email channels. Type of requested service was the ISO/TS16949 training. Most of them were
from a group of metal affixed or metal molding manufacturers.

The respondents expressed their overall satisfaction towards service quality of
Bangkok Quality Service Co., Ltd. at satisfied level and following were respectively shown the

aspects they satisfied with: reliability, assurance, empathy, responsiveness, and tangible.



For the aspect of tangible, the highest satisfaction was the polite dress of trainers.
The following elements got the lowest satisfaction: the presentation of company’s image; the use
of modern appliances or tools to serve customers; and the documents related to training service.

For the aspect of reliability, the top 3 satisfactions, which were also ranked as the
top satisfactions among all 5 aspects, were the trainers who could provide answers to all questions
and solutions for found problems; the trainers who provided correct training in according to the
program content; and the trainers who attempted to train customers until they understood in all
program contents as planned. However, the lowest satisfaction was the training to be done in
according to the agreed schedule.

For the aspect of responsiveness, the highest satisfaction was the immediate service
to be provided when needed. The following elements got the lowest satisfaction: the training done
in appropriate period as needed, the availability of consultation at the pre- and post-training
stages; and the enthusiasm of the company to provide rapid training data-related response to
customers. These elements were also ranked as the 3 of 10 for the most dissatisfied elements of
all aspects.

For the aspect of assurance, the highest satisfactions were the trainers who trained
customers politely and the safety in keeping customer’s confidence. These elements were ranked
as the 2 of 10 for the most satisfied elements of all aspects. However, the lowest satisfaction
found in this aspect was the performances of trainers in the following terms: communication,
academic comprehension and human relation and business.

For the aspect of empathy, the highest satisfaction was the good attention of trainers
to the need of customer. However, the lowest satisfactions were the acknowledgement of trainers
to the personal need of individual; and the trainers serving customers as needed and expected.

These elements were also ranked as the 2 of 10 for the most dissatisfied elements of all aspects.



