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ABSTRACT

This study focused on investigating customer satisfaction towards service quality of The
Urbana housing project. The subjects were 200 residents at The Urbana. The data was analyzed
by descriptive statistics which consisted of frequency, percentage and mean. In the analysis,
paired sample test (t-test) was used based on the statistics level of 0.05. When the mean of
perception was not different from the mean of expectation, it meant the customers were satisfied.
When the mean of perception was lower than the mean of expectation, it meant the customers
were not satisfied. When the mean of perception was higher than the mean of expectation, it
meant the customers were delighted.

The study of the demographic data showed that the majority of the subjects were female,
40 to 49 years old, and married. They graduated with Bachelor’s degree. They had their own
business/were entrepreneurs. They earned a monthly income of 20,001-50,000 Baht. Their status
was owner of the house, and they had been living at The Urbana for 1-3 years.

The data about expectation and perception of customers towards service quality at The
Urbana showed that the customers had a higher level of expectation than that of perception in
every factors, namely trustworthiness, ability to response to customers’ needs, service
effectiveness, service accessibility, friendliness, communication, creditability, security,
understanding and knowing customers, and service practicality. It could then be inferred that the

customers were not satisfied withall aspects of service quality. However, when considering



sub-factors, it was found that under service accessibility, the sub-factor that the customers were
satisfied with was home-called repair service.

From considering the difference in customers’ expectation and perception towards
service quality of The Urbana based on the difference in sex, it was found that male customers
had higher level of expectation than that of perception in every factor, which indicated that male
customers were not satisfied with service quality in every aspect. When considering sub-factors,
it was found that the customers were satisfied with only 2 sub-factors: under service accessibility,
it was home-called repair service; and under understanding and knowing customers, it was staffs
remembering customers’ needs very well and being able to provide needed information
systematically. This indicated that the customers were satisfied with these sub-factors. Female
customers had a higher level of expectation than that of perception in every factor, which
indicated that female customers were not satisfied with the overall service quality in every aspect.
When considering sub-factors, it was found that there was no sub-factor that female customers
were satisfied with.

From considering the difference in customers’ expectation and perception towards
service quality of The Urbana based on income, it was found that customers who earned lower
than 50,000 Baht had higher level of expectation than that of perception in every factor, which
indicated that this group of customers were not satisfied withthe overall service quality in every
aspect. When considering sub-factors, it was found that there was no sub-factor this group was
satisfied with. Customers who earned more than 50,000 Baht had higher level of expectation
than that of perception in every factor, which indicatedthat this group of customers were not
satisfied with the overall service quality in every aspect. When considering sub-factors, it was
found that the customers were satisfied with only service accessibility in terms of home-called
repair service. This indicated that the customers were satisfied with this sub-factor.

When considering nearly customer perception towards service quality of The
Urbana, however it was found that the customers perceived at the high level with most of the
factors, namely trustworthiness, ability to response to customers’ needs, service effectiveness,
friendliness, communication, creditability, security, understanding and knowing customers, and

service practicality. The customers perceived with service accessibility at the medium level.



