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ABSTRACT

The purpose of the study was to assess the satisfaction of customers for the services of
Somchit Air Engineering Company Limited. The samples were 162 customers of the company
who used air-conditioners in their homes in Chiang Mai province and purchased air-conditioners,
with installation services, from Somchit Air Engineering Company Limited in 2004.
Questionnaires wer.e\used to collect data for subsequent analysis by frequency, percentage, and
means,

The majority of the respondents were 30-39 year old females who graduated with
bachelor’s degrees. The respondents worked in private companies and eamed monthly incomes
0f 10,001-20,000 baht. Typically, they had 2-4 family members and owned one air-conditioner in.
their homes. Respondents knew Somchit Air Engineering Company Limited via word of
mouth. The reason that respondents stated for choosing Somchit Air Engineering Company
Limited was recommendations from friends and relatives.

The result of the study indicated that there was a high degree of respondents’ satisfaction
in Tangibility, Credibility, Assurance and Empathy factors. Respondents had a moderate degree
of satisfaction with some sub-factors of the overall service quality components, ranked in

descending order as:



In Tangibility, respondents were highly satisfied with these sub-elements: the company
had clear, detailed and credible job/service order documents; their service vehicles appeared
credible, and were easily identified with visible logos.

In Credibility, respondents were highly satisfied with the following sub-factors: plécing-
orders for installation & maintenance jobs, politeness of telephone operators, on-time service
appointments, experienced staff for air-conditioner installation and maintenance, staff rectified all
issues raised by customers, staff could install or maintain air-conditioners within schedule
periods, and the company’s equipment for installation & maintenance were well maintained.

In Assurance, respondents were highly satisfied with the following features: polite and
well-mannered service personnel, and staff’s conduct which reinforced respondents’ trust in the
company’s services. |

In Empathy, respondents were highly satisfied with the hours of operation that suited
customers’ convenience,

In Responsiveness, respondents were moderately satisfied in all the sub-factors as
follows: service staff’s readiness to provide information or advice at all times, company’s system
for servicing customers quickly and punctually, staff who could provide simple advice on
installation & maintenance, company’s staff that could complete service quickly, and staff
available to service customers when needed.

The study revealed that, in all aspects, the means for respondents’ expectations were
higher than the means for respondents” actual satisfaction.

Service problems experienced by respondents, ranked by highest percentages, were:
service personnel’s lack of punctuality, no advice given for technical problems, and no basic

instructions provided for operating air-conditioners.



