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ABSTRACT

The objective of the independent study was to study customer satisfaction towards
the services of Chiang Mai Yontrakit Limited Partnership. Data collection was completed
through the questionnaire distributed randomly to 120 customers. Then, the descriptive statistics
which consisted of frequency, percentage, and mean was applied in order to analyze data.

Based on the result of study, it was found that most respondents were 36-50 year-
of-age, business male owners, with High Vocational Certificate and Vocational Diploma levels
of education. In each month, they spent approximately 5,000-10,000 baht for used services at
Chiang Mai Yontrakit Limited Partnership. According to the result of questionnaire, it was
stated that business places of those respondents situated in Mueang district, in addition, it was
pointed out that their most favorite shop was the Chiang Mai Yontrakit Limited Partnership.
Those respondents, also, revealed that they knew about Chiang Mai Yontrakit Limited
Partnership from the long term transactions they dealt with the shop and the most service that
they used was enlarging pumps. It was, moreover, mentioned that the frequency in using
services from the shop was once a week. Interestingly, it was found out that most of the

respondents needed the Chiang Mai Yontrakit Limited Partnership to provide some auto parts



and other related equipments for bettering its service. Finally, from the result of questionnaire,
those respondents gave the reason of the service selection that due to its location where close to
their residences, they, thus, selected to use services from the shop.

According to the result of the study regarding the customer satisfaction towards
the services marketing mix factors of Chiang Mai Yontrakit Limited Partnership, it was
concerned to the following factors in orderly; place, people, product, process, price, physical
evidence and presentation, and promotion factor.

In place factor, the satisfaction was scored at the high, average level the first 3
sub-factors as follows; the contact for service via telephone, the convenient location for
transportation routes, and the sufficiency of parking lots, in respectively.

In people factor, the satisfaction was scored at the high level the first 3 sub-factors
as follows; working experience of employees, working skills of employees, and the reliable and
trustable services, in respectively.

In product factor, the satisfaction was scored at the high average level the first
3 sub-factors were as follows; one-stop service, after sale service and good customer care, and
the efficiency of its machines, in respectively.

In process factor, the satisfaction was scored at the high level the first 3
sub-factors as follows; on-time service, fast and punctual services, including the rapid and
accurate cashier services.

In price factor, the satisfaction was scored at the high average level the first 3
sub-factors as follows; cash payment, cost per each service, and amount of credit, in
respectively.

In physical evidence and presentation factor, the satisfaction was scored at the
high level the First 3 sub-factors as follows; reputation, large and safe parking lots, and the good
and clear proportion’s division for each service section that leaded the convenient contact.

In promotion factor, the satisfaction was scored at the moderate level the first
3 sub-factors as follows; providing discount for regular customers, public relation, and

advertisement, in respectively.



However, it was found some problems occurred in the use of services from Chiang
Mai yontrakit Limited Partnership due to the exploration from the respondents. The problems
found in services were mentioned, according to the service marketing mix factors as follows in
orderly; promotion, price, product, process, physical evidence and presentation, place, and
people factor.

The first problem which the respondent faced in each factor were as following:
Then, it was noticed that having few advertisements/none of advertisement was considered as
the problem found in the promotion factor while in people factor. Then the problem occurred in
the price factor which was mentioned by those respondents that the service costs were unstable.
The service problem was found in the product factor since the respondents noted that there were
no standard of works that Chiang Mai yontrakit Limited Partnership employees provided.
Then, the problem occurred in process factor was lastly mentioned when the respondents
complained that the employees could not finish the works by the determined time. Respondents,
moreover, claimed that the problem found in physical evidence and presentation factor was
about the small size of reception room. The place factor it was found out that its location was
not much convenient for transportation. While in people factor, the bad human relation of

employees was positioned as its problem.



