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ABSTRACT

This study had an objective to study customer satisfaction towards the services
provided by Wittaya Service. It had been gathered data by questionnaire using for the customers
who came to use services at the Wittaya Service with convenience sampling in totally 200
respondents. The results of this study found that.

The most of the sampling people were male, married status and graduated in Bachelor
. Degree as the highest education’s level. Majority of the respondents was between 31-40 years old,

freelance careers / employees with average incomes 5,001-10,000 baths a month. Mainly of them
used cars and brought their cars to be served at the Wittaya Service. In addition, mostly of these
respondents lived in Mueang District, Chiang Mai Province, and knew Wittaya Service from
-persons (relatives, friends, known persons). A reason of their decisions to use this Wittaya
Service was closing by their houses / work places, and they took their cars to be served at this
garage in uncertain frequency. They mostly used a service in machine-oil’s changing with
average costs 1,001-2,000 baths a time which they also had ever used services at other garages

beside the Wittaya Service.



W

Their Satis'factioné in service-marketing mix factors of the respondents about using
Wittaya Services, which had the high level of satisfactions, were price factors, personal factors,
place factors, process factors and product/services factors respectively. The moderate level of
satisfactions for these respondent were physical guidance presentation factor and ' promotion
factors.

For sub- factors which had the highest means; concerning the product and service was
reporting by telephone to customers after finishing repairs; concerning the price was providing
the price assessments befdre repair operations; concerning the place method was convince
contact to ask the services; concerning the promotion was advertisements and public relations
about information in various media; concerning the personnel was friendly relations and good
behaviors to customers; concerning the physical guidance presentation was safety of customer’s
belonging; and concerning the process was report the repair-service costs to customers before

using services.



