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ABSTRACT

This independent study aimed to explore customer’ satisfaction towards services
of A&A NEO TECHNOLOGY CO.,LTD. Data collection was compiled from the distribution
of questionnaires to 304 customers of the mentioned company. Then, those given data were
analyzed by the descriptive statistics composing of frequency, percentage, and means.

The findings indicated that most respondents were male in the ages between 31 —
40 years old with Bahelor’s degree and working in a position of business owner for more than 5
years. Their business was registered in a type of company limited with 21 — 100 employees. In
the company, they recently owned 26 — 50 computers for office use and had taken computer
services from A&A NEO TECHNOLOGY Company Limited for 3 — 4 years. The most
important reason to select A&A NEO TECHNOLOGY Company Limited was about the good
consultation services given by the company. Source of information which led them to learn
about this company was from the introduction of sale persons.

According to the study on customer satisfaction towards service marketing mix
factors of A&A NEO TECHNOLOGY Company Limited the findings suggested that all factors
include product (product/service), price, process, place, people, physical evidence, and

promotion were accordingly rated at high level of satisfaction.



In product (product /service) factor, the highest satisfaction was given to variety
of product and service.

In price factor, the highest satisfaction was given to the prices of computer
products.

In place factor, the highest satisfaction was given to location of company where
was easy to reach to.

In promotion factor, the highest satisfaction was given to the offers of computer
supplements such as mouse, keyboard, and etc.

In people factor, the highest satisfaction was given to skills/abilities of staff who
dealt with the installation of network system and its devices.

In physical evidence factor, the highest satisfaction was given to the
reliability/reputation of the company.

In process factor, the highest satisfaction was given to the accuracy found through
documents about products.

The first coming problem found in each marketing mix factor complained by the
respondents was shown hereafter. In terms of product, they complained to the delay of product
delivery service. In terms of price, they complained to the expensive cost for computer spare
parts. In terms of place, they complained to the inconvenience in contacting with the company.
In terms of promotion, they complained to the less/no advertisement and public relations done
through media. In terms of people, they complained to the company staff who did not pay
attention to customers as they should. In terms of physical evidence, they complained to the
insufficiency of facilities provided in the guest rooms. In terms of process, they complained to

the delay of product delivery process.



