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ABSTRACT

The purpose of this research is to study customers’ satisfaction towards the service
quality of Chang-Thong Air Service shop in Chiangmai Province. The selected population of this
research was 110 customers of the shop who lived in Chiangmai Province. Questionnaires were
employed as an elicitation tool of data collection so as to derive frequency, percentage, mean,
standard deviations and report alongside tables.

The results showed that most respondents were female and between 41 and 60 years of
age. Their highest qualification was bachelor degree. They worked as government officers,
government pensioners, or state enterprise officers with monthly incomes between 10,001 and
20,000 baht. Their family members were averagely between 2 and 3 people. They averagely used
one air-conditioner per one household. The medium that made the respondents know the shop the
most was words of mouth. Most respondents’ reasons to choose the shop’s service were due to its
fast service.

Most respondents were satisfied with service quality of the shop at high level which
was the factors of Tangibility, Reliability, Responsiveness, Assurance and Empathy. The sub-
factors with high mean level at the first three rank list of each quality dimensions were as
follows:

In terms of Tangibility, the respondents were satisfied at high level with the sub-factors

of comprehensive instruction manual documents and warranty, of the shop’s service invoice or its



service which was clearly detailed and reliable, and of the shop’s automobiles which had obvious
and credible emblem on.

In terms of Reliability, the respondents were satisfied at high level with the sub-factors
of the shop’s staff that was skillful and could install an air-conditioner or fix the exact air-
conditioner problems the respondents notified to the shop in a specified time.

In terms of responsiveness, most respondents were satisfied at high level with the sub-
factors of service. The shop staff gave respondents some easy-to-understand advice on how to
install or maintain good condition of air-conditioners, the shop could gave fast service to
customers with punctual time, and staff were always at the shop to give some counseling to
customers.

In terms of Assurance, the respondents were satisfied at high level with the sub-factors
of the shop having the staff that possessed competence and competency, was polite and could
give the customers right installation or maintenance information to create confidence and
impression on the part of the customers who used the shop’s service.

In terms of Empathy, the respondents were satisfied at high level with the sub-factors
of the shop having office hours that were handy for customers to visit and staff that was
interested in and understood the customers’ needs genuinely and paid close attention to every
customer.

The results of the study of comparing service quality revealed that the sample gave
importance to and were satisfied with tangibility, reliability, responsiveness, assurance and
empathy at high level. The findings of this study can be used by this entrepreneur as a guideline

for improving the service quality of Chang-Thong Air Service shop in the future.



