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KITTIPONG TAPANA : FACTORS AFFECTING TO THE CUSTOMER'S
SATISFACTION OF SERVICE OF THE INDUSTRIAL INSTRUMENT CALIBRATION
CENTER TECHNOLOGY PROMOTION ASSOCIATION (THAILAND-JAPAN).
ADVISOR : MR.RUNGSUN LERTNAISAT, 87 PP.

The objective of this Independent study is to study the following. 1) To study
factors effecting customer’s satisfaction of service of such industrial instrument
calibration center. 2) To study customer behavior in using service of industrial
instrument calibration center of Technology Promotion Association (Thailand—Japan).

Sample groups are customers who have come to use services of the industrial
instrument calibration center. Numbers of 360 persons are for general questionnaires.
The tools and statistics used for supporting this study and analysis are questionnaires,
percentage, frequency, average, F-test, t-test, one way analysis of variance and
Pearson’s Product Moment Correlation Coefficient.

Results of study are as follows: Most of sampling groups are middle-sized
companies. The major kinds of industry are testing and calibration laboratory. Most of
companies are Thai companies. The highest type of calibration is temperature
calibration. The major groups come to use service 6 months to one year per time, the
cost by average per time is more than 5,000 baht, but not over 10,000 baht, and come
to use service on Monday. Results of study are as follows: 1) Tangibility factor: The
calibration center has a warm welcome, friendliness and clean. 2) Responsiveness
factor: There are many types and framework of calibration to service and all staffs have
carefulness in receiving and sending the instruments. 3) Reliability factor: The
calibration result has an accurate and precision, all staffs of the calibration center have
high skill in calibration. 4) Assurance factor: The instruments that are used for
calibration comply to the laboratory standard and TPA’s is the leader in calibration
services. 5) Empathy factor: The calibration center has On-site calibration services and
has delivery services the instrument for adding convenience to customers. 6) Customer
satisfaction factor: The customers will come back to use service, talk about the
calibration center in good image and suggest other customers to use service again in

the future.

Graduate School Student’s Signature........................
Field of Study Executive Enterprise Management Advisor's Signature........................
Academic Year 2012
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This questionnaire has been created for using in the individual study into
“Factors Affecting To The Customer Satisfaction of Service of The Industrial Instrument
Calibration Center Technology Promotion Association (Thailand-Japan)”’.The answer is
get from the questionnaire. The researcher will use the information for individual study
only and it will be confidential information in order to get correctly and completely

information.

Thank you and best regards
Researcher

Mr.Kittipong Tapana
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1 A o 6
#2291 : anwenN9lIzBINIAEAT

Part 1 : Demography of austomer

1. PWIAVDILTEN ( What is Your the Company Size?)
DA e . &
(1) Tnay (@wiknawannnin 500 awdiw i)
(2) NAENENNUNINNTY 100 A% La bajtAis 500 A)

(3) Lan(@EnHnNwlNLIAY% 100 A)

2. szinnaaswnasu (What Kind of Your Industry?) (aav'leuinnin 1 49)
(1) 9ARIANTINAINIT
) aaﬂgummsmaaumaaaummu
(3) W AT UE IS
@) teidaslF i uasiug 1o annsaRng
(5) A2 BBLINIITINELRFINUANEN
(6) aamuawmsaamm
(7) wanaanadilegsinszn
(8)
©) fhe, Ulastad
(

bnINd ﬂ, LLﬂ’J N3N

)}

10) SN

3. Y3zLANUSN (What Kind of Your Company?)
(1) U3 lne (3) LIENAIUAN (5) Au9

(2) YAEN A (4) LVIENI
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d%A 2 : NgANTINAT LTV

Part 2 : Customer Behavior

1. Uszinnananiildusnmsnsseuiisy @avldwinnii 1 49)
(1) &1 I#A (6) MNIANMVTUTUWNE
(2) BTN NUAY 7) sndInas
(3) &G (8) a1 2LAN
)

A

(4) VNIAUALLAIDITI (9) MR

U

(5) s12739da

2. lanadoudy viwnliuimsngudseuiiivy &.8.0. Uasiosla? (How Often do you
Come to TPA’s Industrial Instrument Calibration Services Center?)
A
1) NNLaa
2) 2 - 3 LlaudAanTd

(

(

(3) 4 - 5 LA ouRan3s
(4) 6 L5iaw - 1 Deianss
(

' a L \ &
5) 11nnin 1 Daulddenss

3. lumsunldusmisudazass eldioaasdmsurSenvesinudaila? (How Much
Does it Cost Per Time by Average?)

(1) laitAin 1,000 1N

(2) 11NN 1,000 LN WA bt 5,000 LN

(3) ¥1NN31 5,000 LN L LAY 10,000 LN

(4) ¥NN31 10,000 LN La baLA 50,000 LN

(5) 41N 50,000 LN

4. laaun@uar viuanlauimsluiula? (Usually, Which Days of the Week do you Come to
TPA'’s Industrial Instrument Calibration Services Center?) (@a‘l_lvlﬁu’mﬂ’i’l 1 ‘ffa)
(1) Iun3 (3) W3 (5) An3

(2) 8917 (4) NOQRFUA
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Part 3 : Customer Satisfaction to Quality of Industrial Instrument Calibration

Center Services

1 = lifudnadbs

2 = lAnesunn

3 = lAuaIuua lAnA1
4 = [ RAUGILNIN

5 = LAWALAENIE

o A o 3 A &
annnatngInuasailsznauntilnugilsssy
(Questions Concerning the Tangibles Factors of Industrial Instrument

Calibration Center Services) Atmosphere and Environment.

LAY

[ A Y ]
AN mn‘nqm +—> %aﬂ‘nﬁ;ﬂ

5 4 3 2 1

3 a < dd a
1. ﬂuﬂﬁauLﬂﬂu@]ﬂa%}ﬂ'ﬂl,ﬂuyndaz@')ﬂ

guu‘aamﬁuuﬁmmamnﬁ,ﬁmwa

guﬁaauLﬁyuﬁmimmﬂﬁauejmﬂuﬁmm

ﬂuﬁaamﬁuuﬁmmn‘ﬁamw

guﬁaauLﬁuuﬁ'&ﬂﬁ:ua:ﬁﬁhﬁm%’ugﬂﬁwashaa:mnamzJ
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(Questions Concerning Responsiveness to Customers) Service and Promotion.

v
VaAIN

sEAY

N']ﬂ“n?!ﬂ “—> %i’JEI‘YIE‘!ﬂ

¥
~

v

¥
~

5

4

3

2

1

7. msa@mmmﬁmmgﬂﬁm%’@Lam

8. NN TaNadla nyzfasasw wianliusn1satng

FIATUIND

6 a v a = dl
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UNIFAULN UUVL@‘TLE‘?N 3]
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=
ROULNYU
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(Questions Concerning Reliability of Industrial Instrument Calibration

Center Services)

v
VaAIN

LAY

¥
~

v

¥
~

N']ﬂ“(l?!@] +“—> %a&lﬂ@!ﬂ

5

4

3

2

1

15. NIRIOUINWFBULALY 370152 @398287 tulianw

P v e
SzﬂzL’m’WIﬂﬂﬂ\‘iﬂ%vL’J

16. ENTW/Q LAWY 29LA30IN D NAIINNHIVAITRBULNLLINN

' = A a
R.&.7N. agluamwwmuaumu

17. 9189 BRANIRBULANY ﬁmwgﬂ@?ad ATUDIW WAz

IR &9

18. Wi fiseuifisunnaniianadiwiglunissanifioy

A A
LAYV
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20. N13ABLTUNITILIAINTIFIIN UL T @ UL AL UNA DI
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(Questions Concerning Assurance)
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2
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22. inuanladesasionnasgmilslunissouisuduly

AUNIAIP N BIUGTAN
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(Questions Concerning Empathy) Information Channels
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v
VaAIN

sEAY

¥
~

v

¥
~

Nﬂﬂﬂqﬂ “—> %ﬂﬂﬂQQ

5

4 3

2

1
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tﬂ‘ A Q
LAIBINBIN
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(Questions Concerning Satisfaction)

¥
AN

S£AY

&l']ﬂﬂé!ﬂ +“—> uazmqm

¥
~

v

¥
=

5

4 3

2

1

33. lnawiaavinwaznauun L tusn1sae Uiy UL 0 AV A

=
R.8.N. 8N

34. tha:uu:ﬁﬂﬁ;jﬁu Il FUSAIRO U ULAI 09N 87 AN
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%

' R & a v ol
35. WWNQZﬂaq?ﬂﬂﬂ%UﬁaULWUU N.].7N. luLLG@ Iﬂ“ﬂuqfﬁ’]ﬂ

TaLAWOLL

VOUAMATY (Thank You)
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