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THANAKORN MONTRICHOK: TO STUDY DECISIONAL FACTORS AND
SERVICE SATISFACTION IN RECEIVING SERVICES: A CASE STUDY.
ADVISOR: ASSOCIATE PROFESSOR DR. SAKCHAI KIRINPANU, 63 PP.

Objectives were (1) to study factors that the M.A.N commercial vehicle
customers decide to receive services and their satisfaction level from the services, and
(2) to study the satisfaction level from the services of commercial vehicle of the partner
company customers. The 'questionnaire had been used as the tool by applying
marketing mix concept (4P): Product, Price, Place, and Promotion. In addition, the
influence of word of mouth had been analyzed. The satisfaction questionnaire had been
grouped by 4 parts: Service Quality, Customer Service Officer Quality, Mechanical
Quality and Overall Service Quality. The 10 decisional respondents had been gathered.
The satisfaction questionnaires were gathered randomly, totally 62 respondents: 31
respondents: from M.A.N customers, and 31 respondents from partner company
customers. The descriptive statistic had been used. In addition, Likert Scale had been
used to measure their satisfaction level: High Satisfaction (2.34-3.00), Normal
Satisfaction (1.67- 2.33) Dissatisfaction (1.00-1.66)

From the factors affecting the respondents’ decision to receive services found
that all factors have affected their decision such as specialization to repair M.A.N
vehicle, convenience to book for receiving services, the previous relationship, the
company’s famous and image, the quality of services, and the quality of mechanic.
Significantly, all of the respondents mentioned that word of mouth has strongly affected
to decide in service receiving.

From the satisfaction questionnaire analysis found that Quality of customer
service officers (courtesy of customer service officers) and Quality of mechanic
(courtesy of mechanic) have gained high satisfaction level. Quality of service and
Quality of overall services have gained only normal satisfaction level. This result
showed that the customer satisfaction was concentrated on the service officers. The

result of this study can be implemented to the business planning and the service quality

improvement.
Graduate School Student’s Signature
Field of Study Industrial Management Advisor's Signature

Academic Year 2013
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