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SUTUSANEE YENYAZUN : A STUDY OF SATISFACTION OF JAPANESE
CUSTOMERS TOWARDS SERVICE OFFICE NEAR ASOKE STATION AREA.
ADVISOR : DR. DUMRONGKIAT RATANA-AMORNPIN, 108 PP.

The objective of this study is to study satisfaction of Japanese customers
through expectations and perceptions towards service office near Asoke station area
within 5 dimensions including tangibles, reliability, responsiveness, assurance, and
empathy, to investigate the factors that could affect customer satisfaction. The samples
of a study are the Japanese customers who used service office near Asoke station area
amount 10 customers. In-depth interviews are conducted during April — June 2015,
then, a content analysis is used for analyzing data.

The results from this study show that “service office near the transportation”,
“service office’s staffs are suitable for jobs” and “service office’s staffs are polite” are the
most satisfied factors chosen by customers. Secondly are “public relations”,
“‘dimensions”, “lease agreement”, “rental fee”, “internal public relations”, “facilities” and
“service office’s staffs can solving the problems”. The reason of “service office near the
transportation” is the most satisfied factor due to the fact that Asoke area is the access
point to BTS skytrain and MRT Bangkok metro underground. And the reason of “service
office’s staffs can solving the problems” is the least satisfied amount factors because of

staffs cannot solve the problems for customers.
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‘ﬁ&l’l : Parasuraman, A; Zeitheml, V.A.; and Berry, L.L. (1990). Delivering

Quality Service : Balancing Customer Perceptions and Expectations. p. 15-16.
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