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The purpose of this research was to study the service quality of the case
study company by using the SERVQUAL evaluation form and the Kano model in order
to find the gap of customer needs, to determine the level of customer satisfaction, and
to create the improvement plan for service quality of the case study company by
applying the Quality Function Deployment (QFD) technique. The scope of this research
will study about the commercial and industrial air-conditioning service business. The
questionnaire was developed by applying the SERVQUAL theory, the customer
relationship theory and the case study company’s policy which consists of 3 topics
including the speed of service, the reliability of service and the courtesy of service. The
questionnaires consist of 22 topics of service quality. Then, the survey was conducted
from 8 customers (3 respondents each); thus total respondents were 24 persons.

According to the research results, it was found that the service quality to be
improved involves 11 topics. Applying the technique of Quality Function Deployment the
improvement was planned in 3 phases. In phase 1, the service design requirement was
generated in 13 topics. In phase 2, the quality improvement process was designed in 6
aspects. Finally in phase 3, the control plan of four prioritized improvement process was
designed. The control plan consists of working plan, organization structure, skills &

training, and spare part management.
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Questionnaire for Research
Subject : Improvement of Service Quality and Customer Satisfaction :

A Case Study Air Condition and Refrigeration System Business

Explanation
1. This questionnaire, the objective is to study and evaluate the service
quality of the case study company of air conditioning and refrigerant systems. Which the
information will be useful for the development of service quality that meets the needs of
customers, therefore requesting cooperation in expressing your opinions by the following
details of the question
Part 1 General information of respondents
Part 2 Assessment of service quality of the company
Part 3 Quality of service according to the opinions of service recipients
Part 4 Additional suggestions
2. Please answer all questions according to reality. Because only true and
complete answers will help this research to be fully useful.
3. Your answers will be kept confidential. And will process the report as a
whole In order to study the application of qualitative distribution function techniques for
improving the service quality of the case study company of air conditioning and

refrigerant systems

Nathapon Kraisakdawat
Master of Business Administration Program Students
Industrial Management

Thai-Nichi Institute of Technology



Part 1 General Information of Respondents
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Statement Please mark v into the box (J In front of the message that corresponds to the

reality of the respondents

1. Gender

3 1) Male
2. Position

O 1) Executive

O 3) Supervisor/Project Control
3. Work Experience

(3 1) 0-2 Year

[ 3) 56 Year

(3 5) 9-10 Year

O 2) Female

O 2) Purchasing Staff
O 4) Other (SpecCify).....ccocevvveveinannn..

O 2) 3-4 Year
[ 4) 7-8 Year
0 6) More than 10 Year

Part 2 Assessment of Service Quality of the Company

Statement Please show your opinion about the services of the company. Compared to your

expectations by considering the level of service from numbers to digits, with

numbers 1 referring to the level of satisfaction or expectations that are expected

and increasing, respectively, up to number 9, which means the level of

satisfaction or the most anticipated demand

Levels of service quality expected will be defined as the level of service you

want to receive from the company. Which service level will be much less depending on

your needs.

Levels of service quality awareness will be defined as the service level of the

existing company that the recipient feels from receiving services

Please answer all queries. By selecting only 1 option in each column
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Levels of Service Quality

Levels of Service

No. Service Topics Expected Quality Awareness
Low High Low High
Service provider after receiving
1 12345673829 123456789
the information quickly.
Service provider has the ability to
2 complete the work according to 1234567829 1234567829
the specified period.
Service providers can provide
3 immediate service. When there is 1234567829 1234567829
an urgent situation.
Service providers are equipped
4 with spare parts for repair or can 1234567829 123456789
supply quickly.
Service providers have quick and
5 1234567829 1234567829
convenient contact channels.
Service providers have a good
6 knowledge of air conditioning 1234567829 1234567829
systems.
Service providers can provide
7 12345673829 12345673829
knowledge and advice to users.
Service providers have the ability
8 to explain the cause. solution 123456789 123456789
method to service recipients
Service provider can correct the
9 1234567829 1234567829
problem correctly.
Service providers have sufficient
10 number of technicians and 1234567829 123456789
engineers to provide services.
Service provider arranges to have
11 a supervisory engineer working 123456789 123456789
closely.
Service providers use new
12 technology tools and apply new 123456789 1234567829

technology to service
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Levels of Service Quality

Levels of Service

No. Service Topics Expected Quality Awareness
Low High Low High

Service providers have a history

13 123456789 123456789
of customer service information.
Service provider has prepared a

14 12345673829 12345673829
service report for the customer.
Service providers are guaranteed

15 12345673829 12345673829
quality of service to customers.
Service providers can strictly

16 follow the safety regulations of 123456789 123456789
the company.
The service technician spoke and

17 123456789 1234567829
was polite.
Technician who provides clean,

18 123456789 123456789
modest dress service
Service provider prepares the 5S

19 123456789 123456789
location after the operation ends.
Service providers have monitored

20 the results of corrections, repairs 123456789 123456789
or services.
Service provider has notified the

21 maintenance period for the 123456789 123456789
service provider.
Service providers are honest.

22 123456789 123456789

Open service, not cheating
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Part 3 Quality of Service According to the Opinions of Service Recipients
Statement Please mark 4 into the box [ In front of the comments that the recipient feels

if receiving or not receiving services in each service topics as below

1 | If service provider After receiving the If service provider don’t after receiving the
information quickly. information quickly.
[ Like / satisfied L] Like / satisfied
[] Must be L] Must be
L] Just feel [ Just feel
] Can accept ] Can accept
L] Don't like / disgruntled L] Don't like / disgruntled
2 | If service provider has the ability to If service provider don’t has the ability to
complete the work according to the complete the work according to the specified
specified period. period.
[ Like / satisfied [ Like / satisfied
[ Must be L] Must be
[ Just feel L] Just feel
L] can accept L] can accept
L] Don't like / disgruntled L] Don't like / disgruntled

3 | If service providers can provide immediate If service providers cannot provide immediate

service. When there is an urgent situation. service. When there is an urgent situation.

[ Like / satisfied L] Like / satisfied

L Must be L] Must be

L Just feel [ Just feel

[ can accept L] can accept

L] Don't like / disgruntled L] Don't like / disgruntled

4 | If service providers are equipped with spare | If service providers are not equipped with

parts for repair or can supply quickly. spare parts for repair or can supply quickly.
[ Like / satisfied [ Like / satisfied

[ Must be L] Must be

[ Just feel [ Just feel

[ can accept (] can accept

[] Don't like / disgruntled L] Don't like / disgruntled
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If service providers have quick and
convenient contact channels.

[ Like / satisfied

[] Must be

L Just feel

L] can accept

L] Don't like / disgruntled

If service providers don’t have quick and
convenient contact channels.

L] Like / satisfied

L] Must be

[ Just feel

L] can accept

L] Don't like / disgruntled

If service providers have a good knowledge
of air conditioning systems.

[ Like / satisfied

[ Must be

L] Just feel

L] can accept

L] Don't like / disgruntled

If service providers don’t have a good
knowledge of air conditioning systems.
[ Like / satisfied

[ Must be

L Just feel

(] can accept

L] Don't like / disgruntled

If service providers can provide knowledge
and advice to users.

[ Like / satisfied

[ Must be

L Just feel

[] can accept

L] Don't like / disgruntled

If service providers cannot provide
knowledge and advice to users.
[ Like / satisfied

L] Must be

L Just feel

L] can accept

L] Don't like / disgruntled

If service providers have the ability to
explain the cause. solution method to
service recipients

[ Like / satisfied

[] Must be

L1 Just feel

] can accept

L] Don't like / disgruntled

If service providers don’t have the ability to

explain the cause. solution method to service

recipients

[ Like / satisfied

L] Must be

L] Just feel

L] can accept

L] pon't like / disgruntled

If service provider can correct the problem
correctly.

L] Like / satisfied

L] Must be

L Just feel

L] can accept

L] Don't like / disgruntled

If service provider cannot correct the problem

correctly.

L] Like / satisfied

L] Must be

L] Just feel

] can accept

L] Don't like / disgruntled
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10

If service providers have sufficient number
of technicians and engineers to provide
services.

[ Like / satisfied

L] Must be

L] Just feel

L] can accept

L] Don't like / disgruntled

If service providers don’t have sufficient
number of technicians and engineers to
provide services.

L] Like / satisfied

[ Must be

[ Just feel

L] can accept

L] Don't like / disgruntled

11 | If service provider arranges to have a If service provider don’t arranges to have a
supervisory engineer working closely. supervisory engineer working closely.
L] Like / satisfied L] Like / satisfied
L] Must be L] Must be
L] Just feel L] Just feel
] Can accept [] Can accept
[ ] Don't like / disgruntled [ Don't like / disgruntled
12 | If service providers use new technology If service providers don’t use new technology
tools and apply new technology to service tools and apply new technology to service
[ Like / satisfied LI Like / satisfied
L] Must be [ Must be
L Just feel L Just feel
[] can accept ] can accept
L] Don't like / disgruntled L] Don't like / disgruntled
13 | If service providers have a history of If service providers don’t have a history of
customer service information. customer service information.
[ Like / satisfied L] Like / satisfied
[ Must be L] Must be
L] Just feel L] Just feel
] can accept L] can accept
L] pon't like / disgruntled L] pon't like / disgruntled
14 | If service provider has prepared a service If service provider don’t has prepared a

report for the customer.
[ Like / satisfied

L] Must be

[ Just feel

L] can accept

L] Don't like / disgruntled

service report for the customer.
L] Like / satisfied

L] Must be

L] Just feel

] can accept

L] Don't like / disgruntled
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15

If service providers are guaranteed quality
of service to customers.

[ Like / satisfied

[] Must be

L Just feel

L] can accept

L] Don't like / disgruntled

If service providers are not guaranteed quality

of service to customers.
L] Like / satisfied

[ Must be

[ Just feel

L] can accept

L] Don't like / disgruntled

16

If service providers can strictly follow the
safety regulations of the company.

[ Like / satisfied

[ Must be

L] Just feel

L] can accept

L] Don't like / disgruntled

If service providers cannot strictly follow the
safety regulations of the company.

L] Like / satisfied

[ Must be

L Just feel

(] can accept

L] Don't like / disgruntled

17

If the service technician spoke and was
polite.

[ Like / satisfied

] Must be

L] Just feel

[] can accept

L] Don't like / disgruntled

If the service technician spoke and was not
polite.

[ Like / satisfied

L] Must be

L Just feel

L] can accept

L] Don't like / disgruntled

18

If technician who provides clean, modest
dress service.

[ Like / satisfied

[] Must be

L Just feel

] can accept

L] Don't like / disgruntled

If technician who don’t provide clean, modest

dress service.

[ Like / satisfied

[] Must be

[ Just feel

[1 can accept

L] Don't like / disgruntled

19

If service provider prepares the 5S location
after the operation ends.

L Like / satisfied

L] Must be

L] Just feel

L] can accept

L] Don't like / disgruntled

If service provider don’t prepares the 5S
location after the operation ends.

L] Like / satisfied

L] Must be

L] Just feel

L] can accept

L] Don't like / disgruntled
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20 | If service providers have monitored the
results of corrections, repairs or services.
[ Like / satisfied

L] Must be

L] Just feel

L] can accept

L] Don't like / disgruntled

If service providers don’t have monitored the
results of corrections, repairs or services.

L] Like / satisfied

L] Must be

[ Just feel

L] can accept

L] Don't like / disgruntled

21 | If service provider has notified the
maintenance period for the service
provider.

[] Like / satisfied

L] Must be

L] Just feel

L] can accept

[ ] Don't like / disgruntled

If service provider don’t has notified the
maintenance period for the service provider.
[ Like / satisfied

[ Must be

L Just feel

[ can accept

[ Don't like / disgruntled

22 | If service providers are honest. Open
service, not cheating.

[ Like / satisfied

L] Must be

L] Just feel

L] can accept

[ ] Don't like / disgruntled

If service providers are not honest. Open
service, not cheating.

L Like / satisfied

[ Must be

L] Just feel

] can accept

L] Don't like / disgruntled

Part 4 Additional Suggestions
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