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A STUDY OF CUSTOMER SATISFACTION

AFTER SALE SERVICE AND LOYALTY OF CANON MULTIFUNCTION COPIER
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Abstract

The objectives were to study the satisfaction level from the
after-sale-service and the loyalty of customers using multi-function
copiers Canon. The questionnaires had been used as the tool by
distributing to the 65 customers who situated in the Bangkok
Metropolitan Region. Results of the research showed that the

satisfaction levels of the copier multi-function Canon’s the after-sale-

service was strongly concentrated on the personnel services.
Particularly in the areas of staffs to provide the services with honesty
(2.98) courtesy (2.95), fast service (2.92), respectively. To consider
the quality of the product, the quality of the copy, print, and scan job
got the highest score (2.80). The copier to meet the requirements
(2.75) was the second rank. The terms of loyalty (NSP), the
customers highly satisfied in the services of company’s staffs, and the
products which meet their requirement. It makes them in trusting the
company and advising to their relatives or friends to use multi-function
copiers Canon with the NPS score at 41.54%.

Keywords : Net Promoter Score (NPS), Satisfaction level, Loyalty of

customers.
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