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Abstract

The objective of this study was to study the customer satisfaction towards car rental service
of Winner Rock Partnership Limited Chiang Mai Province. The data was collected by questionnaires
from 135 customers who take services from the company. The data was analyzed through frequency
statistic, percentage, and mean. The result shows:

The majority of customer at Winner Rock Partnership Limited is male with American
nationality, aged between 46 — 55 years old, graduated and married, Most of the company targets are
professional people such as lawyer, doctor, and artist; who are having annual income between 30,001
US$ and 40,000 USS, In addition, they visited Chiang Mai for the first time and used car rental service
for one time for leisure purpose. The well-liked payment method is credit card which expenditure of
their trip is more than 200 US$ besides they had got the recommendation trip from hotel’s staffs;
Mercedes Benz is their pref'erence made of vehicle.

The study of customer satisfaction towards car rental services at Winner Rock Partnership
Limited revealed that the target market are highly satisfied regarding the service marketing mix which
included product or service, price, place (distribution), promotion, people, process and physical evidence

respectively.



Product — the first 3 satisfactions are: the variety of vehicles, the comfortable temperature in
vehicles, and the fully facilities in vehicles.

Price — the first 3 satisfactions are: the pricing rate varies on made and model of vehicles, the
rental rate by route, and the rental rate per day and per hour.

Place (distribution) — the first 3 satisfactions are: contacting through hote!’s staffs, availability
of the company office in the hotel, and contacting via oversea agencies.

Marketing Promotion — the first 3 satisfactions are: recommendation by the company
officers, advertising in journals and magazines, and placing brochures and fliers.

People - the first 3 satisfactions are: friendliness, prompt at service, and punctuality of driver.

Process — the first 3 satisfactions are: the convenient to reserve and rent vehicles, the
availability of cold towel and water, and the accessibility of up-to-date medias in vehicles.

Physical Evidence — the first 3 satisfactions are: fame of the hotel, hygienic and unique

driver’s uniform.



