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ABSTRACT

This independent study aimed to explore customer satisfaction towards the
computer network installation services of Lannacom Co., Ltd. Data collection was conducted
through the distribution of questionnaires to 44 officers affiliated with the computer service
center of the university who perceived well their services. Then, data was analyzed by the
descriptive statistics using frequency, percentage, and means.

Result of the study indicated that most respondents were male whose ages were
between 20 — 30 years old. They held the Bachelor’s degree and had worked as the computerists
at Naresuan University Phitsanulok province for 4 — 8 years. Lannacom had done them a service
in installing computer”s network for the duration of less than 3 years. The main reason for using
installation services of Lannacom Co.Ltd. was they gave them good suggestion and
apprehensible presentation in network installation. Most of them knew this company from their
salesman.

According to the study of customer’s satisfaction towards services from
Lannacom Co., Ltd. , which was at the first priority hereafter the findings were shown.

In term of consultant, they rated average at the highest for the advice which was

relevant to the university’s policy. In term of the computer network system design, they rated at



the highest for the system design which supported the expandability and was right installed
according to the direction of manufacturer. In this term, the respondents also rated for the
installation done upon the agreement. In term of installation, they rated at the highest for the
availability of service center, served for any announcement of restoration, where customers
could contact via either e-mail or telephone or website.

Regarding the results of study on customer’s satisfaction towards the service
marketing mix factors, the respondents rated at highest level of satisfaction for the factors
namely physical evidence, people, service process, product (product/service), and place.
However, price and promotion factors were rated at only moderate level of satisfaction ,
respectively.

In product (product/service) factor, they rated highest average for the fame and
reliability brand of the product.

In price factor, they rated highest average for the duration of credit terms.

In place factor, they rated highest average for the convenience in ordering product.

In promotion factor, they rated highest average for the occasional promotion such
as price reduction, premiums and free product trial.

In people factor, they rated highest average for the good manner and personal
appearance of salespeople.

In physical evidence factor, they rated highest average for the company’s quality
standard affirmation from ISO 9001:2000.

In service process factor, they rated highest average for the uncomplicated process
for making contract.

The first three unsatisfied points as defined by respondents were the short term
usage of product, the delay of service providing / late accessing to work sites as counted after
being informed from the customers, and the long time for repairing/returning products to

customers,



