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ABSTRACT

The objective of this independent study was to investigate customers’ satisfaction on the
after-sales service of motorcycles’ sales of Nat Motor Company Limited. The study was carried
out by collecting data from questionnaires distributed to 278 customers who used the company’s
after-sale-services. The data was analyzed by means of descriptive statistics, which were:
frequency, percentage and average.

Most respondents were single males aged between 20 to 30 years old. Their education
was lower than bachelor’s degree. They were students with household income lower than 10,000
baht per month. There were 4-5 people in their family. The majority of motorcycles that were
brought to be checked at Nat Motor were Honda Wave. These motorcycles were mostly bought
via installment system. Each respondent possessed 1 motorcycle, and they have bought their
motorcycles for 1-2 years.

The result of study showed that the respondents’ satisfaction level of each factor on the
after-sales service of motorcycles of Nat Motor Company Limited was high. The followings are
the first three sub-factors in each of marketing mix which were rated at the highest level. First, the
three sub-factors in Product were: reputation of the company and its service center, quality of
parts and other equipment and availability of parts. Second, the two sub-factors in Price were
service charge and the price of parts. Third, the chosen three sub-factors in Place were: clarity of

signage, convenient access of service center and adequacy of parking space. Forth, the first three



sub-factors in Promotion consisted of: advices of service staff, discount policy on service charge
and parts and public relation on company’s activities. Fifth, the three sub-factors rated in People
were: staff’s courtesy and grooming, staff’s service willingness and staff’s politeness and their
inter-personality. Sixth, the three sub-factors in Process contained: appropriate service hours,
right condition of repaired motorcycle at final delivery, and overall service procedures. Seventh,
the three most satisfying sub-factors in Physical Evidence were: cleanliness and tidiness of the
service center, having modern equipment for service and having complete and sufficient tools for

service.



