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ABSTRACT

The objective of this independent study was to examine customer satisfaction
towards car rental service of Ruby Car Rental Company Limited, Chiang Mai Province. Research
samples were 364 customers in total, of which 291 customers were from the van-with-driver
renting group and 73 customers were from the car (sedan)-with-self drive renting group.
Questionnaire was used as a research tool to collect data; then, all data derived were analyzed
using the descriptive statistics, consisting frequency, percentage and mean.

The findings showed that most respondents in the van-with-driver renting group
were married, 25-35 years old, female, private company employee, with Bachelor’s degree or
equivalence and with monthly income between 20,001-30,000 baht. They had visited Chiang Mai
for over than 4 times. In this time, they rented the van-with-driver with the private leisure purpose
for 2 days in duration and took the certain service at once during the visit. The main objective to
use the van-with-driver service in this time was mentioned to the trust of safety. It was found out
that the respondents were acknowledged about Ruby Car Rental Company Limited from
relatives/friends’ recommendation.

Regarding the respondents in the car (sedan)-with-self drive renting group, the
result presented that most of them were married, 3645 years old, male, private company
employee, with Bachelor’s degree or equivalence and with monthly income between 20,001-
30,000 baht. They had visited Chiang Mai for over than 4 times. In this time, they rented the car-
with-self drive with the private leisure purpose for 3 days in duration and took the certain service

at once during the visit. The main objective to use the car-with-self drive service in this time was



mentioned to the car brands with modern models and price. It was found out that the respondents
were acknowledged about Ruby Car Rental Company Limited from the website.

The result of study on customer satisfaction towards service marketing mix factors
presented that the respondents in a van-with driver renting group highly satisfied with physical
evidence and presentation, people, process, product or service, place and price factors, in orderly;
but fairly satisfied with promotion factor.

The highest satisfactions found in each sub-factor were shown hereafter. In product
factor, the highest satisfaction was given to the good capacity of the vehicles such as smooth
working machines and fine lower portions. In price factor, the highest satisfaction was given to
the pricing rate varying on the model and brand of vehicles. In place factor, the highest
satisfaction was given to the possibility to make vehicle booking via telephone. In promotion
factor, the highest satisfaction was given to the advertisement via Internet. In people factor, the
highest satisfaction was given to the driving manner of drivers. In process factor, the highest
satisfaction was given to the in-time services as needed. In physical evidence and presentation,
the highest satisfaction was given to the unique, clean and polite outfit of officers, leading the
customer to be affirmed of the safety.

The result of study on customer satisfaction towards service marketing mix factors
presented that the respondents in a car-with self drive renting group highly satisfied with physical
evidence and presentation, people, process, product or service, place and price factors, in orderly;
but fairly satisfied with promotion factor.

The highest satisfactions found in each sub-factor were shown hereafter. In product
factor, the highest satisfaction was given to the good capacity of the vehicles such as smooth
working machines and fine lower portions. In price factor, the highest satisfaction was given to
the pricing rate varying on the model and brand of vehicles. In place factor, the highest
satisfaction was given to the possibility to make vehicle booking via telephone. In promotion
factor the highest satisfaction was given to the advertisement via Internet. In people factor, the
highest satisfaction was given to the driving manner of drivers. In process factor, the highest
satisfaction was given to the in-time services as needed. In physical evidence and presentation,
the highest satisfaction was given to the unique, clean and polite outfit of officers, leading the

customer to be affirmed of the safety.



