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ABSTRACT

This independent study aimed to investigate customer satisfaction towards
services marketing mix factors of I.S. Electrical Limited Partnerships in Mueang District,
Chiang Mai province. The data was collected by using questionnaire completed by 176
customers of J.S. Electrical Limited Partnerships divided in to 3 group, which were building
constructors dormitory entrepreneurs and household. The data was analyzed by descriptive
statistic which consisted of frequency, percentage, and mean.,

According to the study findings, it was found that most customers were male, ages
between 41 — 50 years old holding Bachelor’s degree. The source of information that building
constructors and dormitory entrepreneurs learnt about the company was from the company’s
staff, whereas general people as classified as household customers learnt about the company
from friends or fellows. According to the most frequency in taking service from the company
the building constructors was mentioned that they used 2-5 time. The findings suggested that
most customers from all three types had not taken the similar service from other places. The
reason for choosing J.S. Electrical Limited Partnerships was referred to its previous works

performance. According to the result, the building constructors mostly asked for the service of



low power main line system installation, while dormitory entrepreneurs mostly asked for the
service of the installation of interior electrical system control box. Lastly, the household
customers mostly asked for service of the installation of electrical system for interior area. The
decision making for taking services of both building constructors and household customers was
influenced by friends, whereas the decision making of dormitory entrepreneurs was influenced
mostly by family’s members. The expenses of service charge for each time were around
100,001 to 500,000 baht for the building constructor, 50,001 to 100,000 baht for the dormitory
entrepreneurs, and 10,000 to 50,000 baht for the household customers.

Regarding the study on customers satisfaction towards service marking mix
factors of J.S Electrical Limited Partnerships, respondents rated overage at high level for their
satisfactions towards the factors namely price, product/service, people, process, physical
evidence, place, and promotion, respectively.

In product/service factor, the item which received the highest score included the
right service as what customers expected,

In price factor, the item which received the highest score included the reasonable
rate of service fee without redundant charges. |

In place factor, the item which received thg highest score included the
convenience to contact the shop through telephone/facsimile.

In promotion factor, the item which received the highest score included the
availability of staff who could make clearly explanation and clearly inform scope of services.

In people factor, the item which received the Highest score included the use of
easy and understandable language used by staff to explain service details.

In process factor, the item which received the highest score included the checking
stage done before consigning works to customers.

In physical evidence factor, the item which received the highest score included the

cleanliness of office and building.



