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ABSTRACT

The objective of this independent study was to study the customer satisfaction
towards electrical systems installation and maintenance services provided by Siri Engineering
System Company Limited. This study was conducted by using questionnaire survey given to 69
customers who were customers of the company. The obtained data were analyzed by using
frequency, percentage and mean.

The majority of the customer were industrial factories and construction, authorized
capital more than 5 million baht, established over 7 years, more than 3 years-customers, MDB
and DB users, chose personnel’s ability factor, and made decision by owner.

Regarding customer satisfaction, they satisfied overall electrical systems installation
and maintenance services provided by Siri Engineering System Company Limited at a high level.
They also rated the people factors, process factors, product factors, physical evidence factors, and
price factors at the high level, while place factors, and promotion factors were rated at the
moderate level.

Product factors; the first priority of customer satisfaction was the responsibility to

customer’s operation when problem, at a high level.



Price factors; the first priority of customer satisfaction was the reasonable spare
part’s price, at a high level.

Place factors; the first priority of customer satisfaction was contacting easiness, at a
high level.

Promotion factors; the first priority of customer satisfaction was suggestion and
information from salesperson, at a high level.

People factors; the first priority of customer satisfaction was personnel cheerfulness
and enthusiasm for service, at a high level.

Process factors; the first priority of customer satisfaction was the accuracy of
electric service, at a high level.

Physical Evidence factors; the first priority of customer satisfaction was the innovative

equipment, at a high level.

The problems of electrical systems installation and maintenance services provided
by Siri Engineering System Company Limited were inconvenient parking, high subscription
charge, complicated systems, high spare part’s price, uncontactable when needed, and unhurriedly

service proceeding, respectively.



