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ABSTRACT

This independent study aimed at studying customer satisfaction towards service
marketing mix of S. Huadlee Battery Shop, Phitsanulok province. The samples were specified to
264 retailing customers of 4 branches of the studied shop and questionnaires were used as the tool
to collect data. Data analysis of this study was based upon descriptive statistics including
frequency, percentage and mean.

The findings showed that the respondents were 21-30 years old male with
Bachelor’s degree, worked as an employee of private company and earned monthly income at the
amount of 10,000-20,000 Baht. Most of them brought the personal car, of which the period of
usage was 1-3 years, to receive services with the frequency of 1-2 times a year in
approximately. They had been the customer of the studied shop for less than 1 year and the
service that they mostly received was to have battery change. In each time of receiving service,
they spent about 2,001-2,500 Baht. Most of them were introduced to S. Huadlee Battery Shop,
Phisanulok province by a person such as relative, friend, and fellow.

The results of the study on customer satisfaction towards service marketing mix of
S. Huadlee Battery Shop, Phitsanulok province showed that the respondents were highly satisfied
with product, price, people, place, service process and physical evidence and support factors; but

moderately satisfied with promotion factor.



The first element of product factor that the respondents were highly satisfied with
was the readiness of tools and devices.

The first element of price factor that the respondents were highly satisfied with was
the appropriate price of product in comparison to its quality.

The first element of place factor that the respondents were highly satisfied with was
the appropriate service hours.

The first element of promotion factor that the respondents were highly satisfied with
was the distribution of premium gift or souvenir in special occasions.

The first element of people factor that the respondents were highly satisfied with
was the competency and proficiency of staff.

The first element of service process factor that the respondents were highly satisfied
with was to serve customers with rapid, on-time, and in-needed service.

The first element of physical evidence and support factor that the respondents were

highly satisfied with was the availability of waiting area.



