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ABSTRACT

The purpose of this independent study is to study the customers’ satisfaction toward
chiller maintenance service quality of Airco Company Limited (Trane Thailand) in the North of
Thailand. Data were collected from 96 customers of Airco Company Limited (Trane Thailand) in
the North of Thailand via questionnaires. Data were then analyzed with descriptive statistics such
as frequency, percentage, and arithmetic mean.

The result of the study showed that there was an equal number of the samples from
department of maintenance and department of procurement. Most of the positions were head or
staff of the department of procurement. Most of the samples worked for a shopping mall/big retail
store/modern mall and in a company categorized as a “limited company” with asset value of more
than 200 million Baht. They also worked with more than 200 colleagues. Their organization
signed a contract for maintenance service with chiller maintenance service provider.

From the analysis of the elements of the quality of service, it was found that overall
the customers were not satisfied with the chiller maintenance service of Airco Company Limited
(Trane Thailand), Northern Region’s Branch. It was also found that the samples were not satisfied
with the factors in terms of tangibles, responsiveness, and assurance. They were only satisfied

with two factors which were empathy and reliabilities.
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