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ABSTRACT

This independent study aimed to examine satisfaction of customers towards service
marketing mix factors of U & ME Materials Company Limited in Bangkok province. Samples of
this study were specified to 278 customers of the studied company. Data were collected by using
questionnaires. Data obtained were, then, analyzed by using descriptive statistics, as presented in
frequency, percentage and mean.

The findings presented that most respondents were 31-40 year-old male. They were
employee of a private company which was registered as company limited. They had experienced
in taking services from U & ME Materials Company Limited for 2-5 years. In a month, the
frequency of taking services from the studied company was more than 4 times. In the meanwhile
of receiving services from the studied company, they also dealt with another 2 companies. They
searched for the company’s product/service information from various channels such as discussion
with the company’s staff, Internet, or Sign Asia — the product exhibition. In an overall view, those
service recipients satisfied with service marketing mix factors of U& Me Materials Company
Limited at high level. Their high level of satisfaction was for physical evidence and presentation,
people, place and product factors; while their moderate level of satisfaction was for service

process, price and promotion factors, respectively.



Hereafter were shown satisfied elements of each factor.

In product factor, the respondents satisfied with overall elements at high level. The
highest satisfaction was the variety of products; but the lowest satisfaction was the after-sales
services.

In price factor, the respondents satisfied with overall elements at moderate level. The
highest satisfaction was the payment (terms of credit); but the lowest satisfaction was the
appropriateness of product price.

In place factor, the respondents satisfied with overall elements at high level. The
highest satisfaction was the accuracy of delivered products; but the lowest satisfaction was the
sufficient numbers of product stock when needed.

In promotion factor, the respondents satisfied with overall elements at moderate
level. The highest satisfaction was the product presentation via catalogue; but the lowest
satisfaction was the give-away product.

In physical evidence and presentation factor, the respondents satisfied with overall
elements at high level. The highest satisfaction was the customer reception area; but the lowest
satisfaction was the customer parking space.

In people factor, the respondents satisfied with overall elements at high level. The
highest satisfaction was the oral manner of salesperson; but the lowest satisfaction was the advice
on product information from the salesperson.

In service process factor, the respondents satisfied with overall elements at moderate
level. The highest satisfaction was the rapidness in bill payment; but the lowest satisfaction was

the rapidness of product delivery.



