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ABSTRACT

The study aims to assess customer satisfaction towards service quality of the
Color Management Shop, Chiang Mai Province. Data collections are conducted by using the
questionnaire. The sample included 290 customers of the Color Management Shop between
December 2012 to August 2013. Data analysis are done based on the satisfaction and service
quality conceptual framework. The study results are as follow;

Over all, the respondents were satisfied with service quality of the Color
Management Shop at ‘most satisfied” and ‘very satisfied’ levels. For the ‘very satisfied’ level,
there were 5 factors in order of priority as follows; 1) trustworthy service which the first priority
component is that, customers feel safe with their car and personal things in their car, 2) secured
and safe service quality which the first priority component is that, the shop assured for the safety
of customers’ personal things and cars, 3) creditability which the first priority component is that,
the shop served international standard for customers, 4) competency and proficiency in service
which the first priority component is that, customers were satisfied with the quality works, and 5)
responsible for customers’ demand which the first priority component is that, all staffs were ready
to solve the problem.

For the ‘somewhat satisfied’ level, there were 5 factors in order of priority as
follows; 1) accessible and comfortable for customers which the most satisfied component is that,

they have 2 optional payment for spare parts and service charge; cash or credit card, 2)



communication which the most satisfied component is that, there was fully information in shop’s
website that customers can search easily, 3) polite, friendly and hospitality which the most
satisfied component is that, all staffs were friendly to customers, 4) tangibility on service quality
which the most satisfied component is that, the shop had a variety of spare parts and
merchandises in response to customers’ demand, and 5) sympathetic and service mind which the
most satisfied component is that, the shop deals with fairness and never takes advantage on

customers.



