M5A15UBNeEsHa wnaneawdain U7 2 Ut 1 (n91AN - SwAn 2559)

m’mﬁqwa?wmgﬂ é’ﬁTumscf%u‘%msquﬁ NRIATRTIE1 AR R ey o
USUN UWARNIRY 3100

FHHS DIWWVART UASDTYT NOIANE
UNARLD

nsfuaduuudsrEes arnfanalerasgnAntunistiuiniseuindsainsndng suaduneiues
L3S wnaanily 9nin finguszseAiernunanfenelazesgnintunisiiuinnsguindsainaninegnite
Fumadees U3EM wnaanally s1in ngusaediilEunisinenfegndangaidieectit Axnlduiniagud

nasA1RIEagHaduees uan.unaawafiy sauau 128 51e Instfuuuasunduedacdieunaifiusauson

A v '

foya nstwmanzhlnetiadinBonasomn Aatanidliun Apaud Andpaas wazAaie
annnsfinenudgasuuuussuadummmneninfign a1y 46-55 1 aarunnlan egngsiia
dausin szAuntafneIUiymyaed e lfiwdededauaindimdamiafiy 30,001-40,000 U WRKaNEaTaR
fipa3n9 ngNAWA nasaTiumszdiesnisaieiingandelna Tnedanguindsnnsniegnieduneionsusm
a °_ o o { Ao vy o A PHOTVIIPN c 2 ) = 4
wnaaWde 1iReInwiIneu uarReiiniianAetie manailiu3nis gudvasainsniegniladunesees
o o/ a ° o A ¥ v = dl =1 ¥ A o @ o/

VAEM unaanaily sainde audlinimsgin  wazudnisidentide szuundenn wazdndu nsdesinaas
SauannynanInmasn uazi e daningaannitoalandsenniiantiuinistusyiunnn uazezuansie
A = P v a P LU g > a . = 4 a a °o o A !
Wynrsdunsesaesaranliuinisfigudndininandnegiledunesuesdin wnaaniily 41 Aeusnss

uHnBY

HanMsANEMEINsTaNN1IRaIAUENITNUIE e uLULTBUaN T AHA Ay fiA A gegaaAULEn
fafl Tadudinnun@nsdnat Hun Audnnsniing fasnmifnnsgiu Tadadmenan THun sranauiniuia manyas
fugnnINAWAT adafiueamienisdnamde Fud Aufigudy ndeeens dadasmunissaaiunisnain Hud

v A v o a @ 1 a £ vy o PYOK SN v o v

gnéniiiiuanngnaz 550 anduselamisine Wisndn dadefmmsinemdifiuinag THun winswmeiiaanuians
dintatusndudn tlagasimnszuaunisivanis ud fudnistiaSnenungnAnelfoudszaunadisnds fade
ANUANEATNLAZNITHIAUD AB FAINTI9BATAREATN

Amunansineiaaienelasedanlszannsna1nuinig wudgasunuuseuauiaaaioneles
AaRegegAaAULINel Tadesinunandoet [Hud AuAinandne faunmlfainsgiu Tadadiusian
WunastiudnnaAune Wideyalignadaauladnundsan Tinseiunaindiesnis Jadedugesmienis
dpdrmie (Hud szeznada-Taliuanismanyan Tadedmunsaas@unisnana [fud n1slayonsss3eme

' 4 ' ! a o/ a o 1% @ v o v o/ v® o o 1% ' o/ a a
HWRDANe 11w Ang wlseRad thenanude Wiudin Jadeduminengiduinag [Hud winemilyadnniw

*sinAnemangnsudmsgsfisundodin dmsuduims Smdndesinl aoudnisgafia aninendedacn

 509A1ER319138] 819715801AATINTIARNA ABKELEMSEIR anTnendeEaa i

Vol. 2 No. 1 (January — March 2016) 323



o

M5A15UBNeEsHa wnaneawdain U7 2 iUt 1 (n9AN — Swan 2559)

] v
ada a v

' < LN [ 2 Y o a 1% ! 1% P £% o v o ¥ A A
V3l %INLL?JNLL‘VNTNLGIN?@?MU‘?W’I‘? ﬂ‘\?@ilﬁ"l%ﬂ‘itﬂ']uﬂfﬁsf‘lﬂu‘iﬂ’l‘i TﬁLLﬂ @ﬂﬂﬂ\fﬂ‘ﬁ‘i_lﬂ"]‘imﬂu‘iﬂLL'Z\]ZTVU‘?ﬂ’W‘iN'IWNLN@

dinsdenenluim dadediunieaimuazniaitiaus THun Ansazanu3mnieuen
nan15eaeilael¥maila IPA (Important-Performance Analysis: IPA) Wu97 ﬂ@@’ﬂﬂ@ﬁﬁ@ﬁu Quadrant A
dufiutladutoaiinanisulsoudloagnaderon Taud udniatiAnZnundelilindsniniufidesnis i
ﬁqﬂ%ﬂmﬁﬁmmﬁm&gﬁmwﬁqm@uﬁwfmaﬁwﬁqm Aunzsiysonnnandssesmasa Biimiiafitedues
Saulfatnafindsz@nian Aruusihusuugmasantinuintiaos Tnelisunaunisegendelunzysulge v
fin HaannnenselulAadensefiognéin winevueneaauiaasdnlaludaduin winsmeeasisodnle

floymuazunzrinidnisudidasdinld uaznazuaun1sIHUEnNTAIsFY auaLnTrLINng 5959 Bildanan

ABSTRACT

This independent study aimed to examine customer satisfaction towards services of Elephant Brand Roofing
Product Center of Nopadol Panich Company Limited. Samples of this study were specified to 128 house owners who
were the customers of the studied center. Questionnaires were used as the tool to collect data. All data obtained
were, then, analyzed by the descriptive statistics, including frequency, percentage, and mean.

The findings presented that most respondents were male in the age of 46-55 years old and single. They
were self-employed and graduated in bachelor’s degree. Their average monthly income was less than or equal to
30,001-40,000 Baht. Reason of purchasing construction material products, especially the roofing products was to
build a new residence. They knew the Elephant Brand Roofing Product Center of Nopadol Panich Company Limited
from its staff and the medium acknowledging them about the studied center was its banner. They received services
at the studied center because of its standard products and their selected services were the roofing and cooling
ceiling system and the heat protection to all parts of roof and ceiling. At the post-service stage, the majority
satisfied with it at high level. They would recommend this center to others certainly; otherwise, they themselves
would return to this center definitely.

The results of the study on service marketing mix revealed that the top elements that the respondents paid
the highest level of importance on were shown hereafter. The product factor was the standard quality of Elephant
brand products. The price factor was the reasonable price comparing to its product quality. The place factor was the
large area of the center. The promotion factor was the extra privileges for membership customers. The people factor
was the knowledgeable sales staff towards the certain product. The service process factor was the consultation
service for customers with limited budget. The physical evidence and presentation was the convenient parking
space.

The results of the study on customer satisfaction towards service marketing mix indicated that the top

elements that the respondent satisfied them at the highest level were shown hereafter. The product factor was the
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standard quality of Elephant brand products. The price factor was the informative advice on roofing being provided to
customers to make decision as per their needs. The place factor was the appropriate service hours. The promotion
factor was the advertisement of the company via media such as radio, newspaper, billboard, and etc. The people
factor was the good personality of staff who was also cheerful and willing to serve the customers. The service
process factor was the warm welcome with drinking water served when visiting the center. The physical evidence
and presentation was the cleanliness of the outdoor area.

According to the results of IPA analysis (Important-Performance Analysis), elements found in Quadrant A,
which required the urgent improvement, were the consultant service on roofing related issues to achieve the
customer’s need, including an advice on roofing structural installation up to an advice on tiling roofs, an integrative
advice on using all roofing parts to protect a house from the heat efficiently, and an advice on how to renovate the
old roofing tiles without disturbance their living, for example, the letter or brochure being sent directly to the
customers, the staff who was knowledgeable on the certain product, understood the problems and was able to

provide basic solutions, and lastly, the rapid service process from the beginning to the end.
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