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The purposes of this research were: (1) to study customer satisfaction at
the Mitsubishi Electric Authorized Parts and Service Center of Kangyong
Company Limited, (2) to compare the degree of customer satisfaction in
regard to the aspects of gender, age, educational level, occupation, inéome and
frequency of service, and (3) to survey customer suggestions concerning on
service.

The research sample consisted of 394 customers selected from the
population of 26,280 customers by using an accidental sampling method.

A five-rating scale questionnaire with the reliability of 0.96 was developed by
the researcher for purposes of collecting data. The data were analyzed,
formulated and tabulated in terms of percentage, mean, and standard
deviation. T-test and one-way analysis of variance (ANOV A) methods were
used in the course of analyzing the data collected.

The findings of this study were as follows:

1. Overall, customer satisfaction with the Mitsubishi Electric
Authorized Parts and Service Center at Kangyong Company Limjted was
found to be at a high level, as well as in the aspects of staff service, on-site
service and the service center itself.

2. No significant differences were found in the level of satisfaction at
the Mitsubishi Electric Authorized Parts and Service Center in regard to
customers who differed in gender and educational level.

With regard to age, occupation and frequency of service, there were
significant differences found in customer satisfaction at the Mitsubishi
Electric Authorized Parts and Service Center. Moreover, statistically
significant differences were found in the satisfaction level of customers with
differences in income in regard to on-site service.

3. Customer suggestions included providing knowledgeable operators
and certified on-site employees, as well as permitting the making of

appointments for continuous air conditioner cleaning.





