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Abstract

The Purposes of research are as follows 1) Studying the satisfaction and expectations of customer to
the service of SMK Printing Co., Ltd. 2) Analyze the result and propose the improvement for SMK
Printing Co., Ltd. Questionnaires in this research was a survey of customer’s satisfaction and
expectations of customer to the service of SMK Printing Co., Ltd. It can be divided into 4 parts. Part
1) Overview of survey respondents. Part 2) Evaluation of satisfaction towards the services of SMK
Printing Co., Ltd. Part 3) Evaluation of customer expectations toward the service of SMK Printing
Co., Ltd. Part 4) Suggestions, which are open-ended question. Then, determined the percentage, the
average and the standard deviation for evaluation the results. After analysis, we could separate the
customer by business such as Financial institution, Department store, Provider network and
Consumable business. Accordingly, it can classify for survey into 2 parts which are (overview)
1) Service and Communication 2) Quality and Goods Delivery. Bringing the average point lower
than 3.50 to get strategy for more improvement of the business. It was founded out that the average
of Satisfaction of both types for the first three groups is in high level (average point is more than
3.5) but for consumable group, they satisfy both types in the middle level (average point is 3.46 and
3.33 respective). Then, asking the consumable customers about their expectations and it was found
out that customers need product design more than anything, secondary, they need training and
digital printing service. Anyway, after analyzing an evaluation of each point, it was found out that
the point of satisfaction of service and communication is averagely 3.46. Therefore, setting strategy
to get more improvement of the business by managing sale officers to meet customers more often
and inform customers useful information. For the point of quality and goods delivery is averagely
3.33. Also, setting strategy to get more improvement of the business by adjusting packages to be in
good preservation and deliver to customers. Moreover, serving customers by sending samples for

their consideration before sending needed goods to them.





