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The study was conducted for two objectives : TE 158890

1) To find out the customers ' satisfaction with case hire - purchase service
at Thai - Inter Navekit Co. , Ltd.

2) To identify the factors affecting their service satisfaction .

The data were collected form 134 customers at the three branches Lopburi,
Saraburi and Angthong province during 1 - 30 August 2004 . Percentage mean ,
and standaid deviation were used to describe the data,andF - test, t - test and
LSD were employed to test the hypotheses.

The findings were briefly stated as follow :

1. Overall , the customers were satisfied with all the aspects of the car
hire — purchase service at rather high level. The service system was the most
satisfactory , followed by the service procedures and staff.

2. Sex, age, marital status, education, income, occupation and frequency
of using service were found to have no impact on the customers ' service
satisfaction .

3. As forthe service branches, the customers at the branches in Lopburi
and Saraburi provinces were more satisfied with the service than those at

Angthohg branches.



Recommendations

TE 158890

To increase the customers 'service satisfaction, the following were
recommended :

1. Service system. The company should develop technology necessary
to some the customers and all its branches should the equipped with adequate

technology. The sign for the company's name should de striking and big enough tc

see from a far distance .

2. Service procedures The company should revise the procedures to sbeed
up the approving of credit. The interest rate should be reduced to attract customers.
The Customers should receive convenience about car hire — purchase documents .
Unnecessary documents should be excluded.

3. Service staff The staff of al! branches, especially Angthong branch,
should revise training on the service system. Then knowledge and skills should be
upgraded as that they feel enthusiastic (0 some the customers. In fact , all the
branches should have the same standards.

4. Inthe long run, there should be a follow — up evaluation to see how much
the current customer are satisfied with the service. A privilege should be granted

to customers who have already hire - purchase case so that they will come back

the service again.



