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The Study was conducted for the following objectives.

1. to measure the customers’ satisfaction with the service of Electrolux Thailand
co, Ltd.,

2. to point out the factors affecting their saticfaction, and

3. to learn about the service problems and suggestions about service
improvement.

A questionnaire was employed to collect the data from 148 purposively selected
customers during August 2004. The data were analyzed by using percentage, mean,
standard daviation, t-test and F-test.

The findings were briefly stated as follows:

1. Most of the samples were females, aged 36-45. Most had a Bachelor's
degree and were married. They had their own business and earned a monthly income
of more than 35,000 baht. They used Electrolux products for 6-10 years. Most of them
used washing machines.

2. The overall service satisfaction was found to be rather high. They were most
satisfied with the service staff most, followed by the service place, the service system
and the service procedures, executively.

3. The factor affecting the customers’ satisfaction with the service of Electrolux

Thailand co, Ltd. at the 0.05 level was monthly income, whereas other factors had no

impact on their satisfaction.



Recommendations

1. Service System TE 1 58 82 4

1.1 Some regulations and conditions about asking for the repair record from
the customers should be abolished and the database should be introduced to speed up
the search for the repair record.

1.2 Service procedures should be cut dcwn. For example, the already
repaired machine should be directly sent to the customer's house instead of returning it
to the home center. There should be a machine for the customer to use while it is
necessary to wait for some spare parts from abroad.

1.3 An easy insnual for machine use should be prepared for giving to the

customer
2. Service procedures
2.1 Customers who had already bought the machines should be continually

contacted to recommend their nearly service centers and the check service or the
assurance renewal service should be available.

2.2 There should be flexibility in rendering services by reducing some rules
and regulations that dissatisfy the customers. For cxample the customer's time should
be given priority when making an appointment.

2.3 Service should be punctual.

3. Service staff
3.1 One more employee for recommending the products should be recruited

in the branches that have not enough staff, e.g. The Mall ThaPhra, The Mall
Petchkasem- Bangkhae, The Mall Gnamwongwan, Silom Complex and Central World
Plaza.

4. Service Place
4.1 Nearby parking lots should be provided for the customers, especially at

Maboonkrong Branch where the customers are seriously faced with finding parking
spaces. This will bring more satisfaction to the customers.

4.2 A variety of products should be available at one place for the customers
to compare the product quality before deciding to buy another piece of product.

4.3 The home centers should be modernized every two years. There should
be enough lighting in The Mall Thaphra, The Mall Petchkasem-Bangkhae, The Mall

Ngamwongwan, Silom Complex, Central Pinklao and Central City Bang-na.



