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57710028: MAJOR: BUSINESS ADMINISTRATION FOR EXECUTIVES; MBA
(BUSINESS ADMINISTRATION FOR EXECUTIVES)
KEYWORDS: SERVICE QUALITY/ AN ANALYSIS OF CUSTOMER SATISFACTION,
VALUE, AND RETENTION/ MACHINE INSTALLATION/ MAINTENANCE
KRITSANA LADDAWONG: AN ANALYSIS OF SATISFACTION TOWARDS
SERVICE QUALITY FOR DEVELOPING POTENTIAL AND CUSTOMER RETENTION OF

THE ABC COMPANY. THESIS ADVISOR: KRIT JARINTO D.B.A., 123 P., 2015.

The objectives of this research were to analyze customer satisfaction towards service
quality and to develop and maintain customer retention of the ABC Company for using the results
as guidelines for improving quality and preparing a business plan of the ABC Company. This
qualitative study used in-depth interviews with customers who had experienced the ABC
Company’s service by asking about service quality and customer satisfaction, value, and retention
in their point of view. The results of the study were as follows:

1. Five quality factors for customer service consisted of: 1) tangibles that provide the
customers with perfect physical evidence, 2) reliability that shows accuracy and consistency, 3)
responsiveness that presents a service person’s readiness, 4) assurance that reveals skills of the
customer service, and 5) empathy that gives priority to each customer.

2. Four factors of customer satisfaction, value, and retention consisted of: 1) value
which comes from effective product and consistent delivery, 2) performance standard that helps
the company succeed in business, 3) customer value and satisfaction that provide the customer
with satisfactory service, 4) customer attraction and retention that present on-time performance
and accuracy of responsible works, people who are developed to be skilled, effective, and flexible

for the reliability and quality perceived by the customer.
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