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57710047: MAJOR: BUSINESS ADMINISTRATION FOR EXECUTIVES; M.B.A.
(MASTER OF BUSINESS ADMINISTRATION FOR EXECUTIVES)
KEYWORDS: SERVICE QUALITY / MARKETING MIX/ MACHINERY / CHONBURI

PATWARAKORN WITCHINNAWAT: THE QUALITY OF MACHINERY
RENTAL SERVICE: A CASE STUDY OF ABC COMPANY LIMITED, CHONBURI.
ADVISOR: YODYING TANATAWEE, PH.D. 103 P. 2015.

This research has the objectives to assess the quality of machinery rental service of
ABC Company Limited in Chonburi and to suggest the guideline for improving the quality
and operation planning of machinery rental service of ABC Company Limited in Chonburi.
This is a qualitative research using in-depth interview and then interview 11 customers who
have used machines in construction before regarding marketing mix and quality of service
factors. Then content analysis is performed to find the consistency of data. This research
finds that,

1. Marketing mix affects the machinery rental service in 4 aspects, namely,

(1) The product, when considering the quality of machinery, it is in good level
and meets the standard and has sufficient variety to meet the needs of customers,

(2) The price, the machinery price is suitable. The customers always compare
the prices before renting by referencing the standard prices at the association of machinery of
each type of machinery,

(3) The place, the location of ABC Company Limited is a strong point because it
is located on Sukhumvit Road near 3 industrial estates. The customers can access the
company easily and save their shipping costs a lot, and

(4) The sales promotion, most of the customers do the public relation through
website to provide details, machinery usage method to customers (who are young generation),
and allow the employees with experience bid the job, the price, operation method, offer
discount and credit to regular customers or long-term customers to keep the old customers
base.

2. After studying SERVQUAL model to improve the quality, machinery rental
service has 5 aspects,

(1) Tangibles, the employees wear proper uniform with PPE safety gears that
meet the standard. The uniform should have employee name and company name on it. The
walkie-talkie radio should be there for cooperation among other units,

(2) Reliability, the company has the way to explain the job that is clear and
complete, and has the follow-up system,

(3) Responsiveness, the employees are ready and willing to provide good
service and deliver the machine quickly and meet the needs of customers,

(4) Assurance, the employees have the skills and expertise with the jobs they
do, and can estimate the time duration of machines and answer the questions and provide
recommendation regarding the machines operation, and

(5) Empathy, most of the employees are polite, listen to customers’ opinion and
suggest the way to work with customers, answer the questions regarding the size of
machinery and the situation at the site very well.
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