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Abstract

This research aims to study (1) the customer satisfaction in refrigeration maintenance services of
XYZ company limited and (2) to compare customer satisfaction with the basic information of customers.
The data were collected from 89 participants by using questionnaires as a research instrument. Statistics
for analysis were mean, frequency, and standard deviation. One-way ANOVA was used to test the
hypothesis. The result showed that:

(1) The customer satisfaction in service maintenance of XYZ company limited was in the highest
level. The aspect of product or service is the highest in level, followed by process, people, place, price,
and promotion.

(2) Based on comparing results, it showed that customers with different frequency of service
maintenance, types of compressor and refrigerant system, types of maintenance service, and service cost

had different satisfaction levels.
Keywords: satisfaction, service maintenance, compressor and refrigeration, marketing mix strategy
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