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Abstract

This research aims to study customer satisfaction and to compare customer satisfaction with the after-
sales service of Patkol Public Company Limited, Classified by customer's personal information, such as the type
of service and frequency of service in order to be able to present the results of the research to improve and develop
after-sales service to meet the needs of customers to be able to compete in the market. This research is a quantitative
research. The sample group used in the research was 119 customers who used the service of Patkol Public Company
Limited. The researcher collected and analyzed the data from the questionnaire. Data were analyzed using
percentage, mean, standard deviation statistics. One-way ANOVA was used to test the hypothesis. The results
showed that

1. The results of the analysis of the customer's personal data It was found that most of the respondents
were customers who used the service of repair and maintenance of machines. due to machine and equipment
damage (Service Call) followed by customers who use service contracts for maintenance of machinery and
equipment (Service contract) and customers who use the service of renovation works (Renovate), respectively. The

frequency that most customers use the service is 4 - 10 times a year, followed by customers with a frequency of



using the service no more than 3 times a year and customers with a frequency of using the service more than 10
times a year, respectively.

2. Results of customer satisfaction analysis It was found that in terms of customer satisfaction with after-
sales service of Patkol Public Company Limited, the overall level was at the highest level (X = 4.71) when
considering each side. It was found that all 3 aspects were satisfied at the highest level. The quality of service
(X = 4.75), followed by service process (X = 4.69), and service personnel (X = 4.68), respectively.

3. Satisfaction level classified by customer personal data and the results of the hypothesis test found that
different types of customers' satisfaction with the after-sales service of Patkol Public Company Limited was not
different. The type of repair and maintenance of machinery due to damage to machinery and equipment had the
highest level of satisfaction (X =4.74), type of machine maintenance inspection service contract had the highest
level of satisfaction (X = 4.70), and type of improvement work. The cooling system has the highest level of
satisfaction (X = 4.60), respectively. And the frequency of using different services will have satisfaction with the
after-sales service of Patkol Public Company Limited, significantly different at the 0.01 level, with a frequency of
more than 10 times per year. Most satisfied (X = 4.96), frequency 4 - 10 times a year has the highest level of
satisfaction (X = 4.68), frequency not more than 3 times per year, has the highest level of satisfaction (X = 4.58),

respectively.

Keywords: Satisfaction; After-sales service; Quality of service
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