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ABSTRACT

Title . Customers' Satisfaction of Instrument and Electrical Section servicein

Production Unit South of Alliance Refining Company Limited

Student » Mr. Torpong Pongsritasana

Level of Study : Master of Business Administration

Major :  Business Administration

Advisor . Associate Professor Sirijanya Kuawiriyapan

In 1997, Thailand face on economic crisis, Bath has been devalued by using
currency-folding policy. Business was closed down result to reduce in demand of oil in
Thailand. Oil supply was over supply. Alliance Refining Company Limited or ARC was
established from this situation. The formation of ARC through the alliance of two major oil
refining companies: Rayong Refining Company Limited and Star Petroleum Refining
Company Limited to operate both refineries. ARC have computerized system to operate
both refineries so measurement, calculation, electrical system have to be very reliable.
For this reason, make Instrument and Electrical Maintenance section very important in
term of take care the systems and equipment for operating smoothly, So that customer's
satisfaction of instrument and electrical Maintenance Section service have to studied. The
studies is aim to study in satisfaction, problems and customer needs.

The result of this study shows that most of staffs were man between 31-38 years
old. The education level was diploma, position was operators, working experience were
9-16 years, income per month was 30,001-40,000 Bath. We found that the level of
satisfaction in service were medium level in average. The problems in service were low
level in all area. The customer needs in service were high level in all area.

The suggestions of this study are the services have to improve. For response time,
give authorization to technicians for receive jobs from customer directly without via
Superintendent in some case, set up the priority of all jobs with customer, planning all

jobs and shall be finish as planned, working overtime by permission from Shift Supervisor



and I/E Superintendent if the job have to be continued. Operators are the most customers

that have to focus.
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