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ABSTRACT

To sustainably maintain the potential of the automotive industry, the entrepreneur should be
concerned on product and good image arised from manufacturing and service that meet customer's
expectation and satisfaction. Hence, the objectives of this independent study were to survey the
satisfaction of customers towards marketing mix factors of spare parts ABC Service and to analyze
ways to improve and develop a strategic marketing mix of spare parts ABC Service. Data were to
collected from 169 customers (automotive dealer in Thailand of H company) by questionnaires and
were analyzed by statistics consisting of frequency, means, percentage, standard deviation and Chi-
Square.

Based upon the finding, most respondents were employees with bachelor's degree. Most
customers were located in Bangkok and suburban area. Their average monthly sales were 1,000,001
to 5,000,000 baht. And the most customers had operated their business from 6 to 10 years. The
studying results on the satisfaction towards marketing mix factors of spare parts ABC service
indicated in the overall view, the customer averagely ranked their satisfaction at high level for all
factors. In terms of product, customers satisfy by comfortable of spare parts claims, integrity of spare
parts distribution and warranty for spare parts. In terms of price, customers satisfy by appropriateness
of profit margin for customer, appropriateness of price adjustment for customer and standard pricing.
In terms of place and customer service, customers satisfy by comfortable of spare part order. In terms
of place and supply chain management, customer satisfy with spare part ABC service’s ability in
reducing overall distribution costs (such as part cost, transportation cost etc.) in most effective way

and accuracy of system. In terms of place and customer relationship management, customers satisfy

I



by establishment of reliance towards the business of customers as continually and implementation of
commitment to customer all along. In terms of promotion, customers satisfy by appropriate credit
period and discount. In terms of personal, customers satisfy by Polite conversation of CSI staffs.
There were no significant relationship between business factors, including Location, Average
monthly sales and Business operation, and level of satisfaction towards marketing mix factors of
spare parts ABC Service at the level of 0.05.

This study suggested spare parts ABC service should be checked analyzed and develops the
packaging and suitability claims process. To increased customer satisfaction should be to improve
communicate with the customers especially in ETD communication, reasons for ETD postponement

and the progression of claims.
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