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Abstract

This study aimed to study behavior and satisfaction level of customer,
satisfaction level of employees on performance and benefits, and to establish
service marketing strategy for Sriaroonkarnyang Company. Questionnaire
surveys on 400 sample customers and all company employees were
conducted. Results from surveys, together with data from documentary
research, were used in the business environment analysis. Consecutively,
service marketing strategy was constructed. Customer survey identified
that the largest group of customer were male; age 31 - 40 year, work as
government officers, hold bachelor's degree, with average monthly income
of 10,001-20,000 baht. They used to buy from the company more than twice,
buying influencer was themselves, and company reputation and reliability
were the most significant influencing buying factors. Customers were on highly
satisfy level in 22 items and on satisfy level in 10 items. From the employee
survey, employees were on highly satisfy level in 24 items, satisfy level in 14
items, and moderate level in 2 items. After the business environment analyzed,
the company’s service marketing strategy was established. Under the ‘Service
Triangle Model three programs were proposed which were “Public Relation”

Project, “Sriaroon Relationship” Project, and “Service Quality Upgrade” Project.

Keywords: Automotive Repair Centre, Service Marketing Strategy, Service Quality
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