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Abstract

The objectives of this research were to analyze the factors affecting customers’
satisfaction in ready-mixed concrete service by using statistical approach, and to
investigate satisfaction levels of customers for an ABC company in Phitsanulok
province. The questionnaires used to collect the data were designed by using the Likert
scale. The sample in this research was 120 customers ordering ready-mixed concrete.
The acceptable sample size considered in this research was calculated by using Taro
Yamane’s formula with 95% confidence interval. The data collected were analyzed by
using both descriptive and inferential statistics including frequency, percentage, mean,
standard deviation, and Chi-Square test. The results indicated that the factors on age,
educational level, types of customers, and customer’s income were statistically
significant with 95% confidence interval to select the service, excepted the factor on
gender. In term of customer satisfaction, the analytical results showed that the highest
level of customer satisfaction was the price of ready-mixed concrete. However, the
lowest level of customer satisfaction was the service of mixed-concrete distribution to
the customers.

Keywords: Satisfaction, Mixed-concrete, Questionnaire, Chi-square
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