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Independent Study title:  An Evaluation of the Service Quality of PTT Public Company Limited Saraburi
Oil Terminal
Author: Mr. Yuttalerdchay Coca; ID: 2543006940; Degree: Master of Business Administration;

Independent Study advisor: Dr. Suree Kemthong, Assistant Professor; Academic year: 2013

Abstract

The purposes of this study were: (1) to study characteristics of organizational customers of PTT
Public Company Limited Saraburi oil terminal; (2) to determine the level of service quality provided by PTT
Public Company Limited Saraburi oil terminal; (3) to examine the level of marketing mixed factors among
organizational customers provided by PTT Public Company Limited Saraburi oil terminal; and (4) to investigate the
relationship between levels of marketing mixed factors and the service quality provided by PTT Public Company
Limited Saraburi oil terminal.

This study was conducted by means of a survey research. The number of population was organizational
customers that had purchased fuel oil at the PTT Public Company Limited Saraburi oil terminal was approximately
498 cases. The sample selected by stratified sampling method consisted of 230 respondents. Survey questionnaires
were used as an instrument to collect the data. Data were analysed by statistical tools including frequency, percentage,
mean, standard deviation and the Pearson product-moment correlation coefficient.

The results showed that: (1) in terms of characteristics of organizational customers of PTT Public
Company Limited Saraburi oil terminal, most of them were oil firm service stations which had an authorized
capital approximately of 40-60 million baht. They contacted Saraburi oil terminal in terms of customers over
the past 16 years. For buying the petroleum product, most of them ordered about 300,000 liters per month, and
the frequency of their taking the services at the Saraburi oil terminal were about 20 times /month; (2) overall
levels of customers’ opinions towards the service quality provided by Saraburi oil terminal were at the high level.
When considering by each of service quality aspects, it was found that aspects of tangibility, assurance and
empathy were also at the high level, respectively; (3) overall levels of customers’ opinions towards the marketing
mixed factors provided by Saraburi oil terminal were at the high level. When considering by each of marketing
mixed factors, it was found that pricing was the most important factor, followed by factors of product, place,
and promotion respectively; and (4) There were no statistically significant relationship between marketing
mixed factors and the service quality provided by PTT Public Company Limited Saraburi oil terminal at the
0.05 level.

Keywords: Organisational Customers, Service Quality, Marketing Mixed, PTT Public Company

Limited Saraburi Oil Terminal.
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Scale: ALL VARIABLES

Case Processing Summary

112

N

%

Cases Valid
Excluded®

Total

30

0

30

100.0

.0

100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's Alpha | N of Items

883 49|




Iltem Statistics
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Mean

Std. Deviation

ANBULTIND
Wnumssu
TEOLNAIAUHUNT
szoznai1Fung
nu
uszanm
TSYSNN
ﬂﬂ'lllﬁ
satis
satis
satis
satis
satis
satis
satis
satis
satis
satis
satis
satis
satis
satis
satis
satis
satis

satis

3.40

2.27

3.13

2.80

2.67

A3

1.97

1.80

4.90

4.10

4.20

4.47

4.50

4.47

5.00

5.00

4.47

4.47

4.20

4.20

3.60

4.53

4.60

4.00

4.03

4.40

.968

1.143

1.074

1.186

1.446

1.223

.928

1.031

.305

.885

.847

.860

.682

571

.000

.000

.730

.730

.761

.761

1.037

.730

.770

.871

.850

.675

30

30

30

30

30

30

30

30

30

30

30

30

30

30

30

30

30

30

30

30

30

30

30

30

30

30
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Mean

Std. Deviation

Satis

Satis

satis

satis

satis

satis

satis

satis

satis

satis

satis

satis

satis

satis

satis

satis

satis

satis

satis

satis

satis

satis

satis

3.97

4.47

4.03

4.13

3.60

3.77

3.47

3.47

3.73

3.50

3.57

3.63

3.37

3.63

3.80

4.10

4.10

4.07

3.83

4.53

3.70

3.80

3.83

1.033

571

490

.507

724

.728

.681

.681

.640

a77

.626

.556

.669

.669

.551

.548

.548

.691

791

.629

.651

.761

.699

30,

30

30]

30]

30}

30]

30}

30]

30}

30}

30}

30}

30]

30}

30]

30}

30}

30}
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