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Abstract

The research titled “A Study on Consumer Expectations and Responses Towards
Services and Products of Nukul PVC Khae Rai Co., Ltd.” is a qualitative study aimed at
examining consumer expectations regarding service utilization and product purchases, as well
as assessing their satisfaction levels. The study employed in-depth interviews with a sample of
40 participants, and the data were analyzed using descriptive statistics, including frequency

distribution and percentage analysis.

The findings revealed that the majority of respondents were male (57.50%), aged
between 41-45 years (35.00%), with 10-20 years of experience in the automotive upholstery
industry (45.00%). Most respondents used the company’s services primarily for product
application purposes (65.00%) and were introduced to the company through personal
recommendations (87.50%). Prior to purchasing or using the company’s services, 50.00% of
respondents expected high product quality, which aligns with their expectations that products
meet quality standards (50.00%). After purchasing or using the company’s services, 52.50% of
respondents expected the products to match the descriptions accurately. Moreover, 65.00% of

respondents considered product warranties the most important factor.

In terms of initial satisfaction, 32.50% of respondents expressed satisfaction with the
company'’s services, while 60.00% highlighted service quality as the company’s strongest
aspect. Notably, 75.00% of respondents reported no dissatisfaction with any aspect of the
service. Additionally, 57.50% identified the overall service experience—including the initial

interaction, service process, and post-sale service—as the most impressive factor.

Based on these findings, the key factors influencing consumer satisfaction are high-
quality service and product reliability. It is recommended that the company prioritizes product
quality improvement and fosters strong customer relationships to enhance customer loyalty.
Additionally, expanding business opportunities through strategic partnerships in the industry

could further strengthen the company’s market position.

Keywords: Nukul PVC Khaerai Co., Ltd., Automotive Upholstery Equipment
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