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CHAWIN NA PATTALUNG: A STUDY OF CUSTOMER SATISFACTION FOR
DEVELOPING CONTRACTORS’ WORK. INDEPENDENT STUDY ADVISOR: TAYAGORN

CHARUCHAIMONTRI, Ph.D., 123 PP.

This study aims to determine customer satisfaction factors in order to develop
contractor companies. The study targets customers who plan to live in a detached house in
Bangkok and who have or do.not have experience in hiring a contractor. The detached houses are
designed by their own customer and value ranging from 2.5 — 5 million Bahts which has the
highest market share in a detached house in Bangkok. The Quality Function Deployment (QFD)
technique, a system for designing a product and service based on customer demand, is adopted in
this study. However, this study only.focuses.on the first phase (product planning) of QFD, from 4
phases. It is done by performing a-questionnaire survey-of 367 respondents-in order to record the
frequency of customer requirements. Then, the data are evaluated using QFD technique. The
House of Quality (HOQ) matrix;.a key component of the QFD technique, is developed to translate
the customer requirements into technical requirements or specific plans. The result shows that the
contractor company can be developed-especially in the issues'of not only inspection and
construction supervision but also quality assurance and project delivery. A sample of contractor

companies is chosen to demonstrate how to develop a guideline that is suited for its own

company.
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