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Abstract

This research aims to study customer satisfaction with a medical equipment company,
compare customer satisfaction based on personal factors, examine the quality of service that
influences customer satisfaction, and investigate the corporate image that affects customer
satisfaction. The sample group consisted of 406 samples. The statistical methods used for
data analysis included frequency, percentage, mean, standard deviation, t-test, one-way
ANOVA, and Multiple Regression Analysis at a significance level of 0.05.

The research findings revealed that 1. Customers with different genders, ages,
education levels, job positions, and departments did not have significantly different levels
of satisfaction 2. Service quality accounted for 83.60% of the variance in customer
satisfaction. The key predictive factors included assurance, reliability, and tangibility
3. Corporate image explained 81.60% of the variance in customer satisfaction. The key
predictive factors included reputation and credibility, product quality, corporate social
responsibility, and oreanizational identity. The research findings can be used as a guideline
for improving service quality and enhancing the organization’s positive image, which will

help increase market competitiveness and build strong customer relationships.
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