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Abstract

This research aimed to 1) study the level of customer satisfaction in selecting Oslo brand
porcelain tiles in Phuket Province, 2) investigate the factors of product quality, price, design
and product standards affecting customer satisfaction and purchasing decisions, and 3)
explore consumers’ perspectives and needs toward Oslo brand porcelain tiles in order to apply
the findings as guidelines for improving product quality and services to better meet customer
needs effectively. This study employed a qualitative research approach, using semi-structured
interviews with 5 key informants who had experience purchasing and using Oslo-brand
porcelain tiles in Phuket Province. The participants were selected through purposive sampling,
and the data were analyzed using content analysis.

The findings related to the first objective revealed that most customers were highly satistied
with Oslo brand porcelain tiles because the products offered good quality, durability, attractive
designs and suitability for both indoor and outdoor applications. Regarding the second
objective, the factors affecting customer satisfaction and purchasing decisions were ranked as
follows: product quality, design, product standards, and price. Consumers emphasized product
strength, durability, resistance to color fading, realistic patterns, attractive marble, natural
stone and wood designs, as well as manufacturing standards and product reliability. In terms
of price, consumers perceived the products as worthwhile investments given their quality and
long-term durability. For the third objective, the findings showed that consumers in Phuket
Province valued tiles that could withstand humid weather conditions and heavy usage.
Consumers also viewed tiles not only as decorative materials but also as important elements
that enhance the image and value of houses, resorts and real estate projects. Furthermore,
consumers required products and services that could support diverse usage needs, such as
customized sizes, after-sales services and professional recommendations from sales staff. The
findings of this study can serve as guidelines for improving product quality, design, after-sales
services, and product positioning in the premium construction materials market to better
satisfy consumer needs.
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