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The objective of this research is to improve, develop and create the 
new service channel to satisfy customers who come to use the service at the service 
station. The approach has applied the “Attractive Quality Creation” concept which 
attempt to create new products or services that would attract the customers .

In order to create such new products or services, it is necessary to know the 
customers’ need and some comments. Therefore, various quality analytical tools 
have been used to determine appropriate conditions. These tools are the 7 QC Tools 
(Cause and Effect Diagram) and the New 7 QC Tools (Affinity Diagram and Tree 
Diagram). Outcome of the analyse will guide to planning for improvement, 
adjustment and creation of appropriate service modality.

Research outcome revealed that the approach applied has considerably 
increased levels of the customers’ satisfaction and the new modality of services is 
different from the existing competitor . By considering service time, the number of 
the customers that can be serviced in time have increased after the research. The 
customers who were not satisfied with the officer decreased from 56.62 % to be 
3.77 % , the customers who were not satisfied with the overall service decreased 
from 58.58 % to be 3.43 % . Lastly, by benchmarking, customers satisfaction level 
average is 3.91 but the other is 3.69
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