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Independent Study title: Customer Perception Towards the Service Quality Provided by Service
Center of Suanluang Auto Haus Company Limited
Author: Mrs. Aganong Danainarumol; ID: 2523000129; Degree: Master of Business Administration;

Independent Study advisor: Dr. Suree Kemthong, Assistant Professor; Academic year: 2011

Abstract

The aims of this study were: (1) to investigate customer behaviors on services provided by
Service Center of Suanluang Auto Haus Company Limited; (2) to examine the level of customer perception
towards the service quality services provided by Service Center of Suanluang Auto Haus Company Limited,;
and (3) to compare the level of service quality between old and new customer perceptions.

The population was 700 customers, who were 590 old customers and 110 new customers,
using services at the service center of Suanluang Auto Haus Company Limited during 1-31 May 2012.
A total of 328 customers, who were 238 old customers and 90 new customers, using the service at the
service center, was taken for sample size by using Taro Yamam Formula. Stratified sampling method
classified by types of customers was adopted for randomized sampling. Moreover, questionnaires were
used as a tool of data collection and statistics were used for data analysis including frequency, percentage, mean,
standard deviation and independent samplest —1test .

The findings of the study indicated that: (1) regarding customer behaviors on services provided
by Service Center of Suanluang Auto Haus Company Limited, most customers used the services 2 to 3 times
per year, spent more than 5 hours per time for mileage inspection and paid 5,001-20,000 baht for the expense
of each using service. Most of them chose the service center of Suanluang Auto Haus Co., Ltd. due to its
service provided by staff. The results also revealed that (2) the overall level of customer perceptions towards
service quality at the service center was at the highest level as well as each five aspect was considered at
the highest level, including reliability, assurance, tangibles, empathy and responsiveness; and (3) there was no
difference between the old and new customer perceptions on the overall and each aspect of service quality

provided by Service Center of Suanluang Auto Haus Company Limited.

Keywords: Service Quality; Old and New Customers; Service Center of Suanluang Auto Haus Co., Ltd.
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