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Independent Study title: Service Quality of Muangkan Honda Automobile
Company Limited

Author: Miss Thanthasorn Chansuda; 1D: 2543006080; Degree: Master of Business

Administration; Independent Study advisor: Suwena Tangpothisuwan, Associate

Professor; Academic year: 2013

Abstract

The objectives of this study were (1) to examine the level of after-sale
service quality of Muangkan Honda Automobile Company Limited; (2) to study the
relations between personal factors of after-sales customers and the service quality of
Muangkan Honda Automobile Company Limited; and (3) to investigate the problems
and give recommendations of service quality of Muangkan Honda Automobile
Company Limited.

The total population of this survey research was 814 customers. The sample
was 268 customers of Muangkan Honda Automobile Company Limited collected by
using Taro Yamane random table. The data gathering tool was a constructed
questionnaire. The data were analyzed by using the descriptive statistics: frequency,
percentage, standard deviation and the inferential statistic: chi-square.

The results showed that (1) the service quality of Muangkan Honda
Automobile Company Limited was overall at a high level. As for individual aspects,
it was found that service accessibility, communication, ability, hospitality, credibility,
trust, enthusiasm, safety, physical attribute and understanding were at a high level;
(2) the relations between personal factor of after-sales customer and service quality
revealed that gender, age, educational level, occupation, average income per month
and car model were significantly related to service quality at 0.05 level, while marital
status was not related to service quality; and (3) the problems of service quality was to
get access to the service due to inadequate staff; therefore, the company should
increase staff in order to improve the quality of service. As for the problem of
communication, it indicated that the information was not widely disseminated, so
advanced communication technology was recommended to be used for more public
relations and promotion. In addition, the staff's on using advanced communication
technology should be developed in order to contact customers faster.

Keywords: Service Quality, Muangkan Honda Automobile Company Limited
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{ @ o J @ o
NNATNN 4.17 HAMINATOUANVT NN UTTEHIN izﬂ‘]l’mﬁﬁﬂisﬂ NUAUNTINNIT
a 1 1 [ (%% v v a
IR T MIAIuA199 WU sEAumMsAnEIiaNudNTuEnunua I IHUInT Aun
o9 v [ ' v o

A A 9 1 A o Aaaa 9 A = [
NIEADIDIU BYNUUITIAYNWNADANTEAU 0.01 FIUATUDU llﬂJlJﬂ’NiJﬁ'iJWl!‘ﬁ UUNTN

Y a
msl¥dusms



1 19 v J [ [ a
MINN 4.18 ANUFURUTTENINOITUADAMA NI IRUIMS

=
1AW
Y a v A 9 @ 9 2
AU 1FUTMNS AFeN/ 1913/ wiinau L, ves X df p
v K v Aa a a o illﬂ’]q a auc]
nANEY  SgiE@mne USHMenYU fams

1. UMDV NI 10 88 61 54 23 32 98.662 80 0.077
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2. MumMIAnaeaoans 11 70 30 69 9 79 76.806 80 0.580
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8. aunNuilanany 11 70 30 69 9 79 91.897 75 0.090
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Y 9
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