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Phirachphon Saengthong. (2008) Service Users’ Attitude and Behavior on Transportation
Business and Distribution of Suzuyo (Thailand) Limited. Master’s Project M.B.A.
(Management) Bangkok; Graduate School, Srinakharinwirot University. Project
Advisor: Assoc. Prof. Supada Sirikudta.

The research was aimed to study service users’ attitude and behavior on
transportation business and distribution of Suzuyo (Thailand) Limited. The study was
conducted to explore firstly general organization data such as position in organization,
decision-making authority, business pattern, business type, organization’s registered capital
and number of employees; secondly service users’ attitude towards marketing mix; and lastly
service users’ behavior on transportation business and distribution.

The sample size of the research was based on 95 Suzuyo (Thailand) Limited ‘s
service users. Data was collected through questionnaires with reliability at .863. Percentage,
mean, standard deviation, the t-test, One-way ANOVA was provided as the statistical analysis
tools. When the difference in variables was occurred with statistically significant, paired
sample test was utilized by applying Dunnett T3 and LSD. Then, Pearson product moment

correlation coefficient was used to measure the correlation of the variables.

The findings were as follows:

1. Organization Data: Most service users were at operation level, not in decision
making level, limited company, import & export business, between 11 and 50 Million Baht in
registered capital and having between 51 and 100 employees.

2. Service Users’ Behavior: Most service users knew Suzuyo (Thailand) Limited
from other customers’ recommendations. The reason for choosing Suzuyo (Thailand) was
quality of service. Most often servicing vehicles were 4-wheel cars. Average monthly using
service was minimum at 10 times and maximum at 120 times. Average weight per month was
minimum at 4,500 kilograms and maximum at 300,000 kilograms. Average monthly expense
was minimum at 7,700 Baht and maximum at 1,125,000 Baht. Most service users trended to
continue using services provided by Suzuyo (Thailand) Limited.

3. Attitude Towards Marketing Mix: The level of service users’ attitude towards
overall marketing mix was at good level. Considering by category; categories of productivity
increase and process had the level of attitude in very good level; and categories of service,
personal, distribution channel, marketing promotion, physical evidence and price had the level

of attitude in good level.

4. The difference in organization data such as job positioning, decision making

authority, registered capital, number of employees influenced the difference in service usage



trend in transportation business and distribution of Suzuyo (Thailand) with statistically
significant at .05 level.

5. The correlation between service users’ attitude towards marketing mix in overall
service and service usage trend in transportation business and distribution was at slightly high
in positive direction with statistically significant at .05 level.

6. The correlation between service users’ attitude towards marketing mix in overall
process and service usage trend in transportation business and distribution was at slightly low
in positive direction with statistically significant at .05 level.

7. The correlation between service users’ attitude towards marketing mix in overall
physical evidence and service usage trend in transportation business and distribution was at
slightly low in positive direction with statistically significant at .05 level.

8. The correlation between service users’ attitude towards marketing mix in overall
price and service usage trend in transportation business and distribution was at slightly low in

positive direction with statistically significant at .05 level.
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k cov ariance/ variance
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