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CUSTOMER'S SATISFACTION TOWARDS SERVICE QUALITY OF MOTORCYCLE SERVICE
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Jamjuree Srisermsri.(2006). Customer's Satisfaction towards service quality of Motorcycle
Service” case study of Wattana Zone. Master's Project, M.B.A .(Management).
Bangkok : Graduate School, Srinakharinwirot University. Project Advisor :

Dr. Paiboon Archarungroj.

The purpose of this research was to study and compare the customer's satisfaction
towards service quality of Maotorcycle Service case study of Wattana Zone in 4 aspects which
are customer's service, communication , ability of driver's motorcycle and creditable service

The sample groups for this research were 400 people who used motorcycle senvice
in Wattana Zone.

The method of data collecting was questionnaire. Statistics used for data analysis
were frequency, percentage, mean and Standard deviation. One - Way ANOVA and i-test
were used to compare the customer’s Satisfaction of Motorcycle Service. Least Significant
Difference (LSD) was used to examine the difference when significant difference was found
using one — Way ANOVA,

The results of research were concluded as follows:

1 Most of customer were female, 26-34 years oid, having education bachelor's
degree. Which as company’s employee, having average monthly income of 10,001 — 20,000
Baht per month, and using service about 1-2 times per week.

2. Overall of customer's satisfaction was in medium level.

3. Customer with different gender had no different satisfaction in overall and in each
aspects, except customer's service and creditable service.

4. Customer with different age had no different in overall satisfaction and in each
aspects .

5 Customer with different education had different in overall satisfaction and in each
aspects, except customer's service and communication.

6. Customer with different career had different in overall satisfaction and in gach
aspects.

7 Customer with different average monthly income had no different in overall

satisfaction and in each aspects, except creditability service.



8. Customer with different type of services had no different in overall satisfaction
and in each aspects, except customer's service and communication.
9. Customer with different frequency of using service had no different in overall

satisfaction and in each aspects, except communication.
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Fasvatnii (Independent t-test) Msrfumni@siu 95 % A azdfmsaunfguvan (Hy) f

=y

sadia Sig.(2-tailed) ¥ia Prob.(p) HAUBLNIn .05 uam*mmmﬂuﬂuuﬁgqmmmﬁamﬁa 14
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(One Way Analysis of Variance: One Way ANOVA) waznrvaasuannigulaaldszauatn

N . » v
@3S 95 % Aaviu Nan'mnmmuauuﬁgﬁmmmcﬁ’qmmwi@"lﬂfi

a8 15 nansuBauiauansimelagesdifidnissodnseueusifudnafiiseannimng

13019 wedmunlagmnuassefIu AUUNAINETY

AN NN 1A 1B LNAIADTH 8S df MS F-Ratio  Prob.(p)
gliinng wadmun wlsdsou
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FNUAHATHITOTBIL SWINANgQ 3.820 3 1.273 4.190 0.006"*
Wuing melungu 115485 380  0.304
791 119.305 383
é’ﬂummmﬁﬂﬁﬂ TTUINNNEN 10.217 3 3.406 9.196 0.000**
melungu 140.741 380  0.370
T9H 150.958 383
U TTUINNGN 4.901 3 1.634 7.707 0.000**
melungs 80.558 380 0212
793 85.459 383
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faty EAseAaldimansAwmeiilinFaudiodeieu (Muliple Comparison) Tneld
oo ] ] a9 o k5 ‘=il . e . "‘I
AEVARELLLUNIIWATANUANTndNAyTiasge Least Significant Difference (LSD) wa

virAaatglathauansiafuiszdulidAty 05 muan pudasialii

a9 21 nansitiieuAean A ane s s neT0dns e UATUANS lBATIN

W

Tausananagliinng usmeg #eds LSD TngAnunauenin

L)

Fauanuie  thfow  dasany widnanu 9714
ardn walalaosan  dndne Fgaamne BN duda/
Aane
/T(" 3.16 3.3%7 3.06 3.13
BniFswdnAnen 3.16 - -.208* 0.01 0.28
(0.008) (0.118) (0.768)
drsanis/Sgiauna 3.37 - 0.308** 0.236"
(0.000) (0.013)
NUNIULB N 3.06 - -0.72
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FrRagIUAUANINE 3.13 )
v+ fuAAUNIaaBRTTEHU 0.01
» A Atuneaianszdu 0.05
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A191a 22 nansuBouiisuAueiuauiawelareadliuintssadnsuuausiudneg wedmun

Frunnsudnisanén flusee fe?3 LSD tauduunminenis

Funisusnne  tnGow  dhsanie wilnauw g0
e gnén Undnwy  FiaawAa wenmu dausa/
Arang

X .27 3.55 3.16 3.36
UnGaunindnmn 3.27 - -0.276** 0.108 -0.093
(0.001) (0.099) (0.329)

F1319n19/55 38 UNA 3.55 - 0.384** 0.183
(0.000) (0.058)
WHNITUBNTU 3.16 - -0.201"
(0.017)

§5AARIUFVAINE 3.36
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= ] o <4 4 o ar C A ar
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ondn Fasednans  dndnmy  §FAawia GhE AURDY
ANaNe)

X 3.06 3.07 2.88 2.76
UniFauinAnm 3.06 - 0.009 0.174 0.300*
(0.927) {0.030) (0.011)
drgrnisAgianae 3.07 - 0.183" 0.309**
(0.024) (0.009)

WiInINMueNTU 2.88 - 0.126
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§5NAAIUAY AN 2.76 _
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Fruanansaeasnidnas himeg feds LSD TrBdIMUNANETTN

A UniFey drgrnigs  widnew §e0e
. ATUANNATD  HNANIN Fdamia  en1e AU
2996 IHLTNS Aenel
3(* 3.12 3.33 3.08 3.00
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¢ SudndtynnaadanszAy 0.05

=y s ' | d’:i = ar = 5t = -8
AINEAITIN 24 uamfmLﬂ?’\:uwm'\c:ﬂmmma‘wummwuﬂL?ﬂumnﬁnmnmqumﬁq

oy

I 4 | ¢ 1 i o wd 1 W = P w ar 0 o
ﬁ‘ﬂuﬂ"ﬂﬁdﬂﬂu’]ﬁ‘ﬂ‘ﬂ’ﬂﬁEJ;IVU?ﬂ’\?uﬂﬂﬂ’J’Wﬂ'ﬂUi‘ﬂ'ﬁ‘@’]‘DW‘lﬂ?ﬁ‘ﬂﬂ’l5‘/5‘3’]@'\“1’1@ NITALUYATAL

naneAnszAL 0.05 ﬁqu;lﬂﬁu’?‘msﬁﬁmfﬁwil"mmm?/f}'g?:muﬁqﬁmmﬁaml@mn "

1
or = oyl

3 = P o o a0 » 3 o PP -
@TUT”W?WN'ﬂq‘ﬁWLﬂn‘ﬂu Vlﬁ‘:muuﬂﬂﬁﬂn:mﬂmnﬁmﬁ‘:ﬂu 0.01 Ltﬂzﬁd’ﬁl‘ﬂ‘lﬂﬂﬁi“ﬂu'ﬂ"lﬁi‘v\lﬁ‘i‘ﬂ@

dousa/fnany AszdutiadrAnmaliAnszas 0.01



65

A1319 25 nansaudauAeispnuiaelasedldiisnsrodnsoueusiude Rdmuw

i v o - " 3 aed o =
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1 nsnaaaudannisasziauulsusauniaden

(One Way Analysis of Variance : One Way ANOVA ) waznisnedauanniguleelirzduacs

' ' A 1
el 95 % cmmsmma@uauuﬁﬁwmmmﬁ’qmﬁwialﬂﬂ

=l =3 L) o Lo ) o
M7 26 Nﬂﬂ’]f;‘L'Lr?'lelL'VlEl‘LJﬂ’)"I}JWJW’EﬂQ‘TJTNPﬂ‘ﬂui‘ﬂqﬁ‘i‘ﬂ’ﬂﬂi‘ﬂﬁuﬂuﬂi‘U’ﬂ’N wadmiun e

LAESIBA1 uuNaINIn LA

Anranalalausintes ULNRIAGTH S8 clf MS F-Ratioc  Prob.(p)
adimsrodnsaueun  wdsdau
FUA1a edRmuN
Fun1sUENNIENAY A DRETGEY 0.593 2 0.297 1.128 0.325
melungu 104.413 397  0.263
593 105.008 399
FunsRaReADaNs I NNGS 0.464 2 0232 0696 0.499
nelungu 132346 397 0.333
594 132810 399
FIUAIINANTOVBIEL SEUINNGH 0.436 2 0.218  0.701 0.497
Tiusnase mulungu 123598 397 0.311
4 124.034 399
Fruaninede FENINNAN 3.403 2 1.702 4.404 0.013*
melungu 153392 397 0.386
$11) 156.796 399
$IM TEWININGN 0.488 y; 0.244 1.091 0.337
nelungy 88.820 397 0.224
594 89.308 399

* Hludn Ay aatpnseAv 0.05

A NA1519 26 tansiiarsinsieudeudlfnssodnsaueuiiudeiingle
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Fansunflumed nudndidiannsiisngihedrereuianuianeladuarin \Enhion

uANFNAURTEALTRAN A TynaBARTZAUAINGT 0.05

N
Falu EAdeRalsinansmmsiihhulouiiedeieu (Muttiple Comparison) Tneld
FEMARELLLLNNTMIA A LUANAN T A Ay erfiga Least Significant Difference (LSD) (e

‘ 3 dl 1 1 3 o kll - s @ ar e - a .+ .:;
widnAaaedlaauananiunszaulsatany .05 muaGuAIsa Ll

F1919 27 uaniswFoudeuanaiopuionelaaedldiinssodnsaueuAiuen waTmu

Faupmmindetaaasdlduinig duseg Fedt LsD taeduunmuneld

FAUATN BN e 10,001~ 20,000 1N
VoA | s &
e a4 . - videda  windu 10,000 20,000 U 2l
TalALRAsADLADY
PN

| i 3.16 3.12 3.33
FNINUTAMANL 10,.000 W 3.16 . 0.038 -0.169
{0.632) {0.39)
10,001-20,000 U 3.12 - 0.207*
(0.004)

20,000 umnawly 3.33 .

- FdadrAyneadAnsziu 0.01

RINENTN 27 Hansias L iiinnshilsneldiefosaiien 10,001 - 20,000
< == 1 = as Lar 3 o 3/ ' -:'ll L= 2 1
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N . oy d e o e o R
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H - ansldBnnsTasnTonueudARnaiu SanRanelasenisduIn sodnsa e AT LA

1

TABTINUATZI L AULANFNIAY

a [ a.nd:ll = F o o 3 v =, L8 =i
dmFuadaflflunsieesd Rdulinsmaseudianisirsnianuudnliaumiangg
(One Way Analysis of Variance : One Way ANOVA ) waznneaanuaNnfgulanlfrsaumau

ViR 95 % uammmmuaunﬁgﬂmmmﬁamﬁm@lﬂﬁ
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o <X ] L] - rar L
TN Mﬂ’ﬂuﬂ\iﬂﬂl’ﬂﬂﬂ msl'nmmﬁmmmumumumq

= i < o ar = <4 ’ T ar For A
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(One Way Analysis of Variance : One Way ANOVA ) uaznsnaapuannigulngldsziuadna

a3 95 % Nam‘mﬁmmuuﬁgmmmﬁqWmmfalﬂﬁ

A1914 29 naniriBauiauatnitmelaresdiiFnissodnseuausiudng edamn tausu

2 e o v -
LAY ATU ANULUNATUAMND LN T LT

Auwanelalaasneas UUAIAINH ss df MS F-Ratio  Prob.(p)
diiidnasradnsenupud wdsdsou
FURN PRTRILN
AIUNITLINITRNAT FTMINNAN 0.446 2 0.223 0.846 0.430
melungu 104561 397 0.263
T4 105.006 399
é\”mmsﬁmﬁia%@m? FEUTNNGN 3.212 2 1.606 4.919 0.008**
mﬂlun@'u 129.508 397 0.326
793 132.810 399
FIUATHAINATOUDE] SEWININGH 0.303 2 0.152 0.487 0.615
Wiisnns melungss 123731 397 0312
793 124.034 399
Frupanutniene FEWINNGY 1.290 2 0.645 1.646 0.194
nelungu 155506 397 0.392
29U 156.796 399
794 ?zudqqn@:u 0.684 2 0.342 1.531 0.217
nMelungy 88.624 397 0223
PV §9.308 399
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