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Thunyapong Suwannachot (2007). Factors that affect Customers’ Satisfaction and Loyalty
toward Providing Automobiles’ spare parts Service of F.J.T. Commercial Co.,Ltd.
Master's Project, M.B.A. (Management). Bangkok : Graduate School, Srinakharinwirot
University. Project Advisor : Assoc.Prof. Somchai Hirankitti.

The purpose of this research is to study factors that affect customers'
satisfaction and loyalty toward providing automobiles’ spare parts service of F.J.T.
Commercial Co.,Ltd. A questionnaire was constructed and used as a tool to collect data
from sampling group of 277 customers of F.J.T. Commercial Co.,Ltd. The statistical
analysis used in this study are statistical Percentage, Mean, Standard Deviation,
Independent t-test, One-Way Analysis of Variance and the pair different analysis by
Least Significant Difference (LSD) or Dunnett's T3 and Pearson’s coefficient correlation.
Data is analyze by using SPSS for windows version 11.

The result of these findings can be revealed as following.

The majority of sample group is male, 40 - 49 years old, lower than
bachelor's degree and married. They mostly own cockpit business 3-5 years ago with
average monthly income 20,001 - 30,000 baht.

The majority of sample group have a good attitude towards marketing mix in
terms of product and service ,price distribution ,promotion , sale man's service and
process on using of providing automobiles™ spare parts service of F.J.T. Commercial
Co. Ltd.

The majority of sample group has satisfaction toward automobile’s spare parts
service higher than comparing with their expectation. These people perceive good
valuable of service and satisfy in automobile’s spare parts service of F.J.T. Commercial
Co. Ltd.

The majority of sample group has high loyalty in repeating orders of
customers and price sensitivity of customers and moderate loyalty in long term
relationship with customers.

The difference of genders, ages, types of customer's business, income per
month and business ages of customers have different satisfaction in comparing service
with their expectation, valuable of service and total satisfaction at the statistical
significant level of 0.05

The difference of educations and race of customers have different satisfaction
in valuable of service at the statistical significant level of 0.05
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Products and services have correlation with total satisfaction toward providing
automobiles’ spare parts service of F.J.T. Commercial Co.,Ltd. In correctible of products
and services have correlation at moderate level with positive direction, time of payment,
claim of product, delivery on time, availability of package, completion of order, New F.J
package have correlation at low level with positive direction. Phoenix package, company
name, have correlation at highly low level with positive direction, Seger quality have
correlation at highly low level with negative direction at the statistical significant level of
0.05.

Price has correlation with total satisfaction toward providing automobiles’ spare
parts service of F.J.T. Commercial Co.,Ltd. In valuable of payment for services have
correlation at moderate level with positive direction at the statistical significant level of
0.05.

Distribution has correlation with total satisfaction toward providing automobiles’
spare parts service of F.J.T. Commercial Co.,Ltd. In suitable of ordering and suitable of
delivery have correlation at low level with positive direction at the statistical significant
level of 0.05.

Promotion has correlation with total satisfaction toward providing automobiles’
spare parts service of F.J.T. Commercial Co.,Ltd. In sale man’'s presentation, discount
for quantity of order, and catalog have correlation at low level with positive direction,
discount for payment in time has correlation at highly low level with positive direction at
the statistical significant level of 0.05.

Services of sale man have correlation with total satisfaction toward providing
automobiles’ spare parts service of F.J.T. Commercial Co.,Ltd. In intention to services of
sale mans have correlation at medium level with positive direction, behavior manner and
speech of sale man and knowledge of products have correlation at low level with positive
direction, convenience and speed of sale man's services and advice for car repairing have
correlation at highly low level with positive direction, friendship of sale man and suitable of
uniform have correlation at highly low level with negative direction at the statistical
significant level of 0.05.

Process has correlation with total safisfaction toward providing automobiles’
spare parts service of F.J.T. Commercial Co.,Ltd. In honesty and stability in services
and convenience of payment process have correlation at highly low level with positive
direction at the statistical significant level of 0.05.

Total satisfaction toward providing automobiles’ spare parts service of F.J.T.
Commercial Co.,Ltd. has correlation with repeating order of customers in customers
have continuing order products from FJT has correlation at low level with positive
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direction, customers interest in new product of FJT and customers will order spare parts
from FJT at next time has correlation at highly low level with positive direction at the
statistical significant level of 0.05.

Total satisfaction toward providing automobiles” spare parts service of F.J.T.
Commercial Co.,Ltd. has correlation with price sensitivity of customers in buying product
in higher price for higher quality and services have correlation at moderate level with
positive direction, customers will buy products of FJT even others have reduced price
and customers will buy products of FJT even FJT have to increase price have
correlation at low level with positive direction at the statistical significant level of 0.05.

Total satisfaction toward providing automobiles” spare parts service of F.J.T.
Commercial Co.,Ltd. has correlation with long term relationship with customers in
customers have good relationship with FJT and customers will be waiting for product
even FJT's late deliver have correlation at highly low level with positive direction at the
statistical significant level of 0.05.
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aniz, 2541) Tanfifimidnan 3PS a1n 4PS Aldnanuudaesil
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msgslaielimunsnsieanaianelaliiugndnlduandramiaguas WINI WA 093
ANNENNT Ariauadafia SUINADUFUBIABANEN famufaity  fenwmusnluns
witfwn wae swsnasvadeulwnuusem
2. ﬁﬂwm:mdmymwmammuﬁmadgﬂﬁﬁmi (Physical Evidence) Iéun mIanudaanuil & A
oy seeung fnsamInmenmiazgluuunisliving teshegmanlitiugndmniasnny
azon mamas lasagad newans (2543) ladnswuirdedenidninadernufinela
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awszanlumainauagluanmia sseu
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fugminasaud (Brand equity w3e Brand value) wanefls  nisfiandudwesssini
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a & ?,’ & A o e A o A o ¢, A v a
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3a3nen (Psychological Commitment) saas@sie udnisBotuiunmitetes gluasudn laslwanunineg
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1. Hard-core loyals fuslnagansmitannassiio AAAAA
2. Split loyals uunusunsTeiia AA BB AB
3. Shifting loyals wuuuwumsFada AAABBB
4. Switch wuuunumstoda ABCDEF uyiaiilu
4.1 Deal prone #e Toamiliands
4.2 Variety prone @a FaamIusadnfiuandaldanidaiiande
thwinewanzasinmiamaide sussuliiiamudedasdaande Q’uﬂmﬁ%a@%}ﬁ@ia
amiaiuinnaaaanalfillunanlumiamdnasasana  (Market  Share) Iwiiuasanisuas
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wnanudailuaauduiioaseuainvesduilng
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2. anuReNvpIaNTasaddanine
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fuwaliuizimaudfouudasandde  (Brand  Switching) nsnndunnd  wmguadie
o A a a , A \ a o Aa o \ v & o w a o A
duslnafinanadentiionialinalagud Sfudlniananodgemaiduleezd desnasgmadudin
Wasmwnaliiieanudedaddonsiva udu wananuuniaFeusasaubesadaeanivaditia
R 2y e e . ¥
nnsusiwnssslwsanlsauiioy maiuihrunseaedindasdamivaaafudlanzasa M3
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1. yadnuesamaudr (Brand Characteristics) RadutouamuFeiuluamaud Fayadn
gasaniusezaiauliiiuionguisenuinduiganivnliifiannuseuiululaluaeiduilag
dagulafiazlinsdaluasdud wie antiug ﬁmfjauﬁumiﬁ@%ﬂwadqﬂﬂa"lﬂgd;ﬁuﬁaumiﬁ@ﬁuh
leFefdwRawle Huslnafiguiu FaauaTaudfaufizde UERUSELPRRL PRt LN HITEG I oM
viuas guuanawiieFesaulinslussnisyeaatuiiledviuegiuenuiideidos (Zucher. 1986)
uazaMuEINTaTasaTAUdin g (Andaleep; & Anwar. 1996)

1.1 Brand Reputation L‘ﬂumwﬁ%aLﬁmmadmﬁuﬁwfummﬂmwwﬁmﬁumad;ﬁuﬁme
F1 Fudiiud uazmanindefiald wieldiinitn enufudiitedsiwenanaansawawidvanms
lawon  dundius dafennnanafidninsvasgmuninuaznsldnunialining e3a waz lud
(Creed; & Miles. 1996) wuirauiidefusasanausazinllganumenisvesgndiliduuindad
Fum

1.2 Brand Competence &a ausansansas uIaurIasIdud Hunitadoafianwan
lUgnsudilym  iReussgihmansuvisanudainiszesgnd  anusansaduwinszuscquiaula 7
aghlugifhmane  uaz HnSwaldurigdannuganane wialluanudasms  (Butter ; &
Cantrell.1984 ; Butler. 1991)

2. qmuswiAvasuiun (Company Characteristics) — sunsawdsilaszdunifiveguilnailinale
AoAIRUA mww;i'fuadQ’uﬁﬂ:nmﬁmﬁuﬁﬁﬂmﬂﬁmwﬁu6] mfjamwnﬂuqul,mﬁa"lmLiﬁ"lﬂ@jmw
Fuding amfuqmawﬁamadu%ﬁmnﬂuﬁaLaua Lﬁ'alﬁﬁwaﬁwﬁﬁamw"l’?mﬂwadgﬁinmfuﬁa
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2.1 Trust in Company meldusssnAvna Aigndezoaniuldvu ssdnsacdasdfiia
aungisfiouuasiyanfinely Fadwisssurn wasanadedaduassniu (Mayer.et al. 1995)
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3.2 Peer Support Tad uaz amaw ( Doney; & Canon. 1997 ) naadn msuanee
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