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Vachiravit Maiku. (2003). Customers’ satisfaction towards car maintenance service center
“SHELL AUTOSERV” Case study : 10 Pilot centers that implemented the new service
practice. Master project for Master's degree in Business Education. Bangkok : Graduate

School. Srinakharinwirot University. Project advisor : Assoc.Prof.Dr.Supapan Siripatpisut

The objective was to study the level of customer satisfaction for the service towards car
maintenance service center “SHELL AUTOSERV” CASE STUDY : 10 Pilot centers that implemented the
new service practice,in four aspects : product and service , price , place and promotion. It compared the
customer’s satisfaction towards car maintenance service center “SHELL AUTOSERV” CASE STUDY :
10 Pilot centers that implemented the new service practice under following classification : gender , age ,
occupation , education level , monthly income level and convenient time.

Samples of this research were 400 customers and were purposive sampling selected from
population of customers who received services from car maintenance service center “SHELL
AUTOSERV”. Questionnaires were constructed and used as a tool of collecting data. Percentage ,
mean, standard deviation , t-test , and One-Way Analysis of Variance were statistical methods for
analyzing data.

The results of the research revealed as follows :

1. Demographic data of the subjects (customers) are mostly male .Most of the customers
were in between age 31 — 40 years old. Majority of the customers are company employees,with
education at the bachelor degree level and income level at 15,001 — 25,000 bath per month. Majority of
the customers visited the service center after 5.00 p.m. .

2. This research showed the difference levels of customer satisfaction from the customers’
satisfaction towards car maintenance service center “SHELL AUTOSERV” in overall aspect at high level,
the promotion were at moderate level and the aspect of product and service, price and location were at
high level.

3. On the aspects from the customers, this research showed there was no statistic
significance difference level for satisfaction towards car maintenance service center “SHELL
AUTOSERV” for overall aspect and each aspect from the customers’ gender, age , monthly income
level and convenient time to service center. However, there was statistic significance difference level at
0.05 for satisfaction towards car maintenance service center “SHELL AUTOSERV” for overall and

aspect from the customers with different occupation and educational level



CUSTOMERS’ SATISFACTION TOWARDS CAR MAINTENANCE SERVICE CENTER
"SHELL AUTOSERV”
CASE STUDY : 10 PILOT CENTERS THAT IMPLEMENTED THE NEW SERVICE PRACTICE.

AN ABSTRACT
BY
MR VACHIRAVIT MAIKU

Presented in partial fulfillment of the requirements
For the Master of Education degree in Business Education
At Srinakharinwirot University

December 2003
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1. AEDANUFIY
1.1 ANsauay (Percentage)

1.2 WALRAs ﬁﬁmmmnqm ( Ferguson. 1981 :49)

X = 2X
N
o o
We X Wl ALRAE
DX UM HAINTRIAZILTIMNA
N wn arusuinAne ungusnesng

1.3 mﬁmﬁmmummﬁm AUINIATINGAST (Ferguson. 1981 : 68 )

s = N2X - (X))

N (N-1)

1D S wnu ANLENILIUNIATTIW

o

DG WU WATINTBNATLLLUAAZFNNANAY

DX WY HATINTBIAZLILYINUTNA

N wi AwouinAnunlungusnagng

2. NMISWIAMNNLATRIND
2.1 WANANEeNY T89uUUAeLNNInEADN AN AN sEAVBURAYY AMWIIANEAS

( Cronbach.1970 : 161)
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n-1 82i
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2.2 WABIUIARILLNTBIUL LR LUNINT Ede ATUIUAINgRT ( Edward.1960 : 104 )

AN lENan7aun 11 t — distribution
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3. ANANARDUANNAFIU

a9
3.1 NAdauNHANAY

agsANwAnEgTadsiauls 2 ngu Tneldmatia T ( ttest)
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2 2
s, . s,
n
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3.2 NARDUANUANFANNIENINATIUWARLUBINGNARLNINNGN 2 ngu InanIsawmseid

ANANULSL9UMNeIRE (ONE WAY ANALYSIS OF VARIANCE) AUITUAINg63

(Winer.1971 :110)

F = MSy
We  F Unu
MS,  unu
MS,  unu

MS,,

 dasga o
AN MNansun 11 F-distribution
Mean Square $¥#3NNGN

Mean Square ne/lungs

o [ % aak

WanuAMHLANANNatelisdAunieannasasld 38n19m19ania SNK (Student — Newman —

(7

Keuls test) 71anASBLANUANGNNIZNING  APIAFBLAINUANGNIZUINNGN
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18 1 @9 30 1 101 25.30
311 fe40 1 181 45.20
413 De50 1 94 23.50
51 Tauly 24 6.00
ek 400 100.00
3. ANt
watinu / uitinu 10 2.50
dnEau / dnAnen 8 2.00
#1310 / ninewigaavna 54 13.50
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sudnavinlyl 10 5 50
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4. STAUNSANEN
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15,001 - 25,000 U 125 31.30
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TAYAANBUENITITUTNNG AU (AL) Saeay

1. @vasnaud Mirdunsudng
® AUDI 3 0.80
® BMW 4 1.00
® CITROEN 2 0.50
® [FORD 10 2.50
® HONDA 66 16.50
® HYUNDAI 8 2.00
® JAGUAR 1 0.20
® MAZDA 10 2.50
® MERCEDES BENZ 7 1.80
® MITSUBISHI 48 12.00
® NISSAN 61 15.20
® OPEL 2 0.50
® PEUGEOT 2 0.50
® TOYOTA 138 34.50
® VOLVO 4 1.00
® VOLK SWAGEN 2 0.50
® [SUzZU 32 8.00

CREY 400 100.00
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TAYAANBUENITITUTNNG AUIU(AY) Fasaz
2. 218n5 U Ladsn
® Hni13d 99 24.80
o 479 68 17.00
o 571 28 7.00
® 61 41 10..20
o 779 62 15.50
o g¥iuly 102 25.50
39U 400 100.00
3. gliunsAndnAuduinig  “SHELL AUTOSERV" ilu
Audizmsiszinnle
o fuaudiznissnaud dssinnideniuiugudiisnig
VRIEHARTDEIUG 51 12.80
o uAudtingeinemneudiluLLsiog 200 50.00
o fuAudiinesnaufiily 149 37.20
EREY 400 100.00
4. flrimemmdifiiEng dssiavlathan Aududnig -
SHELL AUTOSERV”
o ulRuuenesnaud aapud doed
laimalf1anng 109 27.30
welfianng 291 72.70
EREY 400 100.00
o lRauiusA WRETAIUILSA
Tadineldisnng 284 71.00
e ldiEnng 116 29.00
EREY 400 100.00
o ulREunumAEs
laimalf1anng 280 70.00
weldiEnng 120 30.00
EREY 400 100.00
o lREutaeanesoaus , waauldaan
laimalf1anng 367 91.80
e lgLsnig 33 8.20
EREY 400 100.00
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TAYAANBUENITITUTNNG AUIU(AY) Fasaz
o msraimszaznisldau maaulud
laiimelfL3nng 315 78.80
e ldiEnng 85 21.20
EREY 400 100.00
o nsradALAzRIEUs
laimelf13nng 343 85.80
e lfsnig 57 14.20
CREY 400 100.00
o AntienszuilFuannia (wad)
laivmelfLEnng 392 98.00
e ldiEnng 8 2.00
CR RN 400 100.00
o ulAsudaiurtambanldnsauiiuasas induied
Adsunaaiu fe 9
laimelf13nng 134 33.50
e lfisnig 266 66.50
CREY 400 100.00
o Au 9 (vHiu ulasuldnsasannie lasusinsiuiuss luils
el
laimelfLEnng 311 77.80
e ldiEnng 89 22.20
EREY 400 100.00
5. FuflgzaanidnFunisuinng Eludaulua)
®  JUAIINAN (AUN3-ANT) 216 54.00
®  TunymIITNIT (1an5,879me) 184 46.00
CRFY 400 100.00
6. glumsiRanidnsinEns Naudusnissasud © SHELL
AUTOSERV ” (ganuf) ALLABINA LR
o In&fiufivinende 284 71.00
o & 114 28.50
o Inédlsaleuansymsnay 2 0.50
EREY 400 100.00
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TRYNANHULNTLTUTNS AUIU(AU) Sasaz
7 Ingunnyinudainissanisduasunisanadua/azluasng g
(PROMOTION) wuwla
®  FIUAANLAN (ﬁm%’ugnﬁﬁﬁm"l,%'u?n'mﬂuﬂszﬁ'\)
laifinanng 125 31.30
Finanng 275 68.70
EREY 400 100.00
o duananmsuandaauavazlug Ane 9
(Saldusnsasumns I uIuRUTitIvuR)
laifieenns 353 88.30
RNRE 47 11.70
CR BN 400 100.00
¢ pilasdiuanfum Anutlidae, dnaans Weniusoaus
Tdfiaenng 385 96.30
Finanng 15 3.70
CREY 400 100.00
®  AUARAUAVANERLAR NYN512NT SaNAL tRsIATABY
1msiaiin
laiginanng 316 79.00
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