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CHINAPAT THAMPARIN : RELATIONSHIP BETWEEN SERVICE QUALITY
AFFECTING CUSTOMER SATISFACTIONS : A CASE STUuDY OF
MITSUBISHI MOTORS THAILAND IN NONTHABURI. ADVISOR : DR.
SURASIT UDOMTHANAVONG, 109 PP.

There are 3 purposes in this survey .First purpose is to study the service
quality of Mitsubishi Motors Thailand in Nonthaburi. Second purpose is to get customer
satisfactions when receiving service of Mitsubishi Motors Thailand in Nonthaburi.  Third
purpose is to learn the relationship between service quality affecting customer
satisfactions when using service of Mitsubishi Motors Thailand in Nonthaburi. This is a
quantitative survey studying from a sample of people who receiving service of
Mitsubishi Motors Thailand in Nonthaburi aged over 25 years old ,in total of 40 people.
The tool used in this survey is questionnaire to analyze the data with percentage,
average, standard deviation and anlyzation of T-Test relationship with computor
program.

The result showed that the majority of respondents were male aged between
25-34 years old with Bachelor degree, self-employed or private company employees
and earned income between Baht 10,001-20,000 with more than 4 times per month
receiving service from of Mitsubishi Motors Thailand in Nonthaburi. The survey’s
hypotheses showed that the service quality is rated with excellent level and customers
are very satisfied with service quality of Mitsubishi Motors Thailand in Nonthaburi. The
relationship of service quality relatively affected customer satisfactions. To conclude in
each aspect, there was the service tangibility, reliability, customers’ responsiveness,
assurance of service providers to customers conformed to significant statistical
hyphotheses at level 0.05, and customers emphathy had no effect to service

satisfaction of Mitsubishi Motors Thailand in Nonthaburi. It was not accord with the

hypotheses.
Graduate School Student’s Signature........................
Field of Study Industrial Management Advisor’'s Signature........................

Academic Year 2016
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1.1 enuiuzdsisuaasnsuims (Tangibles)

@1371971 5 10C Test mmlﬂugﬂﬁﬁwmmiﬁms (Tangibles)

mﬁm‘f]ugﬂ 5993
?la\‘)ﬂ"li‘ﬂ%ﬂ’]ﬁ ﬁt%ﬂ%%”lm
W ” SUM(X) | 1oC | aiua
(Tangibles)
Ha 1 2 3 4 5
1 1 1 1 1 1 5 1 Tala
2 1 1 1 1 1 5 1 Torler
3 1 0 1 1 1 4 0.8 Tale
4 1 1 1 1 1 5 1 Taler
5 -1 1 1 1 1 3 0.6 15151
6 1 1 1 1 1 5 1 515
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12 emuidaialinedale (Reliability)

@13197 6 10C Test anutatialinslale (Reliability)

ANaLBaie
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(Reliability)
Hafl 1 2 3 | 4 | s
1 1 1 1 1 1 5 1 Taler
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5 1 1 1 1 1 5 1 Tale
6 1 1 1 1 1 5 1 e
7 1 1 1 1 1 5 1 1ol

EREIVIR @1 10C = 6.6/7 = 0.94

g anugaialinedeld (Reliability) = 146
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RNLLAA : @1 10C = 8.4/9 = 0.93

3041 nMImauauasdagne (Responsiveness) = 1 ld
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1.4 mil#anuizeiudagnen (Assurance)

913197 8 10C Test M3lianuTadusdagndn (Assurance)

mMslRanaBaN
@aanal G R AL
* * ” SUM(X) | I1oC | d3dua
(Assurance)
Hafl 1 2 3 | 4 | s
1 1 1 1 1 1 5 1 Taler
2 1 1 1 1 1 5 1 Tl
3 1 1 1 1 1 5 1 Tl
4 1 1 0 1 1 4 0.8 Tale
5 1 0 1 1 1 4 0.8 Tale
6 1 1 1 1 1 5 1 e

BRI : 61 10C = 5.6/6 = 0.93
i msldanugadiusdegnda (Assurance) = 136l
1.5 mijanuazidnlagnén (Empathy)

13191 9 10C Test M33inuazidnlagndn (Empathy)

mIzdnuazdnte
anAl R AL
* * ” SUM(X) | 10C | ddua
(Empathy)

Haf 1 2 3 4 5
1 1 1 1 1 1 5 1 Lol
2 1 1 1 1 1 5 1 Tale
3 1 1 0 1 1 4 0.8 Tale
4 1 1 1 1 1 5 1 Tale
5 1 0 1 1 1 4 0.8 Taler
6 1 1 0 1 1 4 0.8 515

RNLLHAA : @1 10C = 5.4/6 = 0.90

a3Ud1 mainuazidhlagnén (Empathy) = 1516
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2. A UNIND 1l LT USNITERI US NN TI0 S U N ATTTIIRIAWINLI

a

A =2 Y Aa 6 A &a Aaa [ a
137397 10 10C Test ﬂ’)?&lWOWBlﬁ]‘Dﬂx‘iéﬂ‘ﬁﬂﬁﬂ’ﬁﬂ%ﬁm‘iﬂﬂ'ﬁﬂU%@&I@]TU"E%G%’J@%WV]‘H?

U

anuianala iy

o SUM(X) | I10C | d3iua

2o 1 2 3 4 5
1 1 1 1 1 1 5 1 156
2 1 1 1 1 1 5 1 1a'ler
3 1 1 1 1 1 5 1 1aler
4 1 1 1 1 1 5 1 15l
5 1 1 0 1 1 4 0.8 15l

RUYLNA @1 10C = 4.8/5 = 0.96

agﬂiw LLuuaaumumwﬁawalwao;ﬁ%ﬂ%msﬂuﬁu‘%mﬁn auﬁﬁmsgﬁ%

TInTaUUNY3 = 116

mﬂwamsmammuaaumumﬂ;jl,%mmty 1ag 10C Test WUINUUUREUDNY
fazin 1860 10c Asansailuldlumsiuuusevaslduszsn lUlE 5 aenudadin
gasuuugauanaa U la

6) T0ANULTaTUIBILLLFALDN (Reliability)lapsduuugaun1uidIwnIg
@mfﬂaaummjﬁmmzﬂﬂmaao (Tryout) ﬁun&juﬂxmnsﬁﬁé’numﬂﬂﬁ@mﬁumjw
frogng Dalaun AlFuTnMIguduinsfiagds usen Hag In176 daia (@vinaulng)
F1man 30 70 avxauadudady uazauauysaivestadinia WMataniny
gaanAaadn1uly (Intemnal Consistency Model) lagltlysunsudniagdneaiidluniam

{ QI/ U a l{ L a l{ U =
anuTaNy laglrauyszAndueanvas nauuan (36D q@mmaﬁ. 2557 : 106; 8714984

@ o a £ o A '
270 Cronbach. 1974 : 161) uazlfinaigudsedntuaan sausunal oL IINNINLAE

WinAU 0.7 Aas&N (558N q@mmaﬁ. 2557 : 106; 81489910 Cortina. 1993)
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21y 1IN (AN) Sosaz
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35-44 1) 126 31.50
45-55 1 82 20.50

AN 55 1 34 9.50
PRTY 400 100.00
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v & 1

HANNTIATIZRIINANTI9N 12 uaaslFifinin JlFuiniandgaseny 25-34 1 &
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