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57750155: MAIJOR: BUSINESS ADMINISTRATION FOR EXECUTIVE; M.B.A.
(BUSINESS ADMINISTRATION FOR EXECUTIVE)
KEYWORDS: BEHAVIOR/ SERVICE QUALITY/ CAR RENTAL SERVICE
CHOTIMON SANGDIT: SERVICE QUALITY TOWARD CUSTOMERS'
SATISFACTION IN CAR RENTAL SERVICE FROM ABC COMPANY. THESIS ADVISOR:

SUPASIT LERTBUASIN, PH.D., 101 P. 2016.

The study entitled "Service quality toward customers' satisfaction in car rental service
from ABC company" attempts 1) to investigate customers' behaviors, service quality factors, and
customers' satisfaction toward car rental service from ABC company, 2) to study car rental
behavior of customers toward customers' satisfaction in car rental service from ABC company, 3)
to study service quality contributing to customers' satisfaction in car rental service from ABC
company.

The subjects in this quantitative research study were 400 customers of ABC company
whereas instrument was questionnaire that had passed reliability with Cronbach’s alpha coefficient
(OV) of 0.90. The statistics to test the hypothesis included F-test (One-way ANOVA), Least
Significant Difference (LSD), and multiple regression analysis at statistically significant level of
0.05. The findings are as follows:

For personal information of 400 subjects, there were 193 males, and 207 females. The
majority of them were between 26-35 years old, were married (235 persons), obtained degree
lower than bachelor degree (208 persons), were company employees (247 persons or 61.75
percent), earned the average monthly income of 10,001 — 20,000 baht (265 persons). It was found
from behavior to have a car rental service that most of them prefer a bus (240 persons), have
rented a car to tourism purpose (372 persons or 93.00 percent), had friends to participate in
decision making (287 persons), hired a car during holidays (270 persons), contacted the company
through their acquaintance (342 persons). The means of service quality in overall were at high
level. When considering in each aspect, it was found that reliability earn the highest means, then

the lower ranks went to empathy, tangibles, responsive, and assurance, respectively.
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3 = A ¢ Y Y
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Standardized
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