AN WINING Ty
A.uAUGY Bl 3.98Y3 20131

= 3 3 o af 1 Y o o e kg
anuiane lsupag lgsosudmaawon s IHuTmsvesguiuinisnai

> ..._,_“1mwm'§amwumum

23 #.n 2558

347642

smingifudunimesnisfnmaurdngasmsfansumdaia
F1NIFPINTTANTITTOMNVUMIAN RS VALY
ANzAIITAN TUaE NI uTEY
NINgIAN 2556

o

oy ey Ay g ) a
ﬁ%ﬁ“r’iﬁiﬂiﬂ]ﬁ]x‘lﬂ?’iW’JWUWaUU‘j‘SWW



o - o ] Y L 9 =
91913 eN1E nuutinutuazauznssumsasvihalauiinug laResanau
P * ar = & o v. ?D" < o o 1 & = w
Uwiisyes Wunind anara aduluay mivaumsiudumiunilareansanyiaiu nangas
Sgygrmstanmsumaiudia 19133 NITIAMITITIHAINNANT AT YUIALDN YD

wnitinedoyswld

M P =Y o
219156715 AEIUIINU S

NN

...................................................... 91915oM1f3 P

~

(509M1AAINSE A3.AT8 qunsaliy)

L} =y o
auenssuns gl mudataiuinus

R 1012 L T

(Fan319156 A3.QRa A3ITT00)

e NIITUMNT

) o -~ = at
(309MNTNTINITE AT AT FUNITAUY)

................................................... DITUNT

(R3.8U1A $1597UD1T)

2

@ ’ [ H s, o = ¢ o . .
aazmMsdamsuazmsnouiietsyld s unutinusatuililudiunilaves
mMsfAnEIvangas U3 ganmstamsunituda vl samsImvisuuanald

HAZYUIAEON YDIUNHTINETGYTA

L AUUAANLMTIANITUASTNITNBUNGN

L o ar ey o
(ﬂ?ﬁ’l&ﬁ?ﬁﬂi?ﬂ’!iﬂ WHYE UUNPNA)

Suin. 2 A TENION  wr.2556



szmagailms

- - —a

= o s dy =] a’u]a.ﬂ V] Ve ' ' =
NuitnusRU Ut vauysal 14 sz ldsuanuewaszduazanus mwilesn
\ =4 v :Vm'cq ] :; 9/ =3 '
naedhe 39lasvonstuveunsznadnla e uiluemags
4 =y - ar :vc;a ]
VONIIVVDUWILAM TOIFNFHTINGG AT AR gunImile ANTUNINNGIIN
¥ a =3 3! = ¥ 1 3 o o 0 dy
TunsidanlsnuvihumaGaumamon lanunyauorlalalvdduusih luidonimse
= S e o oy o ¢
Taganansumatnutntuiud nadvouyin
o i = o 3 '
VBVBUNWIZAMAMZ1915 8 15 M un I nends uazdesvovsunszaufimuig
9 a ) & P oHg ¥ 1 & 3 :
MEA AN ENWIUAsHaz YT uamana 10 uda Aianusmiialumssausaudeya
] o o ’ - ar st 4
MsUURI U YoV UMK T UTMIguiTMIad Imau gz Buln e
o Ay
mineuuuuTeunmluadeiidw
Y A ' = . ! = a ¥ Huowe @
gqatiotl vovnuwsznaniluadiagsonizamini wsar Wles #ldhiToma
< ] 9/ = =g Y o ¥ ¥ A s
mamsanvIsulszaunuduia uazdoyan lMannmsAneIniiazh T ldwe) sy Toan

1 @ = o ¥ s
gagamemslsvlgsmauinmsvesgudmiediao

ar e L=
UINWEY NHARND



-

54920214: @11 HISTAAITITIMAVVLIANDIULAL YL IALBU; .36

(MITANSIA PINDYIANA TR WAL BN)
Ty

DI 3
-

ar

fddey:  anwiawely ms 1IN qudnins/ snsudinady nganuuniues

Qr 4 =

& o P o @ [T =Y & =
HUVIWE NNAKD ﬂfﬂll“-"N‘W@1%%@@[‘:}1‘]}‘3GUHG]MWETG]'W}@Q"I‘SLlﬂllﬁﬂﬁ"'uﬂdf‘l'uﬂ‘ll‘iﬂﬁ
5o0UALIAA MURNFUNWUKIUAT (SATISFACTION OF MAZDA USERS’ TOWARD

SERVICES OF MAZDA CAR SERVICES CEENTER IN BANGKOK) mmaﬁféﬂ’mgmm

= =

E=Y 4 a ¥ oA
WAUE: 2918 qunitisy, D.B.A. 87 wu. Y w.a. 2556
= PO QU ¢ A 2 w = = =1 -
NuInNsl Ideglssmaamofinyissduanuiana o taznFeuiounnuiawe laves
/9 9 o U v oa & a o [y > o a
Ejﬁl‘ﬁ‘iﬂﬂuﬂMWﬁQW]GﬂTSEL‘H"USﬂ"l'i‘l]@\?fjuil'l}iiﬂﬁiﬂﬂ‘t!ﬁ]ﬁﬂf’fﬂW ”luwmﬂﬁ_dmwumum VULUAATHDNHIU S

va ¥ s v g ae = o e A wa -
YAnavoIr l¥aoudiadt iumsI9udad15 99 (Survey Research) NGuUAI10U1AD 1950014

~

VAT $1UU 398 310 uazquituRguiving 5 uie luwanganwurwiues Wuuuseuoiy A
' 4 oa o a o A A g @ = o =]
maNuysdonmy = 757 thunjosdalumssivnudeya Tmseinaldsunsudisogl
SPSS AIADALTIWT T UT {Descriptive Statistics) LAAITIUIU (n) SR8AT (%) AURAY (Mean: X)
Ao UnUIIAIFIU (SD) uazadAilioy U (Inferential Statistic Analysis) RONISNATDUAIN (1)
afianaaaun L5 dsIuniaRe) (Onc-way ANOVA) fmusanivd idyneaianszany 05
a =5 =4 3] 195 Fove Y e T
wimsdTuusunuintlu 110972078 Schette
aar royg W s Yo e o e s 1Y
HamsItanUN §lesneuautaan lduimsvosguiuimsiosuauiam Tuan
r o 9 + Y o 3/ r
ngunruuns g v ldlsanmsnds Goong 55) 1Hhawano Seoaz 63.1) 81gszning 3135
1 (Fovar 37.4) nazoiyiznin 36-40 U (Fowaz 24.2) msdnwmszduSoyns (Fovay 36.2) uay
Wy lnazgandt (Fovaz 32.4) ovdwd v/ 190530 Souaz (30.9) Tus w15/ Wilnau
Fyimmne (Fovaz 26.9) wilnanTimenyu (dovaz 25.6) IanuianelanemsIiuimsues
4 A o — i a Y ' ’ o
quévsmissoouaman) Taosathunais (X =3.21) ilewnisensiediu wid sgluszduwn
2 41 fo Aunszuiuns Wusms (X = 3.48) uazdhuanuazainiuniniisodiiuuims
(X =3.46) agluszduthunais 3 du fe guamnisIduing (X = 3.19) dmyanmimsiuims
(X =2.93) uaz AUNNTIUANATUIIUVTMT (X = 2.70) MUS AU HANITNATDUTUUANTS Y
' [l ar ~ [ =5 LY o 5} U ¥ A Y o
Wi 9agenafu BnasenuRsne lave sd lvsnsuduadisdems IHUTMIvoaguiLs NI s00ua
¥ 3 Y = 1 @ Qs = 1 [ = T =1 Q 3/ 3/
AT ATUARATRATS IHUTMIUANA1GNY SEAUNSINY M1 THadenunawe o 14
SRUUAIIAA P BMI I UTMSVRIRUALT Ms sooud @i aTunenssuduaiuuuTng uay
4 1 o =1 " ar =4 ’ =3 a3 o o Y
FINARUUANANA D1FWA13AY THaRenwRne Taosd ITraoudinasidoms THuTnIves
@ 1 = ¥ Y = 1 6
gudusmssnoudIad anamezaan lunsdifuuing uazyamms THoImsuanai1aiy

> o =]

atalled Ay adanTzdy 05
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MANAGEM,ENI; MM. (MANAGEMENT IN SMALL AND MEDIUM
ENTERPRISES MANAGEMENT)
KEYWORDS: SATISFACTION / SERVICES / SERVICES CENTER / MAZDA CAR /
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. NAIYATHIP PAKGEFPHOL (SATISFACTION OF MAZDA USER TOWARD
SERVICES OF MAZDA CAR SERVICES CENTER IN BANGKOK) ADVISORY
COMMITTEE: VUTTHICHAT SOONTHONSMALI ASS‘OCIATE PROFESSOR,D.B.A., 87P.,

2013,

The objectives of the study were to study the satisfaction level and to compare Mazda users'
satisfaction toward services of Mazda car services center in Bangkok categorized by individual user
traits. The study was a sur\:fey research having 398 Mazda uscrs as a sample group at five randomly
selected services centers which are tocated in Bangkok. The questiennaires with overall confidence level
at .757 were used to collect data. Data was analyzed using the SPSS by employing descriptive statistics
to identify sample size, percentage, mean, standard deviation, and inferential statistical analysis to test
the t-value. One-Way ANOVA determined statistically significant level at .05 in order to compare pair
groups by Scheffe’.

The research found that most of Mazda users at Mazda car services center in Bangkok,
possessing the following traits: car users (55%), male (63.1%), aged between 31-35 (37.4%) and
between 36-40 (24.2%), graduate educational level (36.2%), postgraduate and higher (32.4%),
merchant/businessman (30.9%), government officer/public-private employee (26.9%), private company
cmployec (25.6%), have moderate satisfaction level toward services of Mazda cars center,

Considering the factors, two of the most influencing factors in satisfaction level are process
of the service (?( =3.48) qnd comfort in having cars in service (?(: 3.46), followed by 3 factors at
moderate level: service quality ( X= 3.19), service value (37( = 2.93), and service activitics promotion
(X=2.70) respectively. The testing of research assumptions showed that differences of the following
components atl influence Mazda users’ satisfaction toward scrvices of Mazda cars service center: (1) age
diftferences, (2) differences in quality of service delivery and educational level, and (3) differences in
service activitics promotion and occupation. The comfort of having service and service value was

statistically significant at .05 level.
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Case Processing Summary
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N %

Cases Valid 30 100.0
Excluded’ 0 0

Total 30 100.0

a. List wise deletion based on all variables in the procedure.

1. sunazaIntumsinsenivuIng
Reliability Statistics
Cronbach's Alpha N of Items
7«’ 7 3
Item-Total Statistics
Scale Mean if Item | Scale Variance if |Corrected Item-Total| Cronbach's Alpha if
Deleted ltem Deleted Correlation Ttem Deleted

al 7.23 2.530 532 .789

a2 7.00 2.414 783 .545

al 6.50 2.259 566 765
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Reliability Statistics
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Crombach's Alpha

N of Ttems

788

6

Item-Total Statistiqs

Scale Mean if Item | Scale Variance if [Corrected Item-Total| Cronbach's Alpha if
Decleted Item Deleted Correlation Item Deleted
b4 17.93 6.202 265 835
b5 18.20 5.614 696 721
b6 18.30 4.700 738 698
b7 18.43 5.082 660 723
b8 18.40 5.834 71 718
b9 18.07 " : 7.237 265 .805
3. yammsyIms
Reliability Statistics
Cronbach's Alpha N of Items

755

Item-Total Statistics

clO
cli

cl2?

Scale Mcan if [tem Scale Variance if [Comrected Item-Total| Cronbach's Alpha if
Deleted Item Deleted Correlation [tem Deleted
7.77 B -"1 633 527 743
7.90 . 1.197 610 646
8.07 1.168 .643 602
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Reliability Statistics
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Cronbach's Alpha

N of Ttems

183

Item-Total Statistics

Scale Mean if Item | Scale Variance if |Corrected ltem-Total| Cronbach's Alpha if
Deleted Item Delected Correlation {tem Deleted

dl13 6.33 1.816 569 775

dl4 6.53 1.844 694 628

dls 6.60 2.041 613 716
5. fenvsudaaluauuiIng

Reliability Statistics

r N of Items

Cronbach's Alpha

765

Item-Total Statistics

B Scale Mean if Item | Scale Variance if |Corrected Item-Total| Cronbach's Alpha if
Deleted ltem Deleted Correlation Item Deleted
el6 7.20 1.062 637 .654 T
cl? 7.33 1.057 643 648
cl8 7.00 828 558 72




Scale: ALL VARIABLES
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Reliability Statistics
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Cronbach's Alpha

N of Items

757

18

Item-Total Statistics

I Scale Mean if Item |Scale Variance if Item Cor‘rectc‘:d Item-Total | Cronbach's Alpha if
Deleted Deleted Correlation [tem Deleted
al 61.43 29.082 236 157
a2 61.20 29.821 213 756
a3 60.70 30.976 .024 780
b4 60.63 27.689 438 737
b5 60.90 27.817 625 726
b-6 — 61.00 27.655 ':449 736
b7 61.13 27913 449 736
bs 61.10 29.197 498 7138
b9 00.77 31.633 .084 760
E cl0 60.47 28.809 523 735
cll 60.60 28.110 467 735
cl2 60.80 28.441 453 737
di3 61.17 28351 341 746
dl4 61.37 28.309 407 740
dts 61.43 28.599 391 740
el6 61.00 30.069 337 747
el? 61.13 30.878 188 756
eld 60.80 30.786 124 162
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