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ABSTRACT

This research aimed to: 1) compare customer satisfaction of car service centers in Chonburi by
personal factors, and 2) to examine the influence of service quality of auto service centers in Chonburi province
on the level of customer satisfaction. The samples of this research were 400 customers who have been using the
auto service centers in Chonburi province longer than one year. A 4-point scale questionnaire was used to
collect data and the data were analyzed by SPSS program. Statistics used in data analysis were frequency,
average mean, analysis of variance, and multiple regression analysis.

It was found that: 1) most of the respondents who were the customers of auto service centers had
moderate level of satisfaction, 2) the respondents had different levels of customer satisfaction in accordance
with gender, and 3) the factors of service quality in the dimension of cost of spare parts and the reliability
of service centers had significant impacts on customer satisfaction towards auto service centers in Chonburi
province.

Keywords: customer satisfaction, auto service center.
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