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ABSTRACT

The objectives of this research were 1) to study the level of behavioral intention of using
of service centers in Chonburi province, 2) to compare the behavioral intentions of using maintenance
service users in Chonburi province classified by personal factors, and 3) to study the impact of
service quality on behavioral intentions of using service center in Chonburi province. Samples of
this research were 331 customers who used car service center in Chonburi province. The results of
the study showed that 1) the level of behavioral intention of using of service centers in Chonburi province
was at a high level, 2) the level of behavioral intention was different due to gender, age, and marital
status, and 3) service quality factors influencing reuse intention were physical factors, reliability,
empathy, communication, and personal attention where the factors affecting complaints were
reliability, access, and communication and factors affecting word of mouth behavior were physical
aspect, reliability, access, communication, and attention, respectively

Keywords: car service centers, reuse intention, complaint, word of mouth.
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