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Conducting research into the quality of service provided by the service
centers of Toyota Mahanakorn Company Limited can be of benefit to the
organization as a whole, as well as to its individual departments. This is because
the information obtained through research investigations of this sort can be
adapted and applied by this company to the end of enhancing its service quality.

In this light, therefore, this thesis investigates (1) customer behaviors
evinced in the course of using the services provided by Toyota Mahanakorn
Company Limited service centers. Additionally considered is (2) the quality
of service provided by the service centers under study. Moreover, compared are
(3) the levels of service quality provided by these service centers as experienced

by selected customers classified by demographical characteristics.
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Furthermore, evaluated are (4) the levels of customer satisfaction evinced
by the customers involved in this study in respect to the quality of service
provided by fhese setvice centers. Finally, the researcher (5) addresses various
problems related to service quality at these centers and subsequently offers
a number of suggestions that can be used to enhance service quality at these
service centers.

In the course of conducting this survey research investigation in 2008,
the researcher constituted a sample population of 400 customers who had taken
their vehicles in for service at thirteen Toyota Mahanakorn Company Limited
service centers. As an instrument of research, the researcher used a quality of
service (SERVQUAL) questionnaire based on an extrapolation from Kano’s
quality of service model in order to collect germane data.

Techniques of descriptive statistics used in the analysis of the data
collected were (1) frequency and percentage and (2) mean and standard
deviation. Moreover, for purposes of further analysis and testing of the data,
the researcher used the techniques of (3) chi-square, (4) paired sample ¢ test,
as well as (5) independent sample ¢ test and one-way analysis of variance
(ANOVA). (6) These statistical techniques were applied to the data collected
in consonance with extrapolations from the aforementioned Kano model of
service quality.

Findings are as follows:

1. The researcher found that most of the members of the sample

population used the service centers from one to three times annually.
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The average time spent at the centers was from one to two hours per visit. Most
of them used the services because their vehicles had broken down or needed
maintenance. The expenses incurred for each visit was not more than 5,000 baht.
Most frequently, it w;s also found that most of the users were satisfied with
the services provided by the employees.

2. Overall, it was found that there were differences between customer
perception and expectation of the quality of service provided at the service
centers under sludy Considered in each aspect, at the highest rate, it was found
that the differences between perception and expectation toward the service was
in the aspect of caring for service receivers. The difference between perception
and expectation toward the service with the lowest rate was the physical
characteristics of the service.

3. In evaluating the opinions of the members of the sample population
in respect to the quality of service at the service centers being investigated, the
researcher determined that males differed more frequently than did females in
regard to differences between perception and expectation vis-a-vis provisions
of service. In regard to age, it was found that the differences between perception
and expectation toward the services provided occurred overall at all age levels.
Those between the ages of forty-one and fifty exhibited differences between
perceptions and expectations at the highest level. Those who were older than
sixty-one exhibited the lowest level of differences between perception and
expectation vis-a-vis service.

In regard to the level of education, it was found that there were overall
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differences between perception and expectation toward the services provided
for members of the sample population at all educational levels. Those who
were holders of a master’s degree exhibited differences between perception
and expectation toward the services provided at the highest level. Those whose
educational level was lower than that of a bachelor’s degree exhibited
differences between perception and expectation toward the services provided
at the lowest ;ate’.

In regard to income, it was found that there were overall differences
between the perception and expectation of service at all levels of income. Those
whose income was between 25,000 and 50,000 baht exhibited differences
between perception and expectation of service quality at the highest level.
Those with an income between 10,000 and 25,000 baht exhibited differences
between the perception and expectation of the service quality at the lowest level.

In regard to occupation, it was found that overall there were differences
between the perception and expectation of service quality in respect to all
occupations. Those working as private company employees exhibited
differences between the perception and expectation of service quality at the
highest level. Those working as government officials or employees of state
enterprises exhibited differences between the perception and expectation of
service quality at the lowest level.

4. In evaluating the satisfaction of the service users under study, the
researcher found that the first two items necessary to increasing levels of

satisfaction were that service centers needed to have modemn designs for work
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stations and that the service centers should be equipped with up-to-date tools and
equipment. It was also found that satisfaction of customers could be heightened
if they were ,enticed by being offered food and drinks while they waited for
the service. Additionally, respondents expressed the view that the service centers
should have documents, pamphlets, and other compény information available
to customers while they waited for the service.

5. The mbst important problem found and most significant suggestion
made by customers was that the company should expand its network of service
centers.

6. In the course of hypothesis testing, the following was determined:

6.1 The demographical characteristics of customers—gender, age,
educational level, average monthly income, and occupation—were determined
to be correlated with service utilization behaviors.

6.2 When classified in each aspect, the expectation and perception
of service quality at the service centers under study were found to evince
differences at the statistically significant level of .05.

6.3 However, no differences were found when comparing
demographical variables and opinions regarding the quality of services at the

service centers under study.





