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TE 157429

This research aimed to 1) study the service factors at Toyota Service Center in Bangkok
Metropolis 2) survey the customers~ satisfaction at Toyota Service Center in Bangkok Metropolis
3) study the relationship between the personal factors and the customers’ satisfaction at Toyota
Service Center in Bangkok Metropolis and 4) study the relationship between the service factors
and the customers” satisfaction in Toyota Service Center in Bangkok Metropolis.

The sampling group of this research was 400 customers who received the service from
10 branches Toyota Service Center in Bangkok Metropolis area through Taro-yemane method.
The research instrument was questionnaires. The data analysis was completed through computer
software. The statistics which were used in this research are percentage mean standard deviation
and hypothesis by Chi-square analysis that are : 1) The personal factors were related to the
customers satisfaction at Toyota service center in Bangkok metropolis area. 2) The service factors
were related to the customers satisfaction at Toyota service center in Bangkok Metropolis area.

The results of this research were as follows ;

1. The service factors of Toyota Service Center in Bangkok Metropolis were service
procedure, service system and service staff. In addition, it was found that the level of the

performance was at a high level service.

2. The customers satisfaction towards Toyota Service Center in Bangkok Metropolis

wasata high level.

3. It was found that the relationship between personal factors like gcn&ers, ages and
educational level were not related to the customers’ satisfaction. Never the less, it was found that
the occupations and income had the relationship with the satisfaction.

4. For the relationship between service factors and customer’ satisfaction, it was found
that the service procedure the service system and the service staff were related to the customers

satisfaction at Toyota Service Center in Bangkok Metropolis area.



