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ABSTRACT

TITLE : COMPARATIVE EXPECTATION AND SATISFACTION TO
THE REPAIR SERVICE OF SIAM NISSAN UBON RATCHATHANI
COMPANY LIMITED’S CUSTOMERS

BY : PANOMKORN SUEBSAM
DEGREE : MASTER OF BUSINESS ADMINISTRATION
CHAIR : THUMWIMON SUKSERM, Ph.D.

KEYWORDS : EXPECTATION / SATISFACTION / REPAIR SERVICE

The purpose of this research were 1) to study expectation to the repair service of Siam
Nissan Ubon Ratchathani Company Limited’s customers, 2) to study satisfaction to the repair
service of Siam Nissan Ubon Ratchathani Company Limited’s customers and 3) to study
comparative expectation and satisfaction to the repair service of Siam Nissan Ubon Ratchathani
Company Limited’s customers

The samples consisted of totally 400 customers of Siam Nissan Ubon Ratchathani
Company Limited’s customers. Questionnaires were used for collecting data. The statistics
methods used for data analysis included frequency, percentage, means, standard deviation, the test
of comparative mean of two independent population groups (t-test), one way analysis of variance
(one-way ANOVA or F-test) and Paired — Sample t-test.

The results of comparative expectation and satisfaction to the repair service of Siam
Nissan Ubon Ratchathani Company Limited’s customers revealed that Majority of respondents
were male, between 31-40 years old, graduated in bachelor degree, martial status, working as
freelance and monthly income between 10,001-20,000 baht.

Regarding to expectation to the repair service of Siam Nissan Ubon Ratchathani
Company Limited’s customers as a whole was at a highest level (X =4.73). To consider in each
aspect, it was found that over all aspects are concerned with the highest level as fast service
advice, warranty repair service (X = 4.73), quality repair service and period repair service

(X=4.72).



Regarding to satisfaction to the repair service of Siam Nissan Ubon Ratchathani
Company Limited’s customers as a whole was at a high level (X = 3.87). To consider in each
aspect, it was found that over all aspects are concerned with the high level as warranty repair
service (X = 4.15), quality repair service, fast service advice (X =3.85) and period repair service
(X =3.62).

The differences of personal factors were found education level, occupation, and
average monthly income was statistically significant difference in expectation and satisfaction to
the repair service at 0.05 level.

The difference expectation to the repair service was influencing overall aspects of
satisfaction to the repair service of Siam Nissan Ubon Ratchathani Company Limited’s customers.
There was statistically significant difference at 0.05 level such as fast service advice and period
repair service, quality repair service and warranty repair service. There was statistically

significant difference at 0.05 level.
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