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Service quality factors of machine shop affecting customer satisfaction
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Abstract

This study aims to study about the customers’ opinion toward the service quality fevel of the
machine shop, to study about the satisfaction level of the customers after using the service of the machine
shop, to compare the satisfaction level of the customers according to personal characteristics, and to study
about the relationship between the customers’ opinion toward the service quality of the machine shop and
the satisfaction level of the customers after using the service of the machine shop by using survey research
method. The research samples were the customers who have used the service of the machine shop, totally
385 people. The research instrument was a questionnaire. The statistics using to analyze the data were
descriptive statistics and inferential statistics. The descriptive statistics were number, percentage, mean, and
standard deviation. The inferential statistics were 2 variables comparing statistic (Independent-Samples T
Test) and using more than 2 variables comparing statistic by One-way Analysis of Variance (One-way
ANOVA) and Multiple Regression Analysis, and analysing by using the coefficient of Pearson’s Product

Moment Correlation.

The overall customers’ opinion toward the service quality of the machine shop was at the highest
level. The caring and understanding aspect had the highest average. The overall customer satisfaction of the
machine shop service was at the highest level. The results of hypothesis testing showed that the customers
who were in different age had different satisfaction with statistical significance at level 0.05, and showed
that the customers’ opinion toward the service quality of the machine shop in the aspects of the concreteness
of the service, the reliability, the responding, the trustworthiness, and the caring and understanding, were

related to the customer satisfaction with statistical significance at level 0.05.

Keywords : Service Quality, Satisfaction, Machine Shop
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