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Abstract

The purpose of this study was to study personal factors and service quality factors affecting
satisfaction of those who came to service at Mazda car service centers in Bangkok by using a questionnaire.
A random sample of 400 people who came to use the service at Mazda car service centers in Bangkok was
selected. The statistics used in the data analysis were mean, standard deviation. Pearson's correlation
coefficient and multiple regression analysis.

The results showed that personal factor in terms of gender, it was found that males' satisfaction
with the service was different from females and LGBT. In terms of age, it was found that people aged 51
years and over had different satisfaction with using the service than other younger age groups. In terms of
income, it was found that those with a monthly income of more than 40,000 baht were satisfied with the
service differently than those with a lower monthly income. As for the duration of using the car, it was
found that those who used the car for less than 1 year were satisfied with the service that was different from
those who used the current car for a longer period of time. In terms of service quality factors, namely the
concreteness of the service. Reliability fast response to customers the attention to individual customers, all
4 factors, were averaged at a high level. and affect the satisfaction of service users who come to use the
service at the car service center Statistically significant at the .05 level, there was a positive correlation. It
was statistically significant at the .01 level with a high level of correlation. According to the interpretation
of the correlation coefficient It is based on hypothesis HO that the service quality factor has a positive
influence on the satisfaction of using the service at the car service center. and found that the customer
satisfaction factor is the convenience received from the service coordination of services Information
received from the service Courtesy of the service provider's attention Expenses when receiving services for

all 5 factors were average at a high level.

Keywords: service quality, customer satisfaction, Mazda car service center
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