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ABSTRACT

At the present, the-customer, services and cares; both before and after sales are very
important for consumers in making decisions. of purchasing and using the services. The purpose
of this thesis is to study and analyze the expectation and perception of service quality of the car
service center under the brand Toyota in East Bangkok. The samples were the private car users of
400 people. The data were analyzed by using descriptive statistics illustrated in the.form of a
frequency, percentage and the average inferential statistics analysis of T-test and One-way

ANOVA.

Results found, that‘most of customers are female, single status, ages between 26-30 years
old, get bachelor degree, work.in.a company and the-average income per month is 15,001-25,000
Baht. The result also showed that the 's-amples, expectation is different from the perception of
quality in term of the beginning of the services; operations and service processes, the faciiities of
the car service center and the service quality significantly at 0.05 while the perception of quality
and expectation in terms of information and publicity is not different significantly. Another
hypothesis testing showed that perception of service quality of respondents are differently
significant by service usage behavior (usage frequency, type of cars and the cost of service per

time) at 0.05 level.
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