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ABSTRACT

This research is-aimed to study-customer’s behaviorin Samsung CSP Service Center in
Bangkok Metropolitan and to-compare customer satisfaction towards-service quality of Samsung
CSP Service Center based on their-product types and their-behavior. Sample of 400 customers in
8 locations of Samsung CSP Service Centerin Bangkok were collected through the questionnaire.
Descriptive statistics and One-Way ANOVA were used for data analysisiand hypothesis testing.

Results showed. that; first of all, Samsung CSP Service /Center on, Silom Road
(Silom CSP) was the most convenient service center for customers. Hand Held Product was a
major product which customer needs fixing. Majority of respondents have been used the Samsung
CSP service center 2-3 times, They spent for product between 20,001-30,000 baht per each.
Regarding their decision-making, the reason to choose ‘the service center/depends on the
convenience of location. Moreover, the respondents also indicated that the influential person was
themselves and 2-3 days was, the best.service length for them. In terms of customer satisfaction,
the study revealed that most of custemers-rated.their-satisfaction on “very satisfied” towards
staffs, location, convenience, prices and service quality.

According to One-Way ANOVA analysis, it found that the frequency of using CSP
service center, price of product and service center location selection related to customer

satisfaction statistically significant at 0.05 level.
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uFns llumnenady
a ° 3 a0 9 a t v o 1 ~< | 3
auuAgIusay (Hy) = mauaisnlsusmsnanatanu nadonnuiane lanen1s 14

YINITUANANAY

1~ t S v o W aa o = ~ 1 3, 1
winnudniidaulsg lalivedigmunda-esinisui sudsianyimnatadusios
voerundoTno143% LD (Fisher Least Significant Difference) Inofiviuaszgutiodingynig

8@ 0.05 FerunsaagUnansanyildae e

a o g 29 ¥ a ' LU=t T e~ ' Y a ' ! o
131940 4.21 ‘ﬂTLl’Juﬂ‘N‘VI1%Uiﬂ'IiLLG]ﬂﬁl'NﬂullNﬁG]'E)ﬂ’)’]iJW\TW?JGI,Wl’f]ﬂ'l‘i‘l“lm‘iﬂ'liuﬂﬂﬂ'ldﬂu

AundosEal
Smiunssildusns AN S.D. N F | sig
wo'la
a¥ausn 3.69 0.72 134 5.98 0.00*
12 Ass 3.51 0.67 209
10912 ada 3.33 0.64 57

v o w

«Ulsd AN N aDANsLAY0.05



57

{ v aan a, a 4
110NN 4.21 HANISNAABUAIGATDA F-test A2035015 AT 12NN TS5 U
1 F 4 v
(ANOVA) HedAameadanszay 0.05 wusmauaseildusnisuandredulinadeniny
= 1 9 a 1 Y]
wanelamon1s lsuSn1suananeniy
A 9 ' o S Aqu a a ' <2 ' Y}
o T uaNuuanaevessuuasaildusnisinadennuiane ladenis 14
a ! ) 2 o 1 a 4 ad I =t '
V3N luseg ladie dehinsnadeuanuuandiuiiusieg A1e3515euifeuninau

v v
uana eI 1n e 1agldhs LsD (Fisher Least Significant Difference) faid

3
%

15190 4.22 uasamadaSsufsuaNuuana et uuasIRIFUS s usEa A
= [ 9 a
nawe lamonis 14usns
o 3 d’ 3 a u’.: 3 1 3
uasanlsusog ASIISH 1-2 759 110N 2 ASY
Ed
A5 \ - -
H
1-2 A59 0.18* - -
4
VNN 2 AF9 0.35% 0.17 -

IS Y an

WAy 190 aszA0.05

Y

21NA13199 4.22 NYPRNEANa Y sITuUa T g aasinaden i ane lose

\ o

5 1dUsnsunna1ad il iionaao A 1973 LSD (Fisher Least Significant Difference) 11713

Y g
] @

¥ v ¥
uanA1aiu 2 g Al mauassn ldusnis 12 afsunislduSnasaFusn uazduauasen1d

b

Qe

o

¥ v
V3NN 2 aFumsleuSasasiusn Tastinszaunisaaaulafuandisiuie 0.18

1az 0.35 MUAAL

Y [} Y a \
1

[y a d' o/ = v -4 v 9
4.4.3 3ZAVIINUDITUATNHUINN ‘lf‘]JSﬂ]i!!ﬂﬂﬂNﬂHNNi‘lﬂﬁ)ﬂ'ﬂNWQWEﬂ‘%ﬂ’ﬂﬂ15115

UINISHANAINY

[}
Y A

auuAgIHMITeden 3 szdunavesiumimhnnlfusnsuanmaiuiinadeniiu
< ' Y a T (v} a o &
Wanelaren1sliusmsunneiai lnenaaeaunfginudall

auNAIUNAN (Hy) = seAusmvesduiiminnldusnsuandndullinadenauis

walesensl4uSnis luuana1edu

Y ° Y a '

AUUATINTEN (H) = szAusmvesdiuiiminnldusnsuananiuiinaneniuie
wolvdonis l9uSnisuananefiu

v @ ' v o o aa 0 = = ' < !
winnuiidulsglalifedAgneadd winsaSsufeuanuuenatuiiusieg

o o

voeA Ry 1ao1d3T LSD (Fisher Least Significant Difference) Ingfmuaszauiisdriamnig

an

4 4 o ¥
an@an 0.05 Fensaagdwanisinyl lddae luil



58

d‘ Qs a gy A o Y A ' o ' -8 ! L
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