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ABSTRACT

These purposes of this study are 1) To study the customer satisfaction toward service
quality of True Move shops in Bangkok in service quality expectation and received service
quality. 2) To study the comparison between the personal factor and customer satisfaction
towards the quality of True Move shops in Bangkok. The use of sampling group of 420 people in
Bangkok collected the information as a questionnaire and brings information to find frequency,
percentage, averages, and standard de\;iation for its comparison with t-test. On the other hand, the
uses of analysis to One-way ANOVA as require a statistic significant in level of 0.05 and 0.01.
The conclusion result ;)f research were

1. The most of consumer are women, age more than 20 - 35 years, single, graduated bachelor’s
degree, private sector and salaries more than 10,000 —20,000 baht.

2. The average results shown the negative satisfaction index of the customers when compared
with a service quality expectation and received service quality that mean they were not
satisfied toward the service quality of True Move shops in Bangkok.

3. The customers who were difference in sex, marriage and monthly income, the satisfaction in
service quality of True Move shops were no statistically significant difference at level of
0.05. But for age, education level’and occupation were difference, the satisfaction in service

quality of True Move shop were statistically significant difference at level of 0.05 and 0.01.
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A1313N 3.3 (A0)

TR IUMTIVY aaaniylumsnaaey

s ﬂ; o - d'd ' o A
auuAgIun 1 : ASuusmshilmedianull t-test
anuiiameladogunimnisuinisvesin

nyynForuandreiu

auuAgui 2 ASuuSmisidiongaaiull One-way ANOVA
anufianelanegunmnisuinisvesiu

nyyl¥oruandraiu

auvAgi 3 AfuuSmsiitiszaumsiing One-way ANOVA
anafu anuitaneledenuninmsuings

vosd mmgyForunnd i

auuAgui 4 : ASupImshlanuaInnsg One-way ANOVA
ausaaraiu iaiuianeladenunInms

= = i o
vimivesdungynyeunnmiu

auuRgi® 5 : AFuuimsitierdwdeiuil One-way ANOVA
anuianelssenaninmsuinisvesdin

ngyrFouanAraiu

auuigui 6 : AFuuianianelddeon One-way ANOVA
araiu fianufaweladenmnmnisuinis
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voa ungyretlianaiany

3.6 a0AN 1T IUNMIIVY
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o

aad o = o M
ﬁaﬂnmnﬂ%ﬁlumnﬂ U‘hlﬂi JUAD

3.6.1 ADA IAITIZHITINTIAN (Descriptive Analysis Statistic)
aad o 1 or - g ' -
Fuasaminnlfuisnequdnvuzvesdeyaiifuinimnnnnguilizyniy
inndne ldun
¥ =3 dY e " e L]
3.6.1.1 fidouag (Percentage) 141z doyaiadodIuynnaveINgUAIDYN

191 WA D1Y STAUNIANE A0 IUNIWMITANTT udu
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t
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' 4 a o ' o
3612 duiEpauanAsgY (Standard  Deviation) 1935 1zvideyasouiy
U - = 4 o ' é -]

S admavnde euaasdnuazmsnszawvesnziiuluudazde duinnuldnngas

(993 293AUL, 2544 :35)

"2 )‘;zn——(lz):X)z 3.2)

S.D.=
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3.6.1.3 AURAUIAUATIA (Arithmetic Mean) Famaaldnngas

(WSl mASal. 2543 : 137-143)

7= ZnX- (3.3)
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P=3 o
n wuene - aulszyng
£
X Wiefe  HAsINUDINZINURINNA
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X HINURY  AZIUNADZAIUDIZBINS

aan ¢ a o B
3.6.2 ANAUATITHITIDUIIU (Inferential Statistic)
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a " =< 9o a g/ g/ Y ' A = '
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2. AuuAgIUADAN I9MATeL
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aadq ¥ o ¢ aAw d
3. gnanlamaaey (W3 NI3AY, 2540 :162)
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X.~Xs
LakmEad) : 3 (3.4)
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2 2
4 n —1)S," +(n, -1
Eﬁﬂ sz - ( 1 )Sl ( 2 bll (35)
2
)
T 2
S i (3.6)
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nidin2 We o) £ 02
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S .5
n
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=t nl nZ
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4. nsaaduly Wedmuaszamivdiy = a
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¥
3.6.2.2 ﬂ]‘j‘JlﬂﬂzH‘Tﬂﬂ"ﬁ One-way ANOVA (Analysis of variance) YUADUNT
= o ad e 1 ;
3195124 10033 One-way ANOVA fifann 11/
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= nqgi ot -
2. auuAguaianl9maaoy1auIs One-way ANOVA A

H, : Aundosznalszanns k nquhiuandianu
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Hy:py =1 ==y
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MS
F=—2 (3.11)
MS,
gasdmiumsansziaie nandlumsei 3.4
M31971 3.4 LAAIGATANT AT 1M [ABTT One-way ANOVA
Source of Degree of Sum Square Mean Square E
Variance freedom :
Between k-1 3 Tf 1 o= SS, MS,
G AR S )=
R O0 k-1 MS,
Groups Fh alil.
o \ | SS
Within Group n-k 88, = S8;=:58; MS, ==
n—k
Total n-1 £ i 5 ol L
SS; =Z A
) n
A = o v
ek fio SwUNQY
¥
n D YHIARIOINNINUA
n A0 PUIAFIDHYBINGUARIDE1IN |
T, Ao HasIuveIRLUUNNAL TUNGUAI1N |
b
T 79 HATINUDINSUUUTIINVA
X fio AZLUUIADZA?
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A F ﬁf’hu'Jm'lﬁﬁfhﬁam5111?mﬁ1f“1’mﬁmﬂ?umﬁunﬁumF 91NM3 19N
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