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ABSTRACT

The research objective studies on customer satisfaction on service quality from Hitz Supercar
Co., LTD. The observation will conduct the 170 samples from the consumers who purchased an
aftermarket automotive accessories in 2017 and conducting 120 purposive samplings by using the
sample size formula from Krejcie and Morgan (1970). Hence, a researcher using a questionnaire for
data collection and using Descriptive Statistic for data analysis including Frequency, Percentage,
Mean, Standard Deviation, and Inferential Statistics such as t-test, One-Way ANOVA (F-test), and
Significant Difference. As a result, the research found out the majority of the respondents are men,
with 107 persons or 88.92 percent. Which is the age range between 20 to 29-year-old or 40 percent,
the educational background is in a Master Degree with 63 samples or 52.50 percent. Most of them are
the business owner with 75.80 percent or 91 samples, and the majority of their income is more than
110,000 Bhat, with 90 persons or 75 percent of the total. Furthermore, 31.40 percent or 69 persons are
most likely using the wheel’s installation service. However, 50 percent of the consumers or 60
consumers have left their car at the company approximately one to two days. 64 consumers or 53.30
percent have the affordable budget around 100,001 to 400,000 Baht, and 62 consumers or 51.70
percent knowing the company from their friends or their relatives. Besides, all the respondents are
satisfied the company's customer service. Most of the respondents, which is 85 consumers or 70.80
percent are using the company service only once a year. However, all the respondents are willing to
use the service of Hitz Supercar Co., Ltd. again in the future. Additionally, the result showed that the
company had earned the consumer satisfaction in the overall of a company's service quality and the
company revenue. Sorting by, empathy, Responsiveness, Tangibles, reliability, and Assurance. The
result of the Hypothesis testing found out that the factor of the occupation effect to the customer
satisfaction on the company's service quality. With the different occupation had a different attitude
towards to a service of Hitz Supercar. Hence, the level of the significance is 0.05, which the statistical
significance has the highly significant.

Key Word : SERVICE QUALITY, SATISFACTION OF CUSTOMER
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