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Abstract

This research aimed 1) to study quality of logistics services of Toyota Service
Center, Samut Prakarn Province, 2) to study the customer’s satisfaction on Toyota
Service Center, Samut Prakarn Province and 3) to study the quality of logistics
services that affected customer’s satisfaction. Samples were 350 customers of
Toyota Service Center, Samut Prakarn Province, selected by multi-stage sampling.
The research tool was a questionnaire with its index of item-objective congruence
(I0C) was between 0.60-1.00 and its reliability was 0.99. The statistics used in data
analysis included percentage, mean, standard deviation and Pearson correlation
coefficient while the stepwise multiple regression was performed to analyze
relationship between logistic service and the customer’s satisfaction.

The results showed that 1) Overall, the quality of logistics services of Toyota
Service Center, Samut Prakarn Province was at high level. The service trust was found
to be the highest aspect, followed by its assurance building, response to customer
needs, customer caring and its tangibility respectively. 2) The customer’s satisfaction
on the Toyota Service Center, Samut Prakarn Province, was also at high level as well.
The highest one was car delivering, followed by customer appointments, repairing
quality control, appointments preparation , car taking, car repairing, follow-up service,

further repairing, repairing and quality control, job assisnment and repairing job
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follow up, respectively. 3) The hypothesis testing showed that, overall, all quality of
logistics services were positively correlated with customer’s satisfaction at 0.05
statistical significance level.

The customer caring (X4), the tangibility (X5) and customer confidence (Xs)
level could predict customer’s satisfaction at 66.90% of explained variance. The
predictive equations of the raw scores and the standard scores can be written as
follows:

The predictive equation of raw scores:

Y = 0.791 + 0.357(X,) + 0.247(Xs) + 0.183(X)

The predictive equation of standard scores:

Zy = 0.808(Zxq) + 0.299(Zxs) + 0.184(Zxs)
Keywords : Quality, Service, Logistic, Satisfaction, Service center
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