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Abstract
The research was aimed to study 1) the customers satisfaction in service quality of cars

service centers, 2) the differences in demographic factors affect customer satisfaction in service
quality in service quality of cars service centers, and 3) the consumable behavioral factors
affect customer satisfaction in service quality of cars service center. The research was mixed
method. In the quantitative study, the research sample was 180 customers who come to use
the services of car service center P & N Service (555) company limited, selected by purposive
sampling. The instrument was a questionnaire; data were analyzed using frequency,
percentage, mean, standard deviation, t-test, and multiple regression analysis. In qualitative
research, the key informants were 14 customers selected by purposive sampling. The
instrument was in-depth interview using content analysis.

The research findings: 1) the customer satisfaction in empathy, responsiveness,
reliability, assurance and tangibility at high level in all aspect, respectively. 2) the demographic
that factors affect customer satisfaction in service quality were different except for age and
income, and 3) behavioral factors in service usage behavior, objectives for choosing the service,
reasons for selecting service, service time, and the average cost per time to use the service is

significantly related to customers satisfaction in service quality of cars service center.
Keywords: Satisfaction, Quality of Service, Car Service Center
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