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5309268 : MAJOR : MASTER OF BUSINESSADMINISTRATION; MBA
(GENERAL BUSINESS MANAGEMENT)
KEY WORDS : FORD, SERVICE CENTERS, TRUST
ONCHINUNPORN WITTAYAWARAWAT: CUSTOMERS’ TRUST ON FORD
SERVICE CENTERS IN BANGKOK. ADVISOR : KITTIPHUN KONGSAWATKIAT,

Ph.D., 108 p.

This study has objectives to study difference of demographic factors affecting
customer’s trust on Ford Service Centers located in Bangkok and to study relationship
of servicers and brand of Ford Services Centers and their trust. This used
questionnaire as research tool to collect data from 393 samples and statistically
computer package to analyze the data.

The findings show most samples are male with 74.8%; have age range
between 41-50 years with 42.2%; are an employee of private firm or a banker with
49.6%; have a range of monthly income between 30,001 — 40,000 baht with 50.1%;
graduated at higher level than bachelor’s degree with 60.8%; and are single with
79.9%. Their priority factors consist of capacity of staff in providing advice or
assistance and solving problems matching customers’ desire, variety of services to
cover or match their desire, accurate correction, Ford being brand confirming reliable
standards of quality, thinking of Ford first, and trust Ford due to exceeding
expectations.

In relationship among variables, difference of most demographic factors,
excluding gender and marital status, can affect their trust on Ford Service Centers in
Bangkok. All service factors — staff, service process, and service quality — have
relationship with their trust. For its brand, image has relationship with their trust but
loyalty has not.
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