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Abstract

The purposes of this research were (1) to compare customer satisfaction
between customer of PTT gas station and Bangchak gas station in Pathum Thani
Province and (2) to examine factors affecting customer and customer loyalty of those
customer. Conceptual framework was based on American Customer Satisfaction Index

(ACSI)

Stratified random sampling technique was used to collect data from 404
consumers of PTT and Bangchak gas station in Pathum Thani province to answer self-
reported questionnaire. Data was analyzed by bivariate analysis and regression analysis.

Research findings revealed that customer satisfaction between those customers
was indifferent, but perceived value of service was different with statistical significance;
the factor affecting customer satisfaction were customer expectation, perceived quality,
perceived value, and image; customer who do not specify to use gas station was more
satisfied than customer who use specific gas station. These results implied that the
customers did not focus on specific gas station or had less loyalty. However, they
focused on the convenience of using the service. Hence, the gas station should focus
on quality of service such as increasing the number of employees to provide faster
service, improving cleanliness of bathroom. These strategies will be able to increase

customer satisfaction.

Keywords: Customer Satisfaction, PTT Gas Station, Bangchak Gas Station
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dufl 3 L.L‘U“Uﬂ@‘umuLﬁmﬁ"u%’aa&aﬂa%’aﬁﬁwa&iammﬁawa%LLazmmﬁﬂamm
fldusmsannduinisihifulam. uag anifuinisinsuuisan lueeiuiideraunus THud
Toguszaarveenslduinis Anuaandsluuinig AMNIMUINIS ANAIYBIUINIT ANURanela
Tuu3n1s Msdeuseuvedliuinis uazanuasindnaseusms lnglvigneuwuuaeunuanunse
Usziumuunnsinaiasy (Likert Scale) 5 izé’fuLﬁai’mmmﬁmLﬁwuam{{mamwaaumﬂuﬁm
#1499 Tneisesdduainanuidntesiian (szdu 1) udanniian (seu 5) uazlsiiae (5zu 1)
Ui 1A (536U 5) ipsnwuusiasdlunisinanuimeledenlduinsindiadn 5 seau lu
Luudiaes ACSI Jsfiehdnungianunazansindildunss uagldfinmageuanuiisuas
aunss wielindeusonistanduedesdiolunsldnuiionisisoidoudosudrnuived 394
1PFIARNANEUTAINA1 1nBA1TILATIZRUAE (Factor Analysis) Way N153LASIZ Cronbach

Alpha Fa9137471 3.2
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A1519% 3.2 MTIATIERUady (Factor Analysis) Wazauidaiiold (Reliability) vosiuvdauaiy

Factor % Total  Cronbach
Items

Loading Variance Alpha
A21UAIANIIVBIRNAT (Customer Expectation) 0.587 0.764
ATEZ MBI 0.636
vimsiuiiildani 0.794
UINSENN 0.830
sedneulaiuny 0.791
UUUDIABAMUAINYINS (Perceived Quality) 0.553 0.729
fusnsiigning 0.750
Tusn1sazaInsIag 0.773
fszuudafsosunaiuiuiia 0.744
lasun1susnswinieuiu 0.707
UuUBFBAMAT (Perceived Value) 0.586 0.763
AN UISTLAFUTiPANAN 0.729
AT veIUIMsTlFFUTmNAuAY 0.735
ANUYNABIVBIUINNTHANUANAN 0.818
fsyuunsdafsefurinmsgfssauiivnza 0.776
yuaInmaneal (Perceived Image) 0.750 0.889
thifuflaaunin 0.847
shieidudetiunswuisey 0.886
ATUAZE AR 0.885
winnulausmMslanuunsgu 0.846
aunanalasau3nis (Customer Satisfaction) 0.658 0.826
ANAYAINTVBIUINIT 0.789
ANIUTINSIVOIUINNG 0.843
AINNYNADIVBIUINNT 0.825
sruumsluInsia 0.786
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A1519% 3.2 (519)

Factor % Total Cronbach

ltems
Loading Variance Alpha
n135841584 (Customer Complaints) 0.707 0.712
$oadouiudnmstuiiy 0.885
venayvsaliAusan 0.717
wewnstyniludedeussulal 0.908
AUANAYBIQNAY (Customer Loyalty) 0.900 0.889
adastoluriagldusnisen 0.949
yiuazuush ligBunliuing 0.949

INANNTIN 3.2 wanen1TieentadeuaranuieliolavesiuuasuniugnANunly

[

U3nsaniuinsidudan. uag anrfiuinisinduuiean Tusiuiidmiauyustd Tng
nageumuBesiuveauvasunaluusaztlade wud1 Yadedifian %Total Variance fndn 0.7
oA AuAnTavesgndn Yudeswian1sliuinis yusesianmAl Anuianelasenisliuinig
TnefiAuiniu 0.587 0.553 0.586 waw 0.658 Aud iU fialionvaziAnainnisutsdinuoandy

qu9 J9f915801A7 Factor Loading wu3n aagaslunmassnuuudlailu 2 nqu FseFurele

]

&
U
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AIUAINAIANTIVOQNAT ANDIUNFULINABAIINNEIANUNITUTNIT LakA USNIsLAY
Wafulesangs usnisgnmuazsedieiuliuiu fidn Factor Loading Wiy 0.794 0.830ua
0.791 AUEIFU NGUTN 2 Fip AINAEDINYBIBIUNLAT Factor Loading iU 0.636

AUYLNBIRDNITIAUSNNT Aaunguusn laud duinisiignmd Tausnsazainsinsd

1 '
o CY I

wazdsruudnAlseTun1stANUINUNAT AT Factor Loading tv1fU 0.750 0.7731a%0.744
MU naud 2 Ae ldunisusmswindieuiuiien Factor Loading iwinfu 0.707
fugusesenu Aatunguusn liun auamusnsildsuiianudud mwsang
vosuinsildduianuduen uag fssuunisdndiseuuinmsgfsssuivnzaulngan Factor
Loading Wi 0.729 0.735Ua%0.776 AUy naudl 2 fio AIAgNFBIYBIUTATUAIINALAN

A" Factor Loading infiu 0.818
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suaufianeladenislviuinisngudianuusn liun seuunsTvuinnsfifuagaina
agmNUaIUIN3ileAn Factor Loading U 0.786Wax0.789 aud1su nguil 2 Al mnusiaiia
YBIUINNT UAZAINYNABIYDIUINITHAN Factor Loading iy 0.843 wag 0.825

9819L3An 1IN AI151A1 Cronbach’s Alpha 9znud1 yndadeiinn Cronbach’s

Alpha iundn 0.7 edu Fsdelddwuuasuaiuiimnuindede awnsairluldiudeyaiie

Ieszvinanalula

3.3 BnsaTeideyauasnagauaufgiuy

Y

v a1 1

lunsiATendeyareeuize 1309 Yadendwarenuiianalavesgnarlunisly
a a a ’oj L% a  a gol L% dy Ao (% = 1
U3nsvesannfiuimsindiuam. uar an1iuinisunduuien lueiiundaninuyusiil uwus
sanlu 2 dw Aall

v U

1. N5UANKIIAIUD (Frequency) laenisiiteyaanymen1alseyInmansuay
ngAnssunslduinisaatiusnisunduyem. waz anrfiuinisuiduuiean lueanundmin
Unusll agunaluanadisneg laun A¥eeaz (Percentage) waz Anade (Mean)

2. MINAdavaANNAgIUAILUTABI (Bivariate Hypotheses Testing) lun1s3dumsail
va o ¥ o < ¥ J o 1 o & aa
A33glavinsiiusiuTIndeayadnnguiiede wagldlusunsudiiagunneada STATA Tunis

ayunanisvedevaNuigiu lnedatanldlunismaaeufe ttest, F-test

3. NFNAFDUANNFUNUSTZNINAILULTATIZA N15anaesLUUOrdinary Least Square

(OLS)
Xz = ParXy + Paaxs + 1
X3 = B31%X1 + PazXy + BaaXs + U3
X5 = Ps1X1 + BsaXz + Pszxz + PsaXs + Us
X6 = PesXs + Us
X7 = B7sXs + BreXe + Uy
X; = Mumaniwesgnei

X, = AuAMENAYSaUSNTNanAlasy

X; = ANAYRIAUAMTOUTNSTIgNALASY



X, = NMNANYAIUDIBIANT
Xs= AUianalavasgnan
Xs = Tofo38uvesgnan

X7 = ANUANAYRIGNAT
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TuSnvazaInsIAsL 0 0 46 264 94 4.119
0.00% 0.00% 11.39% 65.35% 23.271%

T5LUUINAITOSUNISLAN UL UNR 0 0 35 276 93 4.144
0.00% 0.00% 8.66% 68.32% 23.02%

Tasunisusnswinisuiu 0 1 37 238 128  4.220
0.00% 0.25% 9.16% 58.91% 31.68%

ANAMNUSNNINIATUTIAUANAT 0 1 35 282 86  4.121
0.00% 0.25% 8.66% 69.80% 21.29%

ANUTIAGIVBIUTMITATUTANUANAT 0 1 28 256 119 4.220
0.00% 0.25% 6.93% 63.37% 29.46%

ANYNFABIVBIUINITHUAIIUAL AN 0 1 10 228 165 4379
0.00% 0.25% 2.48% 56.44% 40.84%

J5ruunsInAITeTUUSMSERsTTuALL Y 0 1 16 239 148 4322
0.00% 0.25% 3.96% 59.16% 36.63%

YU AMNING 0 1 9 157 237 4559
0.00% 0.25% 2.23% 38.86% 58.66%

PRNYUIL UG U URTINUNTEU 1 1 Jf 149 246 4.579
0.25% 0.25% 1.73% 36.88% 60.89%

ANNUALDIAVDINDIUN 1 1 7 161 234 4550
0.25% 0.25% 1.73% 39.85% 57.92%

winauliusnslanunsg 0 2 9 154 239 4559
0.00% 0.50% 2.23% 38.12% 59.16%

ANUATAINVDIUSNIT 0 0 31 255 118  4.215
0.00% 0.00% 7.67% 63.12% 29.21%

ANUTINSIVBIUS AT 0 0 37 257 110  4.181
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A15197 4.1 (719)

1 2 3 aq 5 Auade
0.00% 0.00% 9.16% 63.61% 27.23%
ANUYNABITDIUTNNT 0 0 23 280 101 4.193
0.00% 0.00% 5.69% 69.31% 25.00%
seuunsUSANSTin 0 0 16 280 108 4.228
0.00% 0.00% 3.96% 69.31% 26.73%
Seaseuiugann1sUndy 396 5 2 1 0  1.030
98.02% 1.24% 0.50% 0.25% 0.00%
~ ~ Vo ~ Vo
AulllenanIzuanliiuAuinusdn 354 44 3 1 2 1151
87.62% 10.89% 0.74% 0.25% 0.50%
Aaillananazmeunslgsodedianeaulad 387 13 3 1 0 1054
95.79% 3.22% 0.74% 0.25% 0.00%
Tuasasiolunuazlduinigg 1 3 5 158 237 4552
0.25% 0.74% 1.24% 39.11% 58.66%
AR IR BUINLEUTNNS 1 6 a 216 177 4391

0.25% 1.49% 0.99% 53.47% 43.81%
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AN5197 4.2 NS IATITIFIUTINLUNAUS N BN U TEINNTAENT

I CE PQ PV IM csl cc CL
U
-PTT 202 0.884 0.616 0.737 0.872 0.600 0.017 0.869
- BCP 202 0.874 0.618 0.773 0.859 0.604 0.024 0.867
t-test 0.662 0.123 2528 **  0.810 0.178 0.796 0.122
WA
- %Y 188 (0.893 0.630 0.766 0.871 0.604 0.019 0.867
- e 216 0.867 0.606 0.745 0.861 0.600 0.021 0.870
t-test 1730 * 1.205 1.474 0.637 0.164 0.238 0.210
21g)
- shn 24 24 0912 0.727 0.807 0.933 0.664 0.013 0.902
-25-50 312 0.881 0.615 0.756 0.858 0.597 0.024 0.866
- 51 Py 68 0.857 0.588 0.731 0.876 0.602 0.007 0.868
F-test 1.328 4.586 ** 2596 * 2.975 1.021 1.237 0.699
g0IUNTN
-lan 243 0.901 0.627 0.761 0.871 0.608 0.021 0.874
- AN 156 0.846 0.598 0.745 0.854 0.590 0.018 0.860
- 1519 5 0.862 0.725 0.787 0.939 0.715 0.024 0.851
F-test 6.505 *x* 1.771 0.731 1.250 0.969 0.061 0.475
ASANWN
- ndn U 28 0.906 0.660 0.781 0.885 0.609 0.033 0.880
- Us3/In 372 0.877 0.611 0.751 0.864 0.599 0.019 0.867
- genindn 4 0.849 0.869 0.917 0.865 0.815 0.031 0.876
F-test 0.555 4.189 ** 3.222 **  0.244 1.931 0.423 0.107

6%



A15147 4.2 (519)

9w CE PQ PV IM csl cc CL
213N
- Unfinw 12 0.847 0.722 0.844 0.910 0.781 0.015 0.907
- §Us1NS 145 0.900 0.640 0.759 0.877 0.607 0.012 0.883
- LNy 185 0.870 0.597 0.749 0.856 0.590 0.022 0.860
- @i 62 0.862 0.601 0.745 0.856 0.590 0.035 0.851
F-test 1.613 2629 ** 1.808 0.957 2974 ** 1244 1.331
s1elg
N1 10,000 12 0.847 0.760 0.850 0.936 0.793 0.015 0.907
10,001-30,000 153 0.889 0.639 0.759 0.869 0.606 0.027 0.874
30,001-50,000 130 0.881 0.607 0.741 0.864 0.563 0.019 0.854
50,000 31l 109 0.866 0.583 0.755 0.855 0.623 0.013 0.873
F_test 0.652 B:037 2.245 1.094 4.890 *** 0.697 0.835
Tgusnnsau
- st 222 0.880 0.609 0.751 0.865 0.589 0.021 0.859
- sion 182 0.877 0.627 0.760 0.866 0.618 0.019 0.880
t-test 0.220 0.952 0.679 0.063 1.287 0.244 1.440
dansiundaas
- flpgndn 100 13 0.971 0.794 0.803 0.894 0.673 0.014 0.934
- 100 - 300 28 0.897 0.681 0.757 0.885 0.514 0.021 0.849
- 301 - 500 112 0.866 0.606 0.748 0.873 0.569 0.011 0.862
- 501 - 1,000 183 0.883 0.611 0.766 0.861 0.619 0.025 0.879

ov



A15147 4.2 (519)

U CE PQ PV IM csl ccC CL

- < 1,000 68 0.864 0.591 0.727 0.852 0.634 0.024 0.846

F-test 1.725 3.924 *xx 1.350 0.486 2790 ** 0568 1.539
Tgusnsanndunaiu
- touninfiouasats 11 0.992 0.828 0.819 0.882 0.659 0.011 0.911
- foUaYAI 50 0.874 0.648 0.766 0.863 0.593 0.025 0.833
ADUAY2-3A34 110 0.874 0.615 0.751 0.851 0.585 0.025 0.862
FUnmiazase 167 0.870 0.604 0.755 0.873 0.616 0.018 0.894
snnrdarasads 66 0.895 0.594 0.743 0.870 0.593 0.015 0.834

F-test 1.925 3.982 *xx 0.783 0.381 0.573 0.254 3.477 ***
vinudanldaniing wee
- Tndtnu 128 0.888 0.585 0.747 0.843 0.595 0.021 0.854
- Tndfvinanu 183 0.861 0.589 0.734 0.879 0.557 0.017 0.871
- Alnulidetiiulndvun 93 0.902 0.715 0.806 0.870 0.701 0.026 0.883

F-test 2539 * 16.284 *x* 8.483 *** 2212 14.144 *** 0.437 1.164

naeLne CE Customer Expectations, PQ = Perceived Quality, PV = Perceived Value, IM = Image, CSI = Customer Satisfaction,

CC = Customer Complaints, CL = Customer Loyalty

* QlydAgneana 0.10, ** TuudAyneada 0.05, wag *** dd1Agn1saia 0.01

v
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