th The
National
Graduate HMO47
Research

]
Y aAs

ATIMAK T WEZA NI TNETVBIgNA IR BA BLATLIS 15184 113 M Jaamamumisa (Usyme lng) $100
Expectation and Satisfaction towards Service Quality among Customers at

Home Standard (Thailand) Company Limited
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ABSTRACT
The purposes of this study were to 1) investigate level of expectation towards service quality

among customers at Home Standard (Thailand) Company Limited; 2) investigate level of satisfaction towards
service quality among customers at Home Standard (Thailand) Company Limited; 3) compare levels of expectation
and satisfaction towards service quality among customers at Home Standard (Thailand) Company Limited. A
population in the study was customers at Home Standard (Thailand) Company Limited, with a sample size of 400. A
questionnaire, with its reliability of .83, was used in the study. Data were analyzed into frequency, percentage, mean,

standard deviation, and independent t-test.
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The findings revealed that (1) overall expectation towards service quality among customers was at a high
level. The highest average aspect was dependability, followed by reliability, and response to customers; (2) overall
satisfaction towards service quality among customers was at a high level. The highest average aspect was customer
understanding, followed by safety, and concrete service; (3) Aspects of expectation and satisfaction towards service
quality among customers at Home Standard (Thailand) Company Limited that yielded significant differences at .05
level were concrete service, dependability, response to customers, user competency, security, accessibility,
communication, and customer understanding. Nevertheless, no differences were found in the aspects of hospitality

and reliability.
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