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Abstract

The objective of this independent study was to examine the effects of business image and service
quality on return business given to engine and car suspension workshops.The samples used in this study
comprised 400 customers who had used the services of engine and car suspension workshops located at
Khlong Sam Sub-district, Khlong Luang District, Pathum Thani Province. The instrument used to collect data
was a gquestionnaire. The statistical methods used to analyze the data were descriptive statistics: frequency,
percentage, mean, standard deviation, and inferential statistics: independent samples t-test, one-way
ANOVA, and multiple linear regression.

The study results showed that all dimensions of business image and the dimensions of service
quality including tangibility, responsiveness, and empathy significantly affected the level of return business
given to engine and car suspension workshops, located in Khlong Sam Sub-district, Khlong Luang District,

Pathum Thani Province, at a statistically significant level of 0.05.

Keywords: business image, service quality, return business, engine and car suspension workshops
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Uayadmyana Tuandniuilrarensisdulaldusmse egwllded e Ansvau 0.05 Awandeiiluuiee

N -

Aoy WUl W B Mg el pwae 3@ 0 Nreuiuuseunid eyt dumerne A%Ywene 29 -39 Y aonnian

kY

fsgAumsfinuseaudigans Useneuenlingsnadiusa / 01dndase uavisgladeiieusg? 20,001 - 25,000

g ]

U

duil 2 nIEnwalvedgsna bk A1uendnualvedgsng, Aulsldes, ATUaNINLINGBUNIINIEAIN,

aa a
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m3liusms eglussi g @ ndewiiu 4.559), Amaeides eg lussi wnnian @ indewiiu 4491) A umsieresvn yaea

agfluszAuINgn (Aedeminiu 4.489) uasd1uanImuIng euvenen1w agluseAuunniian (@uadewiniu 4.307)
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(Leblanc and Nguyen, 1996)
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2562) lavinmsfinwises Aanmnisusnsndmasienruddlanagldusmagvesgndn suiasngeeEegsen 311n ()
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t% Y o Y
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Zeithaml & Berry, 1988)
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