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Abstract

This study aimed to: (1) examine the organizational characteristics influencing
truck operators’ decisions to utilize the services of the Hino Service Center, Thai
Hino Ayutthaya Company, in Phra Nakhon Si Ayutthaya Province, and (2) analyze
the impact of service quality across five dimensions on the decision-making process
of these truck operators. The study population consisted of 772 entrepreneurs of
varying business sizes large, medium, and small of which 300 were selected as the
sample. The statistical methods employed for data analysis included frequency,
percentage, mean, standard deviation, Independent Sample t-test, One-Way ANOVA,
and multiple regression analysis.

The findings revealed that the majority of respondents were truck operators
engaged in the transportation sector (64.30%), with registered investments ranging
between 500,001 and 1,000,000 baht (30.30%). Additionally, 47.30% of the sample
owned between one and five trucks, while 24.70% reported an annual income not
exceeding 300,000 baht.

Hypothesis testing indicated that all five dimensions of service quality
tangibility, reliability, employee responsiveness, employee care, and trust—significantly
influenced the decision to use the services of the Hino Service Center, Thai Hino
Ayutthaya Company, among truck operators in Phra Nakhon Si Ayutthaya Province.

The resulting regression equation, at a significance level of .05, was expressed as:
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Y=0.298 + O.148(X1) + O.160(X2) + 0.152(X3) + 0.157(X4) + 0.304(X5)Y =0.298 + O.148(X1)
+ O.160(X2) + O.152(X3) + 0.157(X4) + O.304(X5)

Based on these findings, it is recommended that the service center enhance its
service quality by improving tangible aspects, ensuring reliability, responding promptly
to customer needs, fostering confidence, and demonstrating customer understanding.
Furthermore, promoting the service center through various communication channels
is crucial to increasing awareness and trust, thereby encouraging repeat patronage

and positive word-of-mouth referrals.
Keywords : Hino Service Center / Service Quality / Decision to use / Truck Service
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