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Abstract

The study aimed to explore the effects of personal factor, service quality and delivery
efficiency on customers’ continued use of maintenance services. The sample group used in
this study was comprised 212 customers in Phra Nakhon Si Ayutthaya province who used the
maintenance services of a company more than 2 times. The research instrument used to collect
data was a questionnaire. The statistics used to analyze data were frequency, percentage,
mean, standard deviation, one-way ANOVA, and multiple regression analysis.

The study results showed that differences in the personal factor of work experience
and the company size influenced customers’ continued use of maintenance services. Service
quality, in the dimensions of assurance, responsiveness, empathy, and tangibles, affected
customers’ continued use of maintenance services. In addition, delivery efficiency, in the
dimensions of progression service, continuous service, ample service, and timely service,
affected customers’ continued use of maintenance services at a statistically significant level
of .05. The benefits of this study will be a direct benefit to entrepreneurs in the maintenance
business who can apply the study results to develop their businesses in accordance with the
quality of service and efficiency of job delivery that affects the return of the service again

which leads to quality development planning optimal and efficient service.
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