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Service Quality and Service Innovation Affecting Customer Satisfaction: A Study of a

Gas Station in Satun Province
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This research aimed to (1) examine service quality of a gasoline station from the customers’
perspective, (2) investigate service innovation of the gasoline station, (3) study customer satisfaction, and
(4) analyze whether service quality and service innovation influence customer satisfaction. This study
employed a quantitative research design. The sample consisted of 350 customers of a gasoline station in
Satun Province, determined by Yamane’s formula. Data were collected using questionnaires and analyzed
by descriptive statistics including percentage, mean, and standard deviation, together with Multiple
Regression Analysis at the statistical significance level of 0.05. The results revealed that most respondents
were female (50.90%), followed by male (47.70%). The majority were aged 21-30 years (32.00%),
followed by 31-40 years (29.20%). In terms of occupation, most respondents were company employees
(33.70%), followed by self-employed or business owners (23.70%). Regarding average monthly income,
the largest group earned 10,001-15,000 baht (32.00%). The findings indicated that overall service quality
and service innovation were perceived at a high level, while overall customer satisfaction was at a
moderate level. The hypothesis testing showed that service quality and service innovation significantly
influenced customer satisfaction at the 0.05 level. This suggests that improving service quality together
with appropriate implementation of service innovation can significantly enhance customer satisfaction.
The findings provide useful implications for gasoline station operators in planning and improving service

strategies in the future.
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