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Abstract T167850

The obijective of this research is to study job satisfaction and service quality of
car rental customer service officers. The sample size of this study is 209 officers.
Two types of questionnaires are employed : the first one is for the chiefs to evaluate
service quality and the second one is for the officers to give their opinion about
personal characteristics, incentive perception and job satisfaction. The Statistical
methods that are used to analyze the data are mean, frequency, percentage, standard
deviation, t-test, One-way Analysis of Variance, Sheffe’s Analysis and Pearson
Product-Moment Correlation Coefficient. In addition, Data processing program is
also used to analyze the data.

The result of this study reveals that car rental customer service officers cannot
decide whether they are satisfied in their job or not and they consider the service
quality at the moderate level. In addition, the job satisfaction of the officers who have
different personal characteristics and various incentive perception are not different.
The service quality of the officers who have different gender, age, education, marital
status and various incentive perception are not different as well. However, the
officers who have different working period of service and income per month are .01
significantly different. Moreover, there is positive relation between job satisfaction
and service quality at .01 significant level.
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