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In this paper several research methods are used like descriptive statistics analysis ,
cross-analysis , reliability analysis , t-test » variance analysis , relevance analysis and analysis
of racked-degree and satisfying-degree data gathered form the survey .

According to the survey, 96.7 percent of the poll’s respondents said they had stopped by
service areas on National Freeways. 57.1 percent of the respondents also said, while they were
there, they had spent some money buying things. Overall, 79.2 percent of the respondents also
claimed they had stopped by service areas for more than 15 minutes. And the main purpose of
the respondents was to go on an excursion and spent their holidays. The survey found that
when it comes to traveling, people prefer taking their own cars.

Out of the 25 questions polled in the survey, the respondents thought public restrooms’
sanitation ranked highest, Street artists engaged in cultural activities and art show ranked
lowest in their concerns .As for the most satisfying rating in service, it was service areas’
service staff costumes appearance. And the lowest rating the survey discovered fell on the
prices in foods and drinks at service areas.

By the test of survey, it showed a gap between service quality and customer satisfaction. That
is » out of the five factors as follow : physical facilities, foods and drinks service, products sold
in shops, agricultural and special products, attendant, the respondents felt bad than expected ,
but memorial or unique products sold in shops.

Keywords : National Freeway - Service Area - Service Quality » Satisfaction
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