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ABSTRACT

Title Perceived Service Quality and Customer Satisfaction that
Influence Decision Making on Purchasing Construction Materials in

Modern Retail Stores and Traditional Retail Stores in Uttaradit

Author Mr. Kittitach Phaisuphab

Degree Master of Business Administration (Business Administration)
Advisor Assistant Professor Dr. Pasiri. Khetpiyarat

Co-Advisors Dr. Sirikanda Yeamkong

The purposes of this research were to study: the level of perceived service
quality, customer satisfaction and decision making on purchasing construction
materials in modern retail stores and traditional retail stores, and to explore the
perceived service quality ~and satisfaction that influence decision making on
purchasing construction materials in-modern retail stores and traditional retail stores.
The sample was 400 customers and was selected by accidental sampling method
from unknown population. The instrument used was a guestionnaire. The frequency,
percentage, mean, standard deviation, and multiple regression analysis were the
parameters used for statistical analysis.

Firstly, the results revealed that the level of perceived service quality,
satisfaction and decision” making on purchasing construction materials in modern
retail stores is higher than traditional retail stores in all aspects. The level of
perceived service quality of modern-retail stores is overall at a high level. When
considering each aspect separately, tangibility is at the highest level, followed by
assurance, responsiveness, empathy, and reliability respectively. Meanwhile, the level
of perceived service quality of traditional retail stores is overall at a high level with
reliability at the highest level, followed by assurance, responsiveness, sympathy and
tangibility respectively. According to the customers’ perceived service quality, they
focus on tangibility in modern retail stores while on reliability in traditional retail
stores. Secondly, in term of customer satisfaction, the customers are satisfied with

conveniences and facilities of modern retail stores, while they are satisfied with



availability of traditional retail stores. Lastly, customer’s decision making on
purchasing products in modern retail stores is based on evaluation of alternatives;
however, the decision making on purchasing products in traditional retail stores is
based on post purchase behavior. In addition, the results also show that the
perceived service quality and satisfaction influence decision making on purchasing
construction materials in modern retail stores at 57.0% while influence on traditional

retail stores at 65.4% with the statistical significance at 0.05.

Keywords : Perceived Service Quality, Satisfaction, Decision Making
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ASOUATDILA
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& A4 a Yo Y A )~ &
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é{ (K 1Y a 1 Y _a P PN 1
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= a (Y A a a 2V Y a
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Etzel (2014) n@1331N139AAITAMAINAITUINITVRIBIANTHUATTITATSRS 1) N3
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Feauna ¥19UseLasy (2552) leinan331 usnisfiendeunssiunuaednis nueds

a A Y v
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a - YWYy A I A oMY o va v/og 9

Usnmsfignalasuinininisly viliAnausdndseiivla
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a  aa i ' Y a o =~ Y A o s aa
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ANWALYRINITUINIG

nsuinIsidnuagiiddey ¢ Usenisdelinadeniseenuunsininauniainisnain
Fasioluil (Kotler, 2010)

1. Wanunsadudeld (ntangibility) n1susnmslianunseuesdfiunseidntineunis
Fouarlianunsamannafazintulddaiuieanaiudssdorrue iy adiven
fanmnmveanisuinislasazfarsanainanud fyaea ta3esilogunsaliildlunis
Rndledioans waraan Satudlduinsasdesaindundidauniiiodundnusefulitugte
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7. anudseivla (Impression) mmﬂizﬁﬂﬂumiu‘%mnﬁu%qﬁgﬂﬁ’] Usrsoun
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wuIRALEAUAMAINAISTHUING
Walvin1sliusnisiinunin wagaunsanouausInuAInIIveIgnA1delai
LWIAAYBY Parasuraman (1985) NE1331AMNINATUIANT A9l AMAINYBINITUINTNGNAT

[y a

U3 1AnaNMsTignAUsEliuAunIMYeenIsusMsninsu wdignAviinsiUSeuiisuusng

v Y 2 RN
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sy Weyauldlumsliuinisingndn msvhaulilanain msthgesne gunsalindesile
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afunnudesilunslying
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Ziethaml, Parasuraman & Berry (2013) AfAINAT5UINNT (Service Quality) Juds
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nfn Taglviuinisegaeniasy ldlvseRruusiumisdiestiaanunsyiiesesu ugna udares

1Y o

G
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4. nsbimnusiulangndn (Assurance) manedia nsusnisanminendill anwd
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5. mahlauaziingndn (Empathy) maneda winauiliuinisgniusiazsne se
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Tsunstu Anwienudesnsvesgneudazsietinumileutazenuusandduung Bos 19
Duwwmnanisbivsnsgnausazsiglunsaisnuiianels

Wil N1355U3AUAMNIMNNSINUSNNS Y89 Ziethaml, Parasuraman & Berry (2013)
ANWILUULR1ENGY (Focus Group Research) lagdnaadnuay 10 Usenis tnglviguilaa
Dufuseifiuaudnvugiu uaznanisussdiuauninnisuinisvesuilae nudn &
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A159 2 : mTkansiilUsnlasumsdadenldlunisussiliuamuninnsusnisvesgnm

A3 inaualgUseIiy
a o 19191 2 . o v
SAULARIBAT 1. FIWILANUATAINNWNIYNN YABINTALAUINS
(Tangibles) 2. gunsalvewnsadiolunisliuinis
C d 1. ANUYNFABITBINITSENAURY wagn1santuiindaya
ANHUTRNE
(Reliability) 2. MSUINIATMIUVBANAS
3. 'nsusnisegdianugetienargnaes
1. msAndendugnAilagnisen
MINBUAUDIND GNAT 2, nnshiudmsetesinsarivla
(Responsive) 3. nmufURmadeBuniosiiissiuregna
4. MsgupvIEmABgnAY
1 Anusasinususantdnai
mslendan [Westu ited S
3 2 ANuilveidsIvaIUsEn
(Assurance) 3. yAann eIz
4. austauz ANNgAIN wasnslinuidnUasasdvemiinay
1. M3suilinufeInIves|na
nstobald YA g
2. msbivsnisiliuseuana
(Empathy) = o PP P 1Y [
3. finMsfnsiadeasng waziianudngndn

fan: Parasuraman, A., Zeithaml, V.A,, & Berry, L.L. (2013). A Conceptual Model of

Service Quality and Its Implications for Future Research. Journal of Marketing, 49, 41 -
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n3ANY ANREE
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LW
U418 343 85.80
AN ' 14.20
21
inin 20 30 7.50
20-30 U 81 20.20
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41 -50 U 93 23.20
51-60 U 15 3.80
111A71 60 U 3 0.80
DTN
AIUMINN/AD1UB9TINT 273 68.25
U151BN15/NINNUITTIANND 17 4.25
WUNUUTENLENYU 76 19.00
HniSeu/AlnAnY 30 7.50
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