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This study compares the satisfaction levels of users of automatic vending
machines. Drink type Classified according to purpose of consumption and

demographic characteristics, In Bangkok Metropolitan Region
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Abstract

This study compares the satisfaction levels of users of automatic vending machines, classified by drink
type, consumption purpose, and demographic characteristics in the Bangkok Metropolitan Region. The research
employs a survey instrument, and the statistical analyses include frequency percentoges, mean values,
standard deviations, and parametric tests such as the T-test for hypothesis testing and the F-test for one-
way analysis of variance, all conducted at a 95% confidence level. The research framework is adapted from
the American Customer Satisfaction Index (ACSI) model. Data were collected through simple random sampling,
with a sample size of 415 participants from Bangkok and its suburbs. Data collection was conducted via online
surveys distributed through platforms such as Line and Facebook Messenger, enabling respondents to complete
the questionnaire and provide feedback for the analysis of variables.

The research results found that service users with an aesthetic consumption purpose placed greater
importance on all factors—expectations, quality perspective, value perspective, image, satisfaction, electronic
word-of-mouth communication, and loyalty—than users with a utility-based consumption purpose.

The findings of this research are valuable for entrepreneurs seeking to ensure their vending machines
are relidble and of high quality. It is essential to focus on consumer satisfaction, as it directly impacts the
confidence and loyalty of customers. Listening to feedback and improving services according to customer needs

will enhance the quality and reliability of the business.
Keywords: Satisfaction; Vending machine; American Customer Satisfaction Index Model; Utilitarian
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