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Shidapa Pongwaranon. (2010). Customers’ Satisfaction of Chain Drugstores’ Service, Master
Project., M.B.A. (Pharmacy Organization Management). Bangkok : Graduate school,

Srinakharinwirot University. Project Advisor : Dr. Warangkana Adisornprasert.

This research aims to study customers’ satisfaction of chain drugstores’ service in
terms of product, price, place, promotion, people, physical evidence, process and
productivity which classified by gender, age, education, occupation, monthly income,
duration of being customers and service usage frequency. The sample is 385 customers
who are 15 years old and have purchased products from chain drugstores in Bangkok. A
primary data collection device is questionnaire. Percentage, mean score, standard
deviations, independent Sample t -Test and One — Way Analysis of Variance are statistical
methods to analyze data.

The research results show that most of customers are female, aged between 35-44
years old, holding graduate degree. Most of customers are self-employ with monthly income
level of 30,001-40,000 Baht, and have been customers at Boots for 5-6 years. They have
bought products from Boots twice a month. The most purchased product is healthcare
product for example drugs, vitamins, food supplement, first aid. In the future, most of
customers still purchase products from chain drugstores.

The customers are satisfied with chain drugstores’ service in overall and each
aspect that are product, process, people, productivity, physical evidence, promotion, price
and place respectively.

The research reveals that customers with different gender have different satisfaction
in product. Customers with different age have different satisfaction in productivity.
Customers with different education have different satisfaction in product, price, place,
promotion and process. Customers with different occupation have different satisfaction in
place and process. Customers with different monthly income have different satisfaction in
place and promotion. Customers with different duration of being customers and service

usage frequency have no different satisfaction in overall aspects.
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