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SERVICE QUALITY INFLUENCING CONSUMERS’ BEHAVIOR
ON THE USE OF SERVICE OF THE HUTCH SHOP IN BANGKOK

AN ABSTRACT
BY
PAIRAT RUENGSIRIDET

Presented in Partial Fulfillment of the Requirements
for the Master of Business Administration degree in Marketing
at Srinakharinwirot University

February 2008



Pairat Ruengsiridet. (2008) . Service Quality Influencing Consumers’ Behavior on The
Use of Service of The Hutch Shop in Bangkok . Master’'s Project. M.B.A.
(Marketing). Bangkok : Graduate School, Srinakharinwirot University. Advisor :
Dr.Panid Kulsiri

This research aims to study service quality, behavior toward using services at The
Hutch Shop and relationships between the behavior toward the services use and the
service quality.

The samples were 400 consumers who had used the services of The Hutch Shop
in Bangkok. Questionnaires were used in the data collection. The data were analyzed and
presented in terms of percentage, means and standard deviation, t-test and Chi-square test.

The results showed that most of the respondents were male, age between 20-29
years old, held a bachelor degree, worked at private companies, and had monthly income
between 20,001-30,000 baht in average.

The study on the services quality of The Hutch Shop suggested that the
respondents viewed the quality of the physical characteristics, the reliability, the quick
responsiveness, the assurances, and the empathy as under the expectation.

Results of the hypotheses testing at the statistically significant level of 0.05 are as
follows:

1. Monthly use frequency has relationship with age.

2. Source of information has relationship with gender.

3. Time of use has relationship with quick responsiveness.

4. Acquired benefit has relationship with assurances.

5. Reuse of the service has relationship with age.
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Quality and its implications for future research. Journal of Marketing. p. 44.
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