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The purpose of the study was twofold : 1) to find out the level of customers’
satisfaction with the service at Aphi Plaza Department Store ; 2) to identify the factors
related to their service satisfaction.

The independent variables in the study were gender, age, education, marital status,
occupation, and income. The dependent variable was service satisfaction, which was
composed of eight dimensions : place, selling area, products, price, employees, service, sale
promotion, and image of the organization.

The sample group consisted of 400 customers that used the services at
Aphi Plaza Department Store in Muang District, Chiangrai Province. A questionnaire was
employed as the research tool. Frequency, percentage, mean, t— test, and F - test were
used to analyze the data.

The findings were summarized as follows :

General characteristics of sample. About 56.5 percent of the sample were female.
About 55.0 percent were below 50 years old. About 58.5 percent held a Bachelor’s
degree. About 52.3 percent were married. About 42.5 percent were company employees
and 28.2 percent had a monthly income of 8,000 — 12,000 baht.

Overall, the customers were moderately satisfied with services at the department
store (X = 3.38 out of 5). When the components of satisfaction were considered
separately, three of them which were very satisfactory were selling area, place, and
prices (X =3.49, 3.46 and 3.43, respectively). The other five components that were found
to be moderately satisfied were products, salespeople, service, image of the organization,
and sale promotion (X=3.39, 3.38,3.34, 3.33, and 3.28 respectively).

The factors significantly related to the customers’ satisfaction at the 0.05 level

were gender, age, education, marital status, occupation, and income.

Recommendations.

1. Toilets. Toilets for the staff and toilets for the customers should be clearly
separated. They should be kept clean all the time.

2. New sales promotion should be launched so that it will be rhore interesting.

3. More parking lots should be available for customers. The customers must be
suggested about where to park.

4. The employees must be trained to give impressive services to the customers.

5. Customer relations activates should be held on special occasions, such as New
Year’s Day. Prize contests should be held to create good relations with the customers .and

to build a good image of the department store.





