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ABSTRACT
174023

Research of behaviour and satisfaction of consumers in a selection of retail stores in
Phranakhon Si Ayutthaya aims to 1) study behaviour of using services in retail stores; 2) study
the level of satisfaction of services in retail stores; 3) compare the level of satisfaction of services
in retail stores categorized by personal factors; 4) compare the level of satisfaction in a selection
of retail stores categorized by behaviour in using services; and 5) explore the relationship between
personal factors and behaviour in using services in retail stores of consumers in Phranakhon Si
Ayutthaya province. Statistical analysis was performed using frequency, percentage, arithmetic
means, standard deviation, t-test, f-test, LSD, and the Chi-square test.

The findings indicated that :

1. According to the behaviour of selecting retail stores, the most commonly bought
products were cold drinks- e.g. soft drinks, milk, beer, and energy drinks. They chose to go to
retail stores that were near home with a distance not over 200 meters. Frequency of use was
mostly about 1-3 times per week, amount spent per visit around 51-100 baht. What attracted the
consumers to use the retail stores was the short distance from home or office. The consumers
mostly avoided the retail stores that had no fixed prices on products and that they only opened
from 18.01-24.00.

2. The level of satisfaction of using services in retail stores in overall was medium.
When considering each aspect, it was found that the consumers showed the level of satisfaction in
retail stores in products, price, store location, and market promotion in a moderate level. The

satisfaction of prices indicated the lowest average.
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3. Regarding the comparison of the level of satisfaction to select the retail stores
based on the consumer’s behaviour, it was found that the consumers with different status showed
different levels of satisfaction in choosing retail stores through prices. The consumers with
different occupation had different levels of satisfaction in choosing retail stores through store
locations. For those v;'ith different monthly salaries showed different levels of satisfaction in
selecting retail stores through the 4 aspects- products, prices, store locations, and market
promotion.

4. Conceming the comparison of the level of satisfaction to select the retail stores
based on the behaviour in using services, it was found that the consumers who chose places that
were convenient to them showed different levels of satisfaction in choosing retail stores through
prices. The consumers who differed in frequency of visit and payment for each visit indicated
different levels of satisfaction in choosing retail stores through places of selling. The consumers
who had different times of visiting stores showed different levels of satisfaction in choosing retail
stores through market promotion.

5. For the relationship between personal factors and behaviour in selecting retail
stores, it was found that education level, occupation, and monthly income showed the relationship
with behaviour in choosing the stores that were convenient them. Education level and monthly
income showed the relationship with behaviour indicating frequency of visit to the stores. Age,
status, education level, occupation, and monthly income showed the relationship with behaviour
indicating the distance of the stores to their houses, behaviour indicating amount of payment for

each visit, and behaviour indicating regular times that they visited the stores.



