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Title of Research Paper : Customer’s Satisfaction with the Service of the Alpine Store of

C.P. Interfood (Thailand) Company Limited
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Degree : Master of Arts (Social Development)
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The three purposes of the study were 1) to measure the Customer’s Satisfaction with the
Service of the Alpine Store of C.P. Interfood (Thailand) Co.Ltd., 2) To find out the factors
affecting the customer’s service satisfaction, and 3) to use the research results as information to
improve the service.

A questionnaire was employed to collect the data from 200 customers who came for the
service from five branches of the Alpine Store located in commercial buildings/office buildings:
Muang Thai — Pattara, SCB, Trok Chan, Chula, and Thai Samut. Percentage, mean and standard
deviation were used to describe the data.

Findings

More than half of the customers in the study were female and were single. They had a
Bachelor’s degree. They worked for private companies. And nearly half were 21-30 years of age.
The average monthly income was 10,001 — 15,000 baht.

It was found that the customers were satisfied with the service of the five Alpine
branches as a moderate level. When the individual dimensions of satisfaction were considered,
the customers were found to be very satisfied with the quantity and a wide range of goods and the
service staff. Other dimensions which were moderately satisfying were service procedures, price
and service, service place, store decoration and goods arrangement, and sale promotion,
respectively.

Recommendations

Sale promotion. The sale promotion needs to be improved first. The customers should
be allowed taste some new food free of charge and they should be informed in advance. The

Alpine Store should have a discount promotion for its members or issue a member card for the
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regular customers. It should aliow the customers to accumulate the discount coupons or any other
interesting promotion for the customers to get a big price from a lucky draw, and the like.

Store decoration and good arrangement. The store should be more decorated to attract
the customers. The price signs and tags, including adverting signs and the interior design of the
store, and flag line, should be improved to look beautiful and suitable for goods in the store.

Service place. The atmosphere in the store should be improved by having more air-
conditioners installed or spread air-freshener inside. The seats should be added and the space
should be extended. It should be improved to have the same standard as other convenience stores.

Price and service. The taste of the “Bezz” extracted chicken soup and that of the “Bezz”
swallow nest product should improved. Public relations sht;uld be also be developed, especially in
advance orders. The prices of the extracted chicken soup and the swallow nest product should be
revised. A Receipt should be given to a customer for every purchase. The prices should also be
revised for “Kitchen Joy” frozen foods, “Shoice” sauces and seasoning. They can sold in pairs but
the price should be reduced. There should be advertising on the quality, safety, and standard of
the extracted chicken soup and the swallow nest product to create people’s trust in the products.
The taste of bakery, sauces and seasoning, including frozen food should also be improved through
research and development (R&D). There should be continuous appraisal of the “taste free of
charge” promotion. The packages of “Shoice” sauces and seasoning should be improved to look
clean and safe.

Service procedures. Innovations should be introduced into the service proceed. More
time should be given in introducing new products. The payment procedure should be speeded up
and the time the customer has to wait for goods should be reduced. More service equipment and
facilities should be supplied, such as microwave ovens to quicken the service.

Service Staff. More service staff should be recruited. The service staff should be able to
recommend and explain products to the customers. The staff should be trained to have the same
service standard. The staff should pay more attention to the customers and treat all customers
equally.

Quantity and Diversity of goods. The quantity of goods should be sufficient and a wide

range of goods should be available for customers to choose.



