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The purpose of this research was to study (1) consumers' expectations
(2) consumers' perceptions and (3) consumers' satisfactions of service quality level
offered in modern retail store including Discount Store (Tesco Lotus and Big C) and
Department Store (Central and Robinson). The samples were 400 males and-females
living. in Bangkok, age from 21 to 50. Multi-stage sampling was employed, using

questionnaires for data collection.

Results showed that (1) the expected service quality scores of Excellent
Department Store for overall and each aspect of service quality (Tangibles, Reliability,
Responsiveness, Assurance and Empathy) were higher than those of Excellent Discount
Store, (2) the perceived service quality scores of Department Store for overall and each
aspect of service quality were higher than those of Discount Store. (3) Both modern retail
stores, the expected service quality scores were significantly higher than perceived
service quality scores at 0.05. It can be concluded thai consumers were unsatisfied with

the perceived service quality of Discount Store and Department Store.





