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Abstract

The objectives of this research were (1) to study consumers’ perceptions of
product image at 7-11 convenience stores in Suphanburi Province; (2) to study consumers’
perceptions of service quality at 7-11 convenience stores in Suphanburi Province; (3) to
compare consumers’ perceptions of product image at 7-11 convenience stores in Suphanburi
Province when classified by demographic factors and buying behavior; and (4) to compare
consumers’ perceptions of service quality at 7-11 convenience stores in Suphanburi Province
when classified by demographic factors and buying behavior.

This was a quantitative research. The study population was Thai consumers
who had used products and services of 7-11 convenience stores in Suphanburi Province.
Since the exact population size was unknown, the sample size was estimated using
Cochran’s sample size formula and came out to 384. Samples were chosen through
accidental sampling. The data collection tool was a questionnaire. Data were analyzed using
frequency, percentage, mean, standard deviation, t test and ANOVA.

The results showed that (1) Overall, consumers’ perceptions of product image at
7-11 convenience stores in Suphanburi Province was “the highest;” and by category,
consumers rated consumer products at “the highest” and food and beverage products at
“high.” (2) Overall, consumers’ perceptions of service quality at 7-11 convenience stores in
Suphanburi Province was “high;” and by dimension, consumers rated the dimensions of
“responsiveness to consumers.” “understanding and familiarity with consumers,” and
“inspires confidence” at “the highest.” (3) Comparing perception of product image by
demographic factors, there was a statistically significant relationship (p<0.05) between the
factor of age and perception of product image. However, buying behavior factors were not
related to perception of product image. (4) Comparing perception of service quality by
demographic factors, there was a statistically significant relationship (p<0.05) between the
factor of occupation and perception of service quality. In addition, the buying behavior factors
of frequency of buying and amount spent per purchase were related to perception of service
quality to a statistically significant degree (p<0.05).

Keywords: image, service quality, 7-11 convenience store, Suphanburi Province
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