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Independent Study title: The Perceived Service Quality among Chinese Tourists
towards the King Power Duty Free Shop Phuket Branch

Author: Miss Kamonwan Sinrat; 1D: 2543002907;

Degree: Master of Business Administration;

Independent Study advisor: Dr. Suree Khemthong, Assistant Professor;

Academic year: 2012

Abstract

The objectives of this studyto study: (1) the purchasing behaviors of
Chinese tourists in the King Power Duty Free Shop Phuket Branch; (2) to determine

the level of perceived service quality among Chinese tourists towards the King Power
Duty Free Shop Phuket Branch; and (3) to investigate the relationship between
Chinese tourists personal factors and their levels of perceived service quality in the
King Power Duty Free Shop Phuket Branch.

The study was conducted as a survey research. The sample selected by the
systematic sampling consisted of 400 respondents. The survey questionnaires were
used as an instrument to collect data. Data were analysed by statistical tools including
(1) descriptive statistics as frequency, percentage, mean, standard deviation, and (2)
inferential statistics as Chi-square test.

The results showed that: (1) Chinese tourists’ purchasing behaviors who
respondents, most of them visited the shop for the first time. They knew the shop by
the tour guide recommendation. In addition, it was found that the average expenses
spent at the shop were below 5,000 Baht/person/visit; the types of products bought
were cosmetics and perfume; the purpose of visit to the King Power shop was to
purchase products for themselves; and the influencers on their purchasing decisions
were friends who traveled together. (2) The overall levels of Chinese tourist
customer’ perceptions towards the King Power Duty Free Shop Phuket Branch were
in the high level. When considering by each of service aspects, it was found that the
aspect of reliability and responsiveness, respectively, were the most important; (3) It
was found that there was a statistically significant relationship between Chinese
tourists” personal factors including gender, age, income, and education and their
perceptions towards the service quality of King Power Duty Free Shop Phuket Branch
at the 0.05 level.

Keywords: Perception, Service quality, Chinese tourists, King Power Duty Free Shop
Phuket Branch
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Research questionnaire
The perceived service quality among Chinese tourists toward
The King Power Duty Free Phuket Shop

Explanation
This questionnaire is part of education research of student in Master

of Business Administration of Sukhothai Thammathirat Open University. The
objective was to study the perceived service quality among Chinese tourists
toward the King Power Duty Free Phuket Shop.

The researcher would like to thank you for your time to answer. All
your answer non effect to you, and your comment are useful for study the
perceived service quality among Chinese tourists toward The King Power Duty
Free Phuket Shop.

The questionnaire have 3 parts

Part 1 Personal Information.

Part2 Purchasing behavior of Chinese tourists in the King Power
Duty Free Phuket Shop

Part3 Service quality of Chinese tourists to the King Power Duty
Free Phuket Shop

Thank you in advance
Miss Kamonwan Sinrat
Master of Business Administration
Sukhothai Thammathirat Open University
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Questionnaire
The perceived service quality among Chinese tourists toward
The King Power Duty Free Phuket Shop

Explanation
The intention of this questionnaire is for education purpose only. The

researcher hope that we would received a great support from our valued
customer.

Part 1 : Personal Information.
Description Please mark (v) in the box that matches you the most.
1.Gender

( ) Male

( ) Female
2.Age

() Less than 30 years old

( ) 31-40 years old

() More than 41 years old
3. Income per month on average.

( ) Less than 20,000 THB

( ) 20,001 - 30,000 THB

() More than to 30,001 THB
4.Levels of education

() Less than Bachelor’s degree

() Bachelor’s degree

() Higher than Bachelor’s degree
5.0ccupation

() Government Officer/State Enterprise Official

() Individual employees

() Self-Employed

() Other, please specific.....................



88

Part 2 : Purchasing behavior of Chinese tourists in the King Power Duty
Free Phuket Shop
Description Please mark (v') in the box that matches you the most.
1. Have you ever been to King Power Duty Free Phuket Shop before?
( )No
( ) Yes.,thisis................ times
2 How did you know King Power Duty Free Phuket Shop ?
( ) Guide/Tour leader () Friends
() Internet ( ) Billboard
( ) Television /Radio () Other, please specific..........c..........
3. Average expense you spend for shopping at the King Power Duty Free
Phuket shop per time
() less than 5,000 Baht
( ) 5,001-10000 Baht
() More than 10,001 Baht
4. Which product categories that you purchased? (can choose more than 1 choice)
() Cosmetic / Perfume
() Watches/ Glasses/) Leather Bag / Leather belt
() Alcohols/ Cigarette
() Thai package food/ Chocolate
() Other, please specify .................
5. Purpose of purchasing the products?
( ) For own use () For Family / relatives
() For friends ( ) For resell
() Other, please specifiC.........c...c.......
6. Who are you travelling with?
( ) Alone
() Family / relatives.
( ) Friends
() Other, please specific.....................
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Part 3 : Service quality of Chinese tourists to the King PowerDuty Free
Phuket Shop
Description Please mark v in the box on the right that corresponds to the truth.
Level : 5= fabulous, 4 = good, 3 = moderate, 2 = less. ,1 = minimal

Level of quality

Physical of service (Tangible) 51413211

. The color, light and sound in the shop

. Service counter’s decoration

. Clarity of price tag

. Products’ introduction sign in the shop

Gl W

. Supporting innovation ,such as barcode reader machine
for price checking

. Enough light in the shop

. Shop’s cleanness

. Enough of staffs to service

O|00|I| O

. Enough of security system

The responsiveness to the client (Responsiveness) 5141321

. Staffs greeting

. Staffs service quickly

Always ready to serve the customer's needs immediately

. Parlance and smiling faces of the staff

. Staffs generous help while shopping

QNN B WIN -

. Staffs have knowledge, and clear communication

Reliable and trust (Reliability) 5141321

[EEN

. Price tag and products are accurate

N

. Check validity of the products, to prevent expired products
on the shelves.

(O8]

. Clarity of supporting document such as brochure

SN

. Appearance of brands which sold in the shop

5. Employees have knowledge and well understanding which
can answers your questions about products.
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The care (Empathy)

Level of g

uality

5

4

3

2

1

. Employees pay attention to what you said

. Easy to contact with the customer relationship

(Call center)

. Customers’ opportunity to access complain channel

. Staff can clarify / suggest / provide information requested

very well.

. Invitation of greeting and thanks after service

The assurance (Assurance)

. Guarantee o f changing products

. Refund customers when a product has a problem

. Member card, voucher or gift’s preparation

. Quality products with reasonable price

Ol BhWN -

. Staff answer questions or problems quickly

Thank you for your time, and kind cooperation
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Item-Total Statistics

Scale Mean if | Scale Variance if | Corrected Item- | Cronbach's
LT R RRY Item Deleted Item Deleted Total Correlation | Alpha if Item
Deleted
io 1 121.6500 362.976 735 973
02 121.8500 359.503 .798 972
70 3 121.5500 362.155 .804 973
o4 121.5500 364.787 .784 973
05 121.9000 361.884 .700 973
Io 6 121.6000 356.463 818 972
To 7 121.4500 366.682 710 973
3o 8 121.9000 354,621 776 973
0 9 121.6500 359.397 918 972
0 10 121.8000 361.432 .837 972
11 121.9500 367.945 635 973
o 12 121.8500 359.503 798 972
70 13 121.9000 357.568 737 973
2o 14 121.8500 360.661 764 973
0 13 121.6500 369.503 713 973
0 16 121.4500 369.103 695 973
0 17 121.5000 368.053 .663 973
0 18 121.6500 367.818 .634 973
0 19 121.5000 370.368 .739 973
0 20 121.5000 368.789 709 973
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HANI3IAIITHHIANNFIUYD IV ADUNN (A10)

Item-Total Statistics

Scale Meanif | Scale Variance if | Corrected Item- | Cronbach's
LT R RRY Item Deleted Item Deleted Total Correlation | Alpha if Item
Deleted
Zo 01 121.8000 368.274 609 974
0 22 122.0500 363.629 633 974
&0 23 122.0500 358.050 747 973
¥o 24 121.9500 362.682 814 972
&0 25 121.7000 368.958 .559 974
&0 26 121.9000 359.989 711 973
o 27 122.0000 358.000 726 973
7o 23 121.8500 357.713 800 972
70 20 121.6000 361.726 827 972
75 30 121.9500 356.997 816 972

Reliability Statistics

Cronbach's
Alpha

N of Items

974

30,
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