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Independent Study title: Quality of Service of Personal Selling Electronical Department
at Big C, Bangbon Store

Author: Mrs. Nattapat Srisawat; 1D: 2583000936; Degree: Master of Business Administration;

Independent Study advisor: Dr. Boriboon Pinprayong; Academic year: 2017

Abstract

The main objectives of study were: (1) to study the consumer behavior that
is important to the quality of service, (2) to study the expectations toward the quality
of service; and (3) to study the relationship between personal factors and consumer
behavior and the quality of service provided by the employees of the Big C Department,
Bangbon store

The population used in this study was the population of the customers who
came to use the electrical appliances department, Big C, Bangbon store, 295 samples
was selected by using a systematic sampling. The survey instrument used was the
questionnaire. The data were analyzed using percentage, standard deviation and chi
square test.

The results showed that (1) Most respondents were male, bachelor's
degree, age 38 or above, average monthly income between 10,001- 20,000 baht.
the service behavior of customers were 1-2 times per month, each purchase cost
1-3,000 baht and reason to use the service because of convenience (2) Expectations of
gentle politeness services, place, in the field of punctuality, willingness to serve, and
the response to the service had an important effect on the quality of service.
(3) Personal factors: occupation, education, average monthly income was correlated
with the cost of each purchase. The product group purchased and personal factors:
age, education and occupation were correlated with the reasons for using the service
at 0.05 level of statistical significance.

Keywords: Expectations, Perception, consumption behavior, Quality of service
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Reliability Statistics

Cronbach's
Alpha

N of ltems

981
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Gender
Cumulative
Frequency | Percent | Valid Percent Percent
Valid Male 152 515 515 2135
Female 143 485 485 1000
Total 295 100.0 1000
Age
Cumulative
Frequency | Percent | Valid Percent Percent
Valid  18-24 years 41 139 139 139
25-31 years 82 278 278 417
32-38 years 89 30.2 30.2 719
=38 years a3 281 281 100.0
Total 295 100.0 100.0
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Occupation

Cumulative
Frequency Percent Valid Percent Percent
Valid Students 34 11.5 115 11.5
Employee 91 30.8 308 42 4
Private business 132 447 447 871
Other 38 12.9 129 100.0
Total 295 100.0 100.0
Education
Cumulative
Frequency Percent Valid Percent Percent
Valid Primary / Secondary 104 353 353 353
Diploma or equivalent 40 13.6 136 48 8
Bachelor 1320 44 1 44 1 92 9
High than Bachelor 21 71 7.1 100.0
Total 295 100.0 100.0
Salary
Cumulative
Frequency Percent Valid Percent Percent
Valid 5,000-10,000 B. 76 258 259 259
10,001-20,000 B 122 41.4 41.6 67.6
20,001-30,000 B. 57 19.3 19.5 a7.0
30,001-40,000 B. 20 6.8 6.8 939
= 40,000 B. 18 6.1 6.1 100.0
Total 293 99.3 100.0
Missing System 2 7
Total 295 100.0
Behavior - Frequency
Cumulative
Frequency Percent Valid Percent Percent
Valid < 1 Time/Month 77 261 26.1 26.1
1-2 Times/Month 136 46.1 461 722
3-4 Time/Month 57 19.3 19.3 915
= 4 Times/Month 25 85 85 100.0
Total 295 100.0 100.0
Behavior-Reason
Cumulative
Frequency | Percent | Valid Percent Percent
Valid  Convenient 144 48 8 488 48 8
Variety 55 186 186 67.5
New Products 16 54 o4 729
Sale 12 244 244 973
Easy Shopping. 8 27 27 100.0
Total 295 100.0 100.0
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Behavior - Paid

Cumulative
Frequency Percent Valid Percent Percent
Valid 1-3,000 B. 157 532 532 532
3,001-7,000 B. 88 298 298 83.1
7,001-12,000 B. 40 13.6 136 96.6
12,001-30,000 B. 9 31 3.1 997
= 30,001 B. 1 3 3 100.0
Total 295 100.0 100.0
Behavior-Product Group
Cumulative
Frequency Percent Valid Percent Percent
Valid Household Appliances 65 220 220 220
Washing machine, 28 95 95 315
refrigerator
TV, Audio 17 58 58 373
Mobile, Computer 35 119 119 49 2
Other 150 50.8 508 100.0
Total 295 100.0 100.0
MIZAUMIIRANN A YV VDT VDN
Report
Polite 5.1 Polite 5.2 Polite 5.3 Total Polite
Mean 36373 3 6475 3 6034 36294
| 295 285 295 295
Std. Deviation 1.16378 1.16253 1.20175 1.14386
Report
Ability 1.1 Ability 1.2 Ability 1.3 Total Ability
Mean 3. 6429 3. 6305 3. 6136 3 6245
N 294 295 295 295
Std. Deviation 1.01103 99099 1.01006 96494
Report
Willingness Willingness Willingness Total
21 22 23 Willingness
Mean 3.5559 3.5559 3.5525 3.5546
N 295 295 295 295
Std. Deviation 114111 1.12912 112627 1.09708
Report
Total
Response 3.1 Response 3.2 Response 3.3 Response
Mean 3.5729 3.5356 3.5186 3.5422
N 295 295 295 295
5id. Deviation 1.14610 110253 1.13336 1.08378
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Crosstab
Count
Total Ability
Lowest Low Mederate High Highest Total
Age 18-24 years 2 4 9 17 9 41
25-31 years 2 12 33 21 14 82
32-38 years 2 6 34 32 15 89
=38 years 3 8 13 41 18 83
Total 9 30 89 111 56 295
Chi-Square Tests
Asymp. Sig.
Value df (2-sided)
Pearson Chi-Square 221697 12 036
Likelihood Ratio 23110 12 027
Linear-by-Linear 1.865 1 72
Association
N of Valid Cases 295
Count
Total Response
Lowest Low Mederate High Highest Total
Age 18-24 years 3 3 15 10 10 41
25-31 years 4 13 29 18 18 82
32-38 years 8 4 a7 27 13 89
=38 years 3 7 16 33 24 83
Total 18 27 97 88 65 295
Chi-Square Tests
Asymp. Sig.
Value df (2-sided)
Pearson Chi-Square 24 710° 12 016
Likelihood Ratio 25215 12 014
Linear-by-Linear 3.315 1 069
Association
N of Valid Cases 295
Count
Total Polite
Lowest Low Mederate High Highest Total
Age 18-24 years 4 4 6 16 11 41
25-31 years 5 27 15 27 a2
32-38 years 5 29 32 14 49
=38 years 3 12 11 27 30 83
Total 17 33 73 80 82 295
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Chi-Square Tests

Asymp. Sig.
Value df (2-sided)
Pearson Chi-Square 26.976% 12 008
Likelihood Ratio 28.816 12 004
Linear-by-Linear 720 1 396
Association
M of Valid Cases 295
Count
Total Punctuality
Lowest Low Mederate High Highest Total
Age 18-24 years 6 2 11 13 9 41
25-31 years 5 13 29 13 22 82
32-38 years 4 10 36 27 12 89
=38 years B 7 14 31 25 83
Total 21 32 90 84 68 295
Chi-Square Tests
Asymp. Sig.
Value df (2-sided)
Pearson Chi-Square 29.702° 12 003
Likelihood Ratio 31.026 12 002
Linear-by-Linear 2.786 1 095
Association
N of Valid Cases 295
Count
Total Quality Service
Lowest Low Mederate High Highest Total
Age 18-24 years 3 6 8 16 8 41
25-31 years 2 15 38 13 14 82
32-38 years 4 6 42 30 7 89
>38 years 2 12 12 38 19 83
Total 11 39 100 97 48 295
Chi-Square Tests
Asymp. Sig.
Value df (2-sided)
Pearson Chi-Square 45,3497 12 .000
Likelihood Ratio 49 595 12 000
Linear-by-Linear 3.591 1 058
Association
N of Valid Cases 295
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Count
Total Caring
Lowest Low Mederate High Highest Total
Occupation  Students 2 12 12 4 34
Employee 12 21 31 21 91
Private business 12 13 46 40 21 132
Other 0 4 7 11 16 38
Total 22 31 86 94 62 295
Chi-Square Tests
Asymp. Sig.
Value df (2-sided)
Pearson Chi-Square 21.888° 12 039
Likelihood Ratio 23432 12 024
Linear-by-Linear 2.862 1 091
Association
N of Valid Cases 295
Count
Total Paolite
Lowest Low Mederate High Highest Total
Occupation  Students 4 3 8 11 a8 M
Employee 4 14 18 30 25 91
Private business 8 13 42 42 27 132
Other 1 3 5 7 22 38
Total 17 33 73 90 82 295
Chi-Square Tests
Asymp. Sig.
Value df (2-sided)
Pearson Chi-Square 28.210% 005
Likelihood Ratio 25686 012
Linear-by-Linear 3.645 056
Association
N of Valid Cases 295
Count
Total Punctuality
Lowest Low Mederate High Highest Total
Occupation  Students 4 3 12 10 5 34
Employee 8 20 37 19 91
Private business 9 18 46 32 27 132
Other 0 12 5 17 38
Total 21 32 90 84 68 295




99

Chi-Square Tests

Asymp. Sig.
Value df (2-sided)
Pearson Chi-Square 27.348% 12 0o7r
Likelihood Ratio 28 835 12 004
Linear-by-Linear 2115 1 146
Association
N of Valid Cases 295
Count
Total Quality Service
Lowest Low Mederate High Highest Total
Occupation  Students 2 6 9 13 4 34
Employee 2 13 21 42 13 91
Private business 7 16 58 33 18 132
Other 0 4 12 9 13 38
Total 11 39 100 a7 48 295
Chi-Square Tests
Asymp. Sig.
Value df (2-sided)
Pearson Chi-Square 29.2507 12 004
Likelihood Ratio 28.709 12 004
Linear-by-Linear 643 1 423
Association
N of Valid Cases 295
Count
Total Ability
Lowest Low Mederate High Highest Total
Education  Primary / Secondary 2 {13 33 40 16 104
Diploma or equivalent 1 2 17 17 3 40
Bachelor 6 14 39 44 27 130
High than Bachelor 0 1 0 10 10 21
Total 9 30 89 111 56 295
Chi-Square Tests
Asymp. Sig.
Value df (2-sided)
Pearson Chi-Square 26.951% 12 008
Likelihood Ratio 32115 12 001
Linear-by-Linear 3.931 1 047
Association
N of Valid Cases 295
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Count
Total Willingness
Lowest Low Mederate High Highest Total
Education  Primary / Secondary 4 13 34 37 16 104
Diploma or equivalent 3 1 17 8 11 40
Bachelor 10 17 38 36 29 130
High than Bachelor 0 1 0 9 11 21
Total 17 32 89 90 67 295
Chi-Square Tests
Asymp. Sig.
Value df (2-sided)
Pearson Chi-Square 30.397% 12 002
Likelihood Ratio 37.140 12 .000
Linear-by-Linear 2765 1 096
Association
N of Valid Cases 295
Count
Total Response
| owest Low Mederate High Highest Total
Education  Primary / Secondary 4 10 39 29 22 104
Diploma or equivalent 4 2 10 12 12 40
Bachelor 10 15 46 33 26 130
High than Bachelor 0 0 2 14 5 21
Total 18 27 97 88 65 295
Chi-Sguare Tests
Asymp. Sig.
“Walue df (2-sided)
Pearson Chi-Square 24364 12 no1s
Likelihnood Ratio 26 417 12 009
Linear-by-Linear 141 1 Fos
Association
N of Valid Cases 295
Count
Total Quality Service
Lowest Low Mederate High Highest Total
Education Primary / Secondary 4 17 33 34 16 104
Diploma or equivalent 2 5 15 8 10 40
Bachelor 4 17 51 43 15 130
High than Bachelor 1 0 1 12 7 21
Total 11 39 100 97 48 295
Chi-Square Tests
Asymp. Sig
Value df (2-sided)
Pearson Chi-Square 23.845°% 12 021
Likelihood Ratio 28.255 12 005
Linear-by-Linear 1.876 1 71
Association
M of Valid Cases 295
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Count
Total Caring
Lowest Low Mederate High Highest Total
Salary 5,000-10,000 B. 7 7 29 17 16 76
10,001-20,000 B 11 11 36 44 20 122
20,001-30,000 B. 3 7 18 17 12 57
30,001-40,000 B. 0 6 0 7 7 20
= 40,000 B. 1 0 1 9 7 18
Total 22 31 84 94 62 293
Chi-Square Tests
Asymp. Sig.
Value df (2-sided)
Pearson Chi-Square 34 4967 16 005
Likelihood Ratio 41.977 16 000
Linear-by-Linear 6672 1 010
Association
N of Valid Cases 293
Count
Total Quality Service
Lowest Low Mederate High Highest Total
Salary  5,000-10,000 B. 6 15 27 19 9 76
10,001-20,000 B 5 13 47 42 15 122
20,001-30,000 B. 0 7 20 20 10 57
30,001-40,000 B. 0 3 8 6 20
= 40,000 B. 0 1 1 8 8 18
Total 1" 39 98 97 48 293
Chi-Square Tests
Asymp. Sig.
Value df (2-sided)
Pearson Chi-Square 34.077° 16 005
Likelihood Ratio 36.554 16 002
Linear-by-Linear 22328 1 000
Association
N of Valid Cases 293
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