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Independent Study title: The Consumer Expectation and Perception towards
Service Quality of Big C Jumbo Department Store in
Samut Prakan Province

Author: Mr. Thanongsak Submangkang ; ID: 2563003066;

Degree: Master of Business Administration (Marketing);

Independent Study advisor: Saowapa Meetawornkul, Associate Professor;
Academic year: 2014

Abstract

This purpose of this study were to study; (1) the personal factors of
respondents (2) the expectation level of customers toward the service quality of Big C
Jumbo Department Store in Samut Prakan Province (3) the perception level of
service quality of Big C Jumbo Department Store in Samut Prakan Province.

This study was a survey research. The sample group was a people who
lived in Samut Prakan Province and purchased the product from Big C Jumbo
Department Store in Samut Prakan Province during July 1 -20, 2015. The sample size
is selected by Taro Yamane method for 400 people. The questionnaire conducted by
accidental sampling. Questionnaire was used as a tool to collect data. The statistics
used to analyze data on descriptive statistics by using percentages, means and
standard deviation (S.D).

The study results found that; (1) the majority of respondents were female,
marriage and single status, aged over 40 years old, education level at under bachelor
degree, occupation as merchandizer and freelance with monthly income between
10,000- 15,000 Baht (2) the overall of an expectation level toward the service quality
was at the middle level, considering each aspects found that the customer care aspect
and the materiality of service aspect were at high level, nevertheless, the ensuring
customers aspect, reliability aspect and the responsibility aspect were at middle level
(3) the overall of the perception level of the service quality was at middle level when
considering in each parts as the perception level of the customer care aspect, the
materiality of service and the ensuring customers aspect was at middle level thus
reliability aspect and the responsibility aspect was at low level.

Keywords: Expectation, Perception, Service quality, Big C Jumbo Department Store
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