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Independent Study title: Marketing Mix Factors Relationship to Customer Service
Behavior in Hypermarket in Bangkok Metropolis Area

Author: Miss Pattama Katepong; ID: 2573005226;

Degree: Master of Business Administration (Marketing);

Independent Study advisor: Dr. Anothai ngamvichaikij, Academic year: 2015
Abstract

The objectives of this study were to study (1) customer's personal factors
of customers in Bangkok; (2) customer service behavior in hypermarket; (3) the
significance level of marketing mix factors related to service behavior in
hypermarket; and (4) the relationship between marketing mix factors and service
behavior in hypermarket.

This study was a survey research. The population was 8,098,000
customers who used the hypermarket service in Bangkok. The sample size was 400
people. The sampling method was determined by ratio calculating. Samples were
collected by convenience sampling. Questionnaires were used as a tool for collecting
data. The statistics used for data analysis were frequency, percentage, standard
deviation, inferential statistics including Chi Square and Spearman Rank.

The study results show that (1) the customer's personal factors of majority
respondents were females, age between 21-30 years old, single status, held Bachelor’s
degree, and worked in private company with the average monthly income 15,000 —
25,000 Baht. (2) The service behavior in hypermarket of majority respondents were
that using the service more than once a week, purchasing cost not over than 2,115.41
Baht per time, purchasing grocery products, using the service of food court and using
the service between Saturday-Sunday. (3) The significance level of marketing mix
factors related to service behavior in hypermarket was at a high level. When
considering each part, it was found that the product was at the highest level, the next
was price, distribution, marketing promotion, personnel, processes and the physical
characteristics, respectively. (4) The relationship between marketing mix factors and
service behavior in hypermarket was found that the frequency of using the
hypermarket services related to the marketing mix factors in distribution, process and
physical characteristics. However, the cost of the service related to the marketing mix
factors in marketing promotion, physical characteristics, and process had the
relationship at a high level.

Keywords: Marketing Mix Factors, Service Behavior, Hypermarket
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