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Service quality factors affecting consumers' decision to choose convenience store services
in Bang Kaew Town Municipality, Bang Phli District, Samut Prakan Province
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Abstract

This research article aims to (1) examine the level of service quality and consumers’ purchasing
decisions in convenience stores, (2) investigate the relationship between service quality and consumers’
purchasing decisions, and (3) provide guidelines for improving service quality in accordance with consumer
needs. Data were collected through a questionnaire administered to 381 consumers aged 18 years and above
who reside in Bang Kaeo Municipality, Bang Phli District, Samut Prakan Province, and have previously used
convenience store services. Data were analyzed using frequencies, percentages, means, standard deviations,
correlation analysis, and multiple regression analysis at a statistical significance level of .05. The findings reveal
that overall service quality is at the highest level (x = 4.75), and all dimensions are also rated at the highest
level. When ranked by mean scores, the highest dimension is assurance (x = 4.78), followed by responsiveness
and empathy (x = 4.76), and reliability. Considering each dimension, tangibility is at the highest level (x = 4.71),
with key strengths including standardized staff uniforms, polite and prompt service, and clear receipts. Reliability
(x = 4.74) reflects staff honesty and product quality. Responsiveness (x = 4.76) emphasizes information provision,
product adjustment, and promotion communication. Assurance (x = 4.78) highlights safety measures and return
policies. Empathy (x = 4.78) focuses on tailoring products and promotions to customer needs. Overall, all
dimensions of service quality positively influence consumers’ purchasing decisions at a statistically significant
level. Therefore, businesses should continuously improve service quality across all dimensions to enhance
customer satisfaction and encourage long-term purchasing decisions.

Keywords: Service Quality, Purchase Decision, Convenience Store
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A 3.923 - 7.795 Faflantiesndn 10 SedfuusdaseiianuduiusiulusysuiildilimAndaym Multicollinearity wile
ArsunaduszAnsanduiusszninadaulsdase Ao aunmnisuinig wuidlanuduiusiufuusemu Ao nns
dndulaievesgnéniuazmndelufianisuanegnaiifuddy neadafisedu 0.05 Taedaduuszans anduiuddus
0.823 - 0.906 Inetladeiifienudiiusiunsinauladevesgninuasmndeunniign Ao anudedielindald (cou)
(r = 0.906 ) 5998331 A8 NIABUALBIHBGNAT (CUL) (r = 0.865) nslvimnuidesiusiognén (IND) (r = 0.861) n333n
wazid1lagnAn (INS) (r = 0.850 ) AaTugUsIsUTRIUINTT (COM) (r = 0.823)

HANMTIATIEENIS0ANBETIAMA NIV N sTiTatensiadulatedusuiuazninte Tagldnstinsed
wuuiuuafulsiidwansenudiluluaunisndenduniuisnis Enter wuin nsvaaeu Multicollinearity Taglden
VIFs 1 1.512- 4.290 dfietfosnin 10 fetduusassianuduiusilusyiuiilivilfAaiam Multicollinearity
Fapn3nail 2
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AT 2 HANTIATIENNTANDDELTINYA

FuszAvsms . duuszAvsms
Y AAINA
o annaglaiusu o AAJYLLUU
AUATINNIIUINIG ARNLARDU o t P-value VIFs
4 AINIIU Jsuunsgu
* 1a551u (S.E) .
®) N (Beta)
A1A97 (CONSTANT) 0.455 0.132 0344  0.731
ANudugUsssuvesu3nig (COM) 0.113 0.044 0.122 2543 0.012* 3923
Anudetielingdald (COU) 0.455 0.070 0.442 6553  0.000%  7.795
nsnevAUBIsiagnA (CUL) 0.178 0.068 0.163 2638  0.009*  6.495
nstiauLtesiusiagne (IND) 0.084 0.075 0.075 1123 0262  7.727
ns3dnuaziinlagna (INS) 0.174 0.057 0.172 3.053  0.003*  5.436

F=291701  P=0.000 R°=0.853 Adjusted R*= 0.85
* fldAgyeadansziu 0.05 way fUsnu Ao nsenauladie (SUC)

1. fulsBaseithanfnyidanue fenuduiusnmguiunisdnduladodmiviuazainde Sovas 85.0
(Adjusted R? = 0.85)

2. fjaaé“aﬁ%qmaﬂszwum'aﬂﬁ@]’mau’tae?juaé’m%’u%uazmﬂ%uaaﬂwqﬁﬁaﬁwﬁmmaaﬁaﬁizéﬁ’u 0.05 91U 4 /)
wsuazaenadosfuauLfgTuresniteiisly eidssmndusitnadensiuuslusudsmaluguresasuuuiy
innfigalimiesiign e anudedelindlals 8 = 0.455) nsnouausssiogndn (B = 0.178) Ms¥inuazidhlagni
(B = 0.174) waz anulugUsssuesuinis (B = 0.113)

Han$39y nud AunmNsUINEfuAdetielindald dwwansgnuluiianiauan nmsafrsennadetio
P¥nslald getu 1 misevhlinisdndule Wity 0.455 mine 509831 A n1smeuauasiagnd dewansgnulufie
yauan msaduaudediolindald gty 1 mhevtilinisdedula Wudu 0.178 mise nsidnuandlagnén dawa
nsznulufianmauan getu 1 miae shldimsinaulate Wiutu 0.174 nie wararudugUsssuvesuims dwanssny
Tufimmavan anudugUsssumesuins gatu 1 we vildnsdadulate Wiutu 0.113 wie musdy

Fohudlenstuenasit (a) Wiy 0.455 v‘fﬂﬁmwiwﬁmﬁﬂmmﬁwﬁ’zysuméhwmﬂﬁzﬁfaagﬂugﬂﬂml,uuau GE

nswthmiinasddesimeinsal feegluglaziuuinnsgiu Ssensoaaunisannoeidmmgals il
SUC = 0.455 + 0.113 (COM) + 0.455 (COU) + 0.178 (CUL) + 0.174 (INS)

dsduazaiusnena
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oglusefuinniign uaziflodinsgissazidenfusiodiu wui eglussduanniigavndiu anunsaiSesdiduany
Anadsanunlumides 3 duusn ldu sunislimnudesiudegndn sesasn Ae Aunisrevaussiegndn uaz
n339nuaziiilagnen warduanudedolinedald audiduasnadesiuiuideves Sriworanard and Wongrat
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Tnoswfiaedveyluszduinniian uazilednszvineazideadusiede wuin egluszduaniigannde amise
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