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The Influence of Service Quality and Satisfaction towards Sale Promotions on Customers’ Loyalty at

convenient Stores in Bangkok Metropolis. (64 pp.)
Advisor: Krairoek Pinkaeo, Ph, D.

Abstract

The objective of this research is to study the influence of service quality and satisfaction
towards sale promotions on customers’ loyalty at convenient stores in Bangkok Metropolis. The
population in this research was consumers who have bought products at convenient stores and
questionnaires were used as an instrument to collect data from a sample of 400 customers.

The statistic method for data analysis was percentage, mean, standard deviation, and regression linear
in line as the format of analysis in multiple regression to test hypothesis in significant level at 0.05

The result found that most of samples were female aged between 26 and 30 years old in
educational level of bachelor degree. Their professions were private company’s employees with
incomes between 8,000 and 15,999 Baht. Regarding service quality showed that consumers
preferably recommended in service quality in overall as they agreed. When considering in part of
income found that consumers mostly recommended in service quality for creating service in natural
form in overall as agreed and followed with credibility, awareness, confident and response of
customer needs respectively. Regarding satisfaction towards sale promotion found that customers’
satisfaction level was very high meanwhile their loyalty to convenient stores was at middle level.
The hypothesis testing found that customers’ satisfaction toward sale promotion affect loyalty at
convenient stores significantly whilst service quality did not have any impact to the customers’

loyalty at the significant level 0.05
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