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ABSTRACT

The objective of this research is to study of the factors that affecting the satisfaction of
customers, using Metro Mall shopping center service at the Thailand Cultural Center Station.
The research question is what factors affecting the customer satisfaction who using Metro Mall
shopping center service at the Thailand Cultural Center Station. From the literature review,
factors affecting shopping center’s customer satisfaction consist of four factors: environmental
factor, product factor, convenience factor and management factor. This research collected data
through questionnaires with the sample of 235 shopping mall customers

The research found that factors affecting the customer satisfaction, using the Metro Mall
shopping center service at the Thailand Cultural Center Station, consist of 3 factors:
environmental factors, product factor and convenience factors , according to the assumptions
of the researcher. This relationship was positive in the same direction as the significant customer
satisfaction. The most Factor affecting customer satisfaction is environmental factor and the
second is the product factor and convenience factor, respectively. Meanwhile, management
factors contributed to the least satisfaction. The research results can be utilized by Shopping
Mall developer to improve and develop the factors that are important and affect the satisfaction
of Metro Mall’s customers or similar shopping centers and the research can also be used to

plan and manage commercial areas in the Thailand Cultural Center Station in the future.
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