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ABSTRACT

This research was to study about the service quality affecting to customer’s
satisfaction of MK restaurant at the Tang Hua Seng department store, thonburi Branch. The
purpose of this research mainly focuses on the service quality that affecting to customer’s
satisfaction of MK restaurant at the Tang Hua Seng department store, thonburi Branch. The
researcher used the Simple Random Sampling of sample group were 400 people.
A questionnaire was adopted to collect data and were analyzed using percentage,
frequency, average, standard deviation, and multiple regression analysis.

The results showed that most of the sample group were female, aged between 26
-30 years old, Graduated in the bachelor’s degree, marital status and average income
between 25,001 - 35,000 baht. In addition, it was found that service quality factors and
satisfaction factors were at highest levels of their opinions (X=4.443, S.D.=0.561) and
(X=4.365, 5.0=0.723) respectively.

The result of hypothesis testing found that the quality service factors that affected
the customer’s satisfaction of MK restaurant at the Tang Hua Seng department store,
thonburi branch with a statistical significance level at 0.05. R square of the model was
found as 0.773 which showed that  the quality service factors affected the customer’s
satisfaction of MK restaurant at the Tang Hua Seng department store, thonburi branch at
77.30 percent. The quality service factors that affected the customer’s satisfaction of MK
restaurant at Tang Hua Seng department store, thonburi branch included tangibility,
assurance and empathy.

Keywords: Service Quality, Satisfaction, MK restaurant.
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