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ABSTRACT

Subject research service quality that affects satisfaction of consumers of Mc Donald’s
Bangsaen branch, Chonburi Province aimed to study the service quality that affected
satisfaction consumers of Mc Donald’s Bangsaen branch, Chonburi province. The sampled of
this study were 400 customers using a simple random sampling method. The tool used for
data collection was an online questionnaire. The data were analyzed by using a computer
software pavkage for frequency, percentage, mean, standard deviation. and multiple
regression analysis.

The results found that most of the sample were female, age between of 26-35 years
old, had a bachelor's degree. Had a career as a private company employee average monthly
income 20,001-30,000 baht, and the used to service 2-4 times per year. It was also found
that service quality factors and satisfaction factors overall there ware the highest levels of
their opinions (X =4.55, S.D. = 0.55) and (X= 4.56, S.D. = 0.70) respectively.

The hypothesis testing results fond that service quality that affected satisfaction of
consumers of Mc Donald’s Bangsaen branch, Chonburi province was statistical significance
level at 0.05. The forecast coefficient found as 0.684 (R2 =0.684) indicated that the
independent variable, i.e. service quality affected the dependent variable, ie. that
satistaction of consumers of Mc Donald’s Bangsaen branch Chonburi province at 68.40
percent. When considering each aspect, it was found that there were 3 aspects, namely
tangibility reliability and assurance which affected the satisfaction of consumers of

Mc Donald’s Bangsaen branch, Chonburi province

Keywords: service quality; satisfaction; McDonald's
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