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ABSTRACT

The purposes of this research were: 1) to examine the essential causes of changing
customer shopping service decisions at ICONSIAM in Bangkok, 2) to explore Marketing Mix factor
customer decisions in using service at ICONSIAM in Bangkok. The following sampling is specific to 400
ICONSIAM’s customers in Bangkok through the usage of questionnaires to collect data. For the analysis
of data use Frequency, Mean, and Standard deviation which is tested by the statistics T-test that
is further tested using Chi-square test, One Wat ANOVA. Any differences are compared
individually with application of LSD and Dunnett T3 method.

The result of opinion analysis on Marketing Mix shows, the customer behavior of using
customer service at ICONSIAM in Bangkok which is about information on overall Marketing Mix
is on the highest level ( X = 4.38, SD = 0.534) and considering in each part is shown, the
evident highest result which is in order from the respectively highest Mean that are, Product (X
=4.51, SD 0.459), Process (X = 4.43, SD 0.508), Employee (X = 4.41, SD 0.563), Physical
characteristics (X = 4.40, SD 0.534), Marketing (X = 4.33, SD 0.601), Price (X = 4.31, SD 0.627)
,and Channels (X =4.27, SD 0.659).

The findings showed that personal factors on consumer behavior in using ICONSIAM’s
customer services in Bangkok is dissimilar gender, age, education, status, and monthly income as a
consequence of using ICONSIAM’s service are various. About personal factors on age, career, and
about personal factors on ages, careers and different income affect the importance of 7
marketing mix which are that is Product, Price, Distribution, Channels, Marketing, Employees,
Processes and Physical characteristics are different.

Keywords : ICONSIAM Shopping center; Service
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