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Abstract

The objectives of this research are 1) to study the differences of personal characteristics
which affect customer satisfaction of shopping centres in Bangkok metropolitan areas, 2) to study
the service quality factors that affect customer satisfaction of shopping centres in Bangkok
metropolitan areas, 3) to study the technology factors that affect customer satisfaction of shopping
centres in Bangkok metropolitan areas, and 4) to develop a guideline for service quality and
technology of shopping centres in Bangkok metropolitan areas. Two groups of the sample are as
follows: 1) 400 customers receiving services from shopping centres in Bangkok metropolitan
areas. For the data collection, the researcher chooses Stratified Sampling. Descriptive statistics
analysis and inferential statistics analysis are employed in this research. 2) Eight key informants
who work in shopping centres in Bangkok metropolitan areas in which the data from this group
are gathered by using Snowball Sampling.

The research found that according to personal characteristic factors, monthly income had
a great impact on customer satisfaction of shopping centres in Bangkok metropolitan areas.
Service quality factors consisting of knowing, understanding customers and providing customers
with assurance had an effect on customer satisfaction of shopping centres in Bangkok
metropolitan areas. Technology factors concerning information technology and om-ni channel
also had an effect on customer satisfaction of shopping centres in Bangkok metropolitan areas.
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3.1.1 P393 (Quantitative Research)
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