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Abstract

The objectives of this research were to study the service quality of department stores in
Bangkok, 2) to study the consumer behaviors of Chinese tourists in deciding to shop at
department stores in Bangkok, 3) to study the relationship between personal factors and consumer
behaviors in deciding to shop at department stores, and 4) to study the relationship between
service quality and consumer behaviors of Chinese tourists who purchased products from
department stores in Bangkok. Parasuman’s conceptual model of service quality was applied in
this study, which included 8 determinants: (1) competence (2) courtesy (3) reliability (4)
credibility (5) responsiveness (6) security (7) tangibles, and (8) understanding/knowing the
customers. The participants in this study were 400 Chinese tourists who chose to buy products at
department stores in Bangkok.

After the data collection process, the researcher used computer software to conduct the
statistical data analysis to find the frequency distribution including frequency, percentage, mean
(; ), standard deviation (S.D.). The Chi-Square test (X2) was used to determine the relationship
between service quality and consumer behaviors of Chinese tourists, and the relationship between

personal factors and consumer behaviors of Chinese tourists.



