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Guan, Kangyu. Master of Business Administration, March 2012, Graduate School,
Bangkok University.

A Study of the Relationship between Service Quality and Consumer Behaviors of Chinese
Tourists in Deciding to Shop at Department Stores in Bangkok (77 pages)

Adpvisor: Santidhorn Pooripakdee, Ph. D.

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.
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Ministry of Tourism and Sports,Thailand

International Tourist Arrivals to Thailand

By Nationality at Suvarnabhumi International Airport

January - November 2011
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2011 2010 %A
Nationality Number %Share  Number %Share 2011/2010
East Asia 5,033,526 44.96 3,784,210  41.15 33.01
ASEAN 1,474,816 13.17 1,142,551 12.42 29.08
Brunei 5,412 0.05 5,006 0.05 8.11
Cambodia 30,796 0.28 22,596 0.25 36.29
Indonesia 204,926 1.83 129,937 1.41 57.71
Laos 17,386 0.16 15,946 0.17 9.03
Malaysia 379,584 3.39 309,190 3.36 22.77
Myanmar 94,299 0.84 73,248 0.80 28.74
Philippines 164,312 1.47 142,061 1.54 15.66
Singapore 355,320 3.17 315,163 3.43 12.74
Vietnam 222,781 1.99 129,404 1.41 72.16
China 1,215,531 10.86 767,807 8.35 58.31
Hong Kong 318,031 2.84 235,333 2.56 35.14
Japan 958,961 8.57 818,665 8.90 17.14
Korea 642,637 574 492,398 5.35 30.51
Taiwan 392,904 3.51 306,726 3.34 28.10
Others 30,646 0.27 20,730 0.23 47.83
Europe 3,374,372 30.14 2,981,775  32.43 13.17
Austria 68,059 0.61 68,324 0.74 -0.39
Belgium 58,979 0.53 54,798 0.60 7.63
Denmark 106,703 0.95 101,099 1.10 5.54
Finland 62,788 0.56 66,751 0.73 -5.94
France 371,532 3.32 328,724 3.57 13.02
Germany 457,865 4.09 448,619 4.88 2.06
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Ireland 42,012 0.38 41,403 0.45 1.47
Italy 134,834 1.20 118,437 1.29 13.84
Netherlands 149,116 1.33 147,616 1.61 1.02
Norway 94,333 0.84 88,113 0.96 7.06
Russia 614,536 5.49 384,330 4.18 59.90
Spain 77,688 0.69 52,636 0.57 47.59
Sweden 169,720 1.52 169,724 1.85 0.00
Switzerland 116,401 1.04 107,687 1.17 8.09
United Kingdom 591,641 528 571,492 6.21 3.53
East Europe 178,084 1.59 159,746 1.74 11.48
Others 80,081 0.72 72,276 0.79 10.80
The Americas 676,458 6.04 601,363 6.54 12.49
Argentina 8,523 0.08 6,967 0.08 22.33
Brazil 16,801 0.15 13,966 0.15 20.30
Canada 130,800 1.17 112,184 1.22 16.59
USA 492,989 440 444,949 4.84 10.80
Others 27,345 0.24 23,297 0.25 17.38
South Asia 980,289 8.76 813,903 8.85 20.44
Bangladesh 56,759 0.51 57,145 0.62 -0.68
India 769,372 6.87 617,812 6.72 24.53
Nepal 20,342 0.18 21,859 0.24 -6.94
Pakistan 62,674 0.56 54,274 0.59 15.48
Sri Lanka 48,788 0.44 42,334 0.46 15.25
Others 22,354 0.20 20,479 0.22 9.16
Oceania 497,315 4.44 422,544 4.60 17.70
Australia 434,660 3.88 361,809 3.93 20.14
New Zealand 60,971 0.54 59,148 0.64 3.08
Others 1,684 0.02 1,587 0.02 6.11
Middle East 534,984 4.78 505,190 5.49 5.90
Egypt 15,221 0.14 14,057 0.15 8.28
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Israel 107,438 096 97,772 1.06 9.89
Kuwait 49,780 0.44 37,556 0.41 32.55
Saudi Arabia 10,980 0.10 7,304 0.08 50.33
U.AE. 100,484 090 95,778 1.04 4.91
Others 251,081 2.24 252,723 2.75 -0.65
Africa 98,592 0.88 86,646 0.94 13.79
S.Africa 40,275 036 30,120 0.33 33.72
Others 58,317 0.52 56,526 0.61 3.17
Grand Total 11,195,536 100.00 9,195,631 100.00 21.75

Source of Data : Immigration Bureau, Police
Department.

Note : Primary Data

Tourist Arrivals excluded Overseas Thai

Updated :02/11/2011 / 09.00 AM
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