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ABSTRACT

Title : Service quality dimensions affecting to purchasing decision of customers using
Tesco Lotus Thailand online shopping channel

Author : Ms. Pacharaporn Dongwisad

Major : Finance and Bankin%-
Independent Study AdViSOr : ... S SN LTI

( Dr. Pichet Musikapoduk )

This research study is aimed at examining service quality dimensions affecting
purchasing decision of customers using Tesco Lotus Thailand online shopping channel. The study
is also aimed at analyzing relationship between service quality and purchasing decision as well as
secking for services provided by the department store that affect customer’s purchasing decision
in shopping goods from Tesco Thailand’s online store. The tool utilized in data collection is a set
of questionnaires. Data analytical procedures are conducted using statistics tools — frequency,
percentage, mean and standard deviation. The Multiple Regression Analysis is utilized to test the
hypothesis.

The findings and results indicate that the majority of the participants are females, aged
ranging from 26-35 years old, holding at least a Bachelor’s Degree. Their marital status is single.
They work as private company employees with a monthly income ranging from 10,001-20,000
baht, respectively. Online service quality dimensions affecting purchasing decision of customers
using Tesco Lotus Thailand online shopping channel are ranked as follows: fulfillment
(jf_ = 4.55), compensation (} = 4.53), responsiveness (_-f = 4.51), system availability
[f = 4.49) and contact ()_{ = 4.32), respectively. The first three factors that affect purchasing
decision of Tesco Thailand’s online customers are ranked as follows: Customers’ current
lifestyles do have impact on purchasing decision when doing online shopping via Tesco’s website
{3: = 4.54), Attractive and well-arranged web page do affect purchasing decision (_-Xu = 4.47)

and Customers are allowed to look for needed products and compare prices by themselves via

Tesco's online shopping channel (X =442).

Keywords: Service quality Tesco Lotus Purchasing decision
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MUMIABUAUBIABMT IFUT A5 (Responsiveness) 4.51 0.495 3
Suauauisalunsmamaunuiiofiani
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Model Summaryc

Adjusted R Std. Error of
Model R R Square Durbin-Watson
Square the Estimate
1 0.342° 0.117 0.115 0.21651 -
2 0.403° 0.163 0.159 0.21107 -
3 0.416° 0.173 0.167 0.21001 -
4. 0.427° 0.182 0.174 0.20913 2.301

a. Predictors : (Constant), :14ANUa1X15a 1UAITMITINauniamanuianaialunis

[ U

LRGSR (Compensation)

b. Predictors : (Constant), A14A1N @150 IUMIMITINaunulonaauAanatnlunis

3 1T Aa

o o 0o <
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v 1 A 3 o 9o
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d. Predictors : (Constant), A1uANV@INITaluMIsMIFMaunuiiananuianaialunis
v 1A o o
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ansnanomsaadulieduiioon lativesgndundln Taad a1 Adjusted R Square 0.167
A 9 a Y v 9 Y a < s 9
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anuanusolumsmamaunuiiamannuianaialunsInaIdUA1 (Compensation), A1
o 0o < . .ge
msldussguaduie (Fulfillment) 1AaZAIUANNAINITOVDITZUY (System Availability)
4 % v A dy a 9 4 9 9 % Y a
aunsoneInssnNuRuRIuYeImsaadulagedudioon laivesgnaunaln Taaa'ld fa

I 9
Wusosaz 167

o @ v 1 v Y Y A I J v
Model 4 5zAUANNANNUTIZHINTaToRIUAMAINMT IHUTN5v093D Tard AT
anuasalumamasnaunuiemannuianalnlumsdaadadum (Compensation), A1
o o d . oy
mimﬂﬁ’mﬁqwaam% (Fulfillment), FUANMUEINITOUDITLU (System Availability) ttag
9 1 Y A . Aa A 1 v A dy a F) L4
AUNMIABUEAUBIABMT IFUTNT (Responsiveness) Honsnanomsaaaulaedumoesn lal
YoagnAUNa 1A lada A1 Adjusted R Square 0.174 %30 30802 174 d115003110 1811 ot
9 Y a <3 J v 1A Y . Y o 9
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o a3 . JO !
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A 1 v Y Y Aa <3 ddaa a J
A1T NN 4.15 ﬂWﬂ’NiJLHJi“lJﬁ’Jl!GUENﬂ%‘Dﬂﬂ1uﬂﬂ!ﬂ1Wﬂﬁﬁlﬁ°}JiﬂﬁﬂlENL’J‘U‘lG]fﬂ UBNINAND

v A Ay a 9 4 Y 4 v
myaadulaiedumeoulavivesgnaundls Tadd

ANOVA'
Sum of Mean
Model df F Sig
Square Square
Regression 2.466 1 2.466 52.602 0.000°
1 Residual 18.657 398 0.047
Total 21.123 399
Regression 3.437 2 1.719 38.580 0.000°
2 Residual 17.686 397 0.045
Total 21.123 399
Regression 3.658 3 1.219 27.644 0.000"
3 Residual 17.466 396 0.044
Total 21.123 399
Regression 3.848 4 0.962 21.995 0.000°
4 Residual 17.275 395 0.044
Total 21.123 399

a. Dependent Variable : m3dadn lndedudneey laivesgniumald Tasa

b. Predictors : (Constant), #1uANasalumsmamannuiiofanuianaialunis
LG (Compensation)

c. Predictors : (Constant), #1uANua 50 lUMTMITINAUNUioRanuAana1aluns
Iade@UM (Compensation) , Aumsm 1iussawadiia (Fulfillment)

d. Predictors : (Constant), 814AMua K130 luMsHIAInaunuiemanuianainlunis
Iada@uM (Compensation) , MumM s IRussauad U3 (Fulfillment), MUANNENNTOVDS
%11 (System Availability)

. Predictors : (Constant), #1uAW @150 lumsmaamaunuiioianuianaialunis
Iada@uM (Compensation) , MumM s IRussauad U3 (Fulfillment), MUANNENNTOVDS

52U (System Availability), ATUATAOUAUBIAONT IFLTAT (Responsiveness)
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AAa a 1 v A d’l a Y
nonsnanemsaadulaseaun

A a 4 a v 9 Y a <3 A A
ATT NN 4.16 ﬂTﬁ’JLﬂﬁWzﬁﬂﬂﬂ@ﬂl“ﬁﬂWﬁﬂﬂ!ﬂﬂﬂﬂﬂ?uﬂﬂ!ﬂ’]Wﬂ’]ﬁﬁlﬁﬂﬁﬂ']ﬁell@\u'l‘llul“lf@ﬁ/]ll

Aa a 1 v Aa &l a 9 4 Y Y J
answanemiaadulareduioou larivesgndumaln Tada

Coefficient'
Model Std. Beta Signification
gy b t
Error (B) ()
Mgl 3219 | 0.159 20.194 0.000
1 Compensation 0.255 0.035 0.342 7.253 0.000*
Mgl 2223 | 0.264 8.418 0.000
2 Compensation 0.236 0.034 0.317 6.856 0.000*
Fulfillment 0.237 0.051 0.216 4.670 0.000*
Fhﬂﬂﬁ 2.481 0.287 8.645 0.000
Compensation 0.249 0.035 0.333 7.156 0.000*
: Fulfillment 0.232 0.051 0.211 4.574 0.000*
System Availability -0.064 0.029 | -0.103 | -2.235 0.026*
ﬂ'md‘ﬁ 2917 0.354 8.237 0.000
Compensation 0.243 0.035 0.326 7.014 0.000*
4 Fulfillment 0.213 0.051 0.194 4.161 0.000*
System Availability -0.061 0.029 | -0.098 | -2.131 0.034*
Responsiveness -0.076 0.036 -0.097 -2.085 0.038*

1 o a £ v A a 4 Y @
WUINE : Model 1 arduilszdnimsdadulagodumoon lativesgnaunaln Tada (RY) =

0.117,F =

0.159,F =

0.167,F =

0.174,F =

52.602, p < 0.05*

T W a Q( v A 4 a 4 @
Model 2 midulsganimisdadulagedudreonlativesgndunals Tada RY) =

38.580, p < 0.05*

T W a Q( v A 4 a 4 @
Model 3 mdulsganimsdadulagedudreonlativesgndunals Tada RY) =

27.644, p < 0.05*

T W a Q( v A 4 a 4 @
Model 4 mdulsganimsdadulagedudreonlativesgndunals Tada RY) =

21.995, p < 0.05*
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wmmmﬁamﬂmmmwam“lummmmum (Compensation) ﬁﬂﬂ‘ﬁWﬁ@]ﬂﬂWi@]ﬂﬁuﬁlﬂ%@

v
Y (Y aad

a F) 4 Y Y ] = o o A 1 . A YA
ﬁumaau"laummgﬂmmﬁiﬂ DYNWUUITIAUNNWADANTEAY 0.05 LUDIVINAT Sig ‘ﬂulﬂllﬂW

o

11101 0.000 AN Beta (N1 0.342

v 9 Y a 3 < 9 2
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a 4 1 . { FY 1 L% 1 1T W
NNADANITEAD 0.05 Lﬁ’ﬁ]\‘ﬁ]'lﬂﬂ'l Sig ﬁllﬂﬁﬂ'llﬂ'lﬂﬂ 0.000 ttaZ 0.000 A1 Beta NNV 0.317 LA

0.216

v 9 Y a I~ s 9 2
Model 3 “]ji]i]ﬂﬂ1uﬂmﬂ1wﬂ1511’iﬂiﬂ1iﬂlﬂ\1l’)ﬂhl°ﬁﬂ mummmmmiumimm
4 a Aa v 1 A o o a
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v
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v 9 Y a <3 J Y A
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4 a Aa v 1 A o o a3
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a . AAa A U v A dﬁl a Y 4 9 9 [} =
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o W aad

Wodrn1eadansza 0.05 1H9910A1 Sig N 1ANAUNIAY 0.000, 0.000, 0.034 LAL 0.038 AN
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